Tenant and Leaseholder Involvement

Outcomes and Impacts

1 October to 31 December 2010
During this period 55 tenant participation activities took place. These resulted in a range of outcomes and impacts on the Housing Service provided by Ashford Borough Council for its tenants and leaseholders. The following is an indication of how involvement has influenced services.

Summary of involvement activities.

	Involvement activity
	Number of activities

	Formal meetings
	7

	Training activities and events
	3

	Estate inspections, mystery shopping, and surgeries
	14 estate inspections,

6 mystery shoppers, 

12 Surgeries attended by 17 residents 

	Youth activities and diversity events
	2

	Other
	11

	Total
	55


Numbers of involved people

· Attended meetings in this period – 50
· Attended/involved in events in this period – 500
· Signed up to Ashford Back Chat – 499
· Receive Housing News which advertises events and feeds back on activities and performance – 5263
	Ashford Borough Tenants Forum

	Activity and purpose
	Outcomes 

	Monthly two hour meetings to discuss and decide on strategies and policies. 

Held 4 October 2010, 1 November 2010, 6 December 2010.

The Forum Budget Group met 16 November 2010
	· The Forum viewed the draft housing services presentation and offered suggested improvements.

	
	· New Build update – contractors appointed for phase two of the new build project. ABTF received updates on phase one

	
	· The Forum received a report on a proposal for Ashford BC to consider installing solar panels on appropriate properties, and will be looking for pilot scheme.

	
	· The Forum received the quarterly report

	
	· Annual report to Tenant update -.amendments suggested by ABTF incorporated in draft. Agreed report would be presented within the tenant’s calendar.

	
	· The Forum considered an Area Plan proposal from a small block of flats in Wittersham to improve their communal garden for £8700. Area plan approved.

	
	· Feedback from monthly Managers meeting attended by ABTF Chair. Issues in this three month period included the draft annual report to tenants containing too much jargon, a new government initiative to encourage businesses to be run from home, and an update on the new Gateway plus building.

	
	· The Forum now have 33 friends on Facebook, and have now also joined Tenantbook, a social network site for resident groups.

	
	· The Forum considered the consultation on ‘a fairer future for social housing’ and offered suggestions for the response.

	
	· The Forum discussed and agreed proposed changes to the tenancy agreement.

	
	· The Budget Group met 16 November 2010, to discuss and agree a reduction to the Tenant Participation budget of 30%


	Repairs Monitoring Group

	Activity and purpose
	Outcomes

	Quarterly two hour meeting with the repairs and maintenance contractors and staff to discuss performance and standards. 19 October 2010 hosted by Swale Heating at their offices in Sittingbourne
	· Received feedback from the general repairs and heating contractors on the contracts for responsive repairs, heating servicing, and boiler replacement programmes. The monitoring group questioned the contractors on progress. 

	
	· Customer satisfaction processes and procedures being audited. Group discussed current methods and how hoping to improve using telephone surveys in addition to the current postal surveys.

	
	· The group were given a tour of Swales new warehouse which enables them to store more spares, and their new training suite which enables operatives to train on new boilers.


	Seniors Forum

	Activity and purpose
	Outcomes

	Two hour meeting every other month residents representing the 12 sheltered schemes in the Borough and Officers to discuss a range of issues relating to housing for older people. 23 November 2010.
	· Received and discussed issues from each scheme

	
	· Forum asked for feedback on what services should be provided at the new Gateway Plus

	
	· Forum advised the Ashford having a Quality Assessment Framework in March, and residents would be asked to give their opinions.

	
	· The provision of salt and grit for each scheme being withdrawn, and Roalco to carry out a reactive service during snow and icy weather.


	Bybrook Area Plan Project Group

	Activity and purpose
	Outcomes

	Periodic two hour meetings of residents of the blocks of flats subject to a regeneration programme. 29 October 2010
	· Continued delays in commissioning subterranean bins. External lighting being sorted. Landscaping particularly new hedging complete.


	Leaseholders Forum

	Activity and purpose
	Outcomes

	No meeting during this period.
	· Receive and analyse profiling information from leaseholders
· Changes introduced to internal procedures to keep leaseholders better and more frequently informed about the cost of works and potential insurance claims.

	Estate Inspections

	Activity and purpose
	Outcomes

	Weekly throughout the Borough (urban areas twice a year and rural areas once a year) residents encouraged to walk about their neighbourhoods with Area Managers to point out problems and concerns. The programme of walkabouts is advertised in the Housing News.
	We have completed a further 10 Estate Inspections during this reporting period, attended by 5 residents. They have highlighted the following:

1. An increase in Fly tipping / the dumping of rubbish / Household waste in our communal areas and garage sites. 

2.Parking of vehicles on Housing land and dumped rubbish blocking rear access alleyways.

We need your help and assistance to try and stop this, the cost of removing dumped rubbish / household waste, and the reinstatement of the damaged grassed areas has to be paid by the Housing Department, which reduces the funding available to carryout other essential work.

Please if you see rubbish being fly tipped or vehicles being parked on housing land contact us as soon as possible, giving us as much detail as possible and if you are able to identify the people responsible even better, your information will be treated in confidence so please do not hesitate in contacting us, we need to try and prevent this. Owners of vehicles that have been parked illegally on Housing land could be recharged for the re-instatement costs, and if identified those responsible for fly tipping could face prosecution.

Note; The good news was that little or no Graffiti or Vandalism was noted in the areas that were inspected.

Residents are encouraged to accompany us on our Estate Inspections, for the complete inspection or just their road / street, just contact your Area Manager  and your name and contact details will be added to our contact list , the  Area manager carrying out the inspection will then contact you the week before the inspection to agree a time and location to meet you.  

