Resident Involvement Impact Report 2009/10 

	Type of Involvement
	What has happened?

(outputs)
	So what?

(outcomes & impact)
	Value for money

(resources & cost / year)

	Resident Involvement Group
What is it?
Joint resident/officer/member group to monitor and review the resident participation agreement and the work of the resident participation team.

	17 residents involved in group

Met three times during 09/10
· Continued to review resident involvement work

· Ongoing review of RP framework

· Contributed to resident involvement service plan

· Monitoring RP budgets

· Monitoring RP Performance

· TSA and National Housing Standards

· Reviewed Neighbourhood voice scheme
· Refreshments at meetings 

	Revised involvement framework agreed and implemented

Service plan prioritised

Residents more informed regarding RP budgets and prioritised spending
Selection process for working groups agreed.
Early stages of the scrutiny process for the National Housing Standards was agreed

Set up a sub group to review the RP agreement


	Refreshments for meetings £100

Staff time

4 days = £560
Residents’ time

1 day per resident

Resident expenses £100

Copying and postage £40
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	Mystery Shopping
What is it?

Residents are trained to carry out a series of mystery shops to measure our performance.

Purpose & aims

To provide feedback on performance of service delivery from a customer point of view.


	There were 3 mystery shopping rounds during the year
37 shoppers were trained and have taken a full and active part in the process. Of these, 14 had previously been involved but were new to mystery shopping and 11 had no previous involvement.
15 scenarios were shopped. Methods used were telephone calls, visits to area offices, emails and the council’s  website
The scenario’s shopped were as follows;
· Leasehold sale

· Tenants home contents insurance

· Physical adaptations

· Former tenant arrears

· Anti social behaviour – noise
· Housing transfer

· Public health (foxes)

· Terminating a council tenancy

· Applying for the housing register

· Translation service

· Housing advice service

· Kitchen and bathroom refurbishments

· Staying put service

· Estate cleaning schedules

· How to make a complaint

	Brings a real understanding of how customers see services

Results are made available to service managers and the contact centre manager. 
Where issues have been identified staff training has been provided.
Contact centre staff have since been issued with guidance about translation queries and giving general advice without need for personal details.
In process of producing an FAQ booklet for housing team
Various capacity gains for residents, e.g. empowerment, transferable skills, self confidence

Using residents who are not otherwise involved

This has proven to be a cost effective way of assessing service levels

The overall aim of resident mystery shopping is to improve service delivery from the contact centre, front line and back office staff. 
The overall customer experience will then improve, resulting in fewer complaints and callbacks from customers on the same subject.
Fewer call backs = contact centre staff having more time to answer initial calls/enquiries

Fewer complaints = less time spent by officers and managers investigating same.
	Cost saving of £5,000 as a result of being in a position to pull out of the local syndicate. A network has now been set up with other LA’s who are no longer taking part in the above. The aim is to learn from each other and set up a ‘cross shopping’ network.
Staff time £2500
Expenses £150

Refreshments/lunch £975

Thank you meals £600 Postage/printing £400
Residents time 2 days per resident per round.
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	Community Housing Panels

What are they?

A network of resident panels that discuss local housing service delivery with the officers or contractors responsible for the delivery of those services

Purpose & aims
To enable residents to raise issues about performance and make suggestions for improvements .
	19 meetings took place in the year
Attendance at meetings varied between 1 and 28 residents

Pre meeting surgeries take place at all  meetings to enable residents to discuss issues and concerns in a confidential but face to face environment
Officers from across the council consult with residents about new initiatives and procedures

All panel members were invited to attend presentations on the process of reporting ASB (by ASB enforcement team)

Using exit surveys, 92% of residents found the meetings useful.
	Service delivery issues regularly raised with service managers and action completed to improve services. E.g. Plants damaged by scaffolding have been replaced; Lighting problems on an estate remedied; revisions made to the cleaning schedules.
Revised SNT (Police) and neighbourhood warden patrols

Energy efficiency strategy presented and discussed with residents some of whom raised specific concerns which have been resolved 
Neighbourhood services reporting introduced (North)

All residents contributed to Croydon Vision during the meetings

Panel members put in bids for EIP schemes

Better informed residents are able to progress local and individual issues with service managers more confidently
	Staff time (includes preparation, writing reports & attending meetings) £15,200
Room hire £300

Residents’ expenses £350

Refreshments £300

Postage/printing £400

Residents’ time 1.5 days per resident.
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	Specialist Panels

What are they?

There are four specialist panels:

Sheltered Housing (SH)

Minority Ethnic (ME)

Leaseholder (L)

Disability (D)

The council wishes to ensure that all service users have a voice and are able to influence services that are of special interest to their communities

Purpose & aims

To ensure that the council improves communication & understands the needs of people from different communities.


	Each of the panels met 3 times in the year except leaseholder panel which met twice. 

Average attendance 

SH – 30

ME – 12

L    -  17

D    -  14

3 newsletters produced for SH & Leaseholders panel

Networking opportunity for residents 

Opportunity for officers to present information and consult on policy issues relating to the membership of each panel.