Please join us, your input is always very much appreciated.

 

	Additional inspections:-

	Newtown - 3 estate inspections 2 residents attended.

Bybrook - 1 estate inspection 3 residents attended

	Mystery Shopping

	Tenants and Leaseholders who have agreed to take part in this scheme receive a supply of mystery shopping forms, which can be completed whenever there is a need to contact Housing Services, telling us how the query was dealt with and if it was resolved
	6 mystery shopper reports received in this period - all high scoring. Issues included rent queries, repair queries and one query about moving.

	Surgeries

	Held fortnightly or monthly in Children’s’ Centres and community centres around the borough enable residents to see Area Managers when dropping off or picking up children. The programme of surgeries is advertised in the Housing News.  Kent Police are also represented at some of the surgeries
	12 Surgeries 17 residents seen. Issues raised included:- succession, Choice Based lettings, garages, rent, parents, neighbour problems, repairs, and homelessness.



	Events and Local Groups

	Activity and purpose
	Outcomes

	New build consultation 
	· Luckley House 5 October 2010 Resident concerns raised and discussed about proposal to extend sheltered scheme to provide 10 additional units

· Luckley House 2 November 2010 Follow-up meeting to respond to previous concerns and address new ones.

	Wye Tenants Forum 5 October 2010
	· Discussed the Area Plan at Gregory Court which is nearing completion, general repairs and estate issues. 

	Operation Clean Sweep Biddenden 5 October 2010 multi agency event
	· Trading Standards, the Fire and Rescue Service, Planning, and Fraud, joined Housing and the Community Safety Order. 
· Housing reported several repairs including lighting to the common parts of a block in Cheeselands, cracking to an underpinned block, and cracks to paving also in Cheeslands.

	Bybrook and Bockhanger Community Group meeting 6 October 2010
	· Estate issues including the provision of parking and garaging in the area.
· Consultation will start in 2011 about the future of Bockhanger Community Centre.

· Update on the village green

	Newtown common part decoration consultation 6, 11, and 18 October 2010. 
	· 55 residents consulted.

	Willesborough Community Forum open meeting 20 October 2010
	· Explanation of the role of the Mayor

· Report on a litter pick carried out in the area

· Feedback from PCSO and Neighbourhood Task Team

· Presentation on Housing Plus at the new Gateway.

	South Willesborough and Newtown Community Group meeting 25 October 2010
	· PACT priorities agreed as speeding, parking, and antisocial behaviour.
· Reports from local Councillors

· Reports from local groups

	Bybrook and Bockhanger Community Group meeting 9 November 2010
	· Police issues
· Estate issues – reporting on local estate inspections

· Preparation for the Groups Annual General meeting on 27 January 2011

	South Willesborough and Newtown Community Group meeting 29 November 2010
	· PACT feedback. Agreed priorities continue to be speeding, parking and antisocial behaviour including graffiti. 

· Report from Councillors including update on the new Waterside Children’s Centre and youth facility.

	Lloyds Green Wittersham Area Plan meeting 9 December 2010
	· Meeting with surveyor and residents to agree final plan prior to work commencing.


	Youth, Training, and Diversity Events

	Activity and purpose
	Outcomes

	Tenterden Sure Start link lunch 12 October 2010
	Attended to agree additional surgery dates for 2011 and to start planning joint rural outreach event programme for 2011.

	Play Area opening Bybrook 28 October 2010 following on from KCFN Street Play Days and subsequent consultation
	Well attended event. Good publicity. Message that street games can encourage social interaction, also it is possible to provide good quality play at little expense  

	Joint Equality and Diversity training for tenants from Ashford and Thanet 30 October 2010
	Update training to cover the new Equality Act, and to put it in a local context

	Seniors Focus Group 10 December 2010
	Independent examination of housing aspirations for older people in the future. Carried out by SILK (Social Innovation Lab for Kent). 10 participants including representatives from the Seniors Forum

	Involved resident Newsletter 22 December 2010
	Sent to the 500 involved residents. Advising of activity coming up, and including a questionnaire on local offers.

	Survey
	Results and Outcomes

	General repairs contract satisfaction survey
	The percentage of tenants who gave satisfaction ratings of Satisfied or Very Satisfied for the period October to December 2010 was as follows.
· General repairs contractor - Roalco 95.53%
· UPVC door and window repairs and installation - Prima 99.25%

	Kitchen bathroom and boiler replacement contract satisfaction survey
	In answer to question "Please rate the overall end result and service received

Excellent

Satisfactory

Requires Improvement

No Reply

Heating Upgrade

72%

20%

8%

0%

Kitchen Refurbishment

64%

36%

0%

0%

Bathroom Refurbishment

90%

10%

0%

0%

Some comments made on the satisfaction surveys

Heating Upgrade

- From Chilham - only that it was started on a Friday which left us with no hot water over weekend

Response:  Unfortunately, it was found that the immersion heater in the property was not working, after the Contractor had left.   The Contractor has now been asked to check that if a property is to be left with no hot water over night, then the alternative hot water source/supply is checked, before he leaves the property.

- From Willesborough  -I would like to thank all who took part in the work on my heating programme; all knowing about my health problems treated me with understand help and kindness. Thank you all

- From Willesborough - The workmen were very polite and helpful and the supplying of two electric fires was really helpful, as the central heating had to be turned off

Kitchens
From Hampden Estate - excellent team work all round - many thanks

Bathrooms

From South Ashford - I am completely satisfied and I adore my new bathroom - thank you all

From Kennington - could have been finished in less time than 3.5 weeks

Response: We aim to complete a bathroom refurbishment in less time than this, but work required differs from property to property