Pre meeting surgeries take place at all meetings to enable residents to discuss issues and concerns in a confidential but face to face environment.

Using exit surveys, 96% of residents found the meetings useful.
	Service delivery issues regularly raised with service managers and action completed to improve services

SH 

· Residents commented on a leaflet for new tenants

· SH quality standard

· Residents fed into prioritising stock investment programme

ME

· Agreed that a major review of the way this panel operates

D

· Decision made to expand the remit the panel

· Improvements to dropped kerb provision in Norwood

· Links improved with Disability Croydon which has improved levels of communication and understanding

L

· Agreed that Gas servicing can be undertaken by council contractors

· Reassuring residents about fire safety standards in local blocks


	Staff time (includes preparation, writing reports & attending meetings) £ 9,600

Refreshments £300

Residents expenses £400

Residents’ time 1.5 days per resident

Newsletter costs £ 1,500
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	Open House Editorial

What is it?

Joint resident/officer group to review & produce content for quarterly tenants’ newsletter.

Purpose & aims

· To communicate with residents on a range of housing related issues 

· To encourage greater involvement

· To feedback to residents on outcomes of involvement activities


	6 residents involved on editorial group

Four newsletters produced for each housing district during 08/09

A wide range of council & community information has been provided in each addition.


	The Housing Sounding Board survey in Feb 09 showed that 93% of respondents read Open House (57% thoroughly)

Of those, 87% find it interesting.
	It costs £90,000 per year to produce & deliver 4 editions.

Staff time

50 days = £7,000
Residents’ time

2 days
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	Residents’ Associations & Forums

What are they?

Although supported and recognised by the council they are independently run by a residents’ committee. Their level of involvement can range from campaigning for major estate improvements to organising community activities.

Purpose & aims

To improve the housing conditions and wellbeing of the local community. 
	There are 12 recognised residents’ associations.

Fun days were organised on three estates.

A number of social events (including day trips) were organised.

Successful funding applications.
	Greater community spirit & cohesion.e.g. through Big Lunch events and day trips arranged by RA’s

Improved local environment, security & services e.g.:

Tenancy team discussed ASB issues with Police following meeting with residents from Chertsey cres. which has led to improvement in ASB levels

Heating survey carried out which has led to improvement works to block at Gillet and Garnet, to reduce heat loss 

SNT agreed to increase their patrols on and around Handcroft estate
On Tollgate estate flytipping has been a constant issue, residents were advised to report fly tips and as a result SNT officers issued fixed penalty notices to four households 

Capacity building and skills based training has been provided to some groups / members.

A local contact point for some residents.


	Total monies paid to RAs during the year  £2130

Staff time (including support, training & attendance at meetings) £ High

Residents’ time – High but varies from group to group.
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	Surveys

What are they?

Resident questionnaires via the post, phone, internet or face to face.

Purpose & aims

· To obtain residents’ views & priorities

· To evaluate our performance

· To ensure we are meeting residents’ needs

· To collect mandatory performance indicators


	We have carried out a range of surveys including:

· Sheltered housing satisfaction

· Playbuilder

· ASB case closure

· HSB satisfaction 

· Satisfaction with pest control service

· Access Croydon


	· 90 TA properties surveyed. No fraud identified

· Funding for play facilities was redirected

· Resource centre refurbished in line with residents’ wishes

· Access Croydon signage improved
	Cost of Survey team £50,000 per year

Residents’ time: Varies but generally limited to maximum of 10 – 15 mins per survey.
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	Tenants’ Conference

What is it?

A conference planned jointly by officers and residents for all tenants & leaseholders.

Purpose & aims

To consult & inform residents on current housing service issues.

To promote & encourage greater resident involvement

To increase the capacity of residents to become more effective in their communities.

To improve the relationship between the council and its tenants & leaseholders.


	A conference was jointly organised with residents and took place in March and focussed on the TSA standards and local offers.

Attended by 57 residents

Speaker from TSA attended

TSA housing standards were discussed in joint officer / resident group sessions through “speed meetings”.

Other subjects included:

Housing finance review 

Housing Overcrowding strategy.

Workshops took place on:

Housing Finance

Repeat calls to repairs 

New resident involvement options

Awareness of allocations policies

Estate inspection process

Post event evaluation – 90% felt day was interesting overall

88% felt the afternoon workshops were interesting


	Written feedback provided to service managers to enable them to better target their services.

Repairs workshop provided reasons why residents continue to make repeat calls to the contact centre which could lead to reduced costs in the future.

Increased understanding of the role of the TSA, the National Housing Standards and the new finance proposals.
	Refreshments £2000

Room and facilities £2300

Promotional material £500

External Speaker £500

Travel expenses £90

Officer time on day £3300

Prep time £ 2000

Residents’ time: 1 day
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	Neighbourhood Voices

What are they?

Individual residents who monitor housing services in their area.

They report anything that they are unhappy with on their estates

They are a contact point for both tenancy & neighbourhood services staff

A Newsletter will be sent to scheme members twice a year


	57 residents have been recruited and trained 

of whom, 45 are active. 

The scheme is recognised as a way for residents to become involved in commenting on services without investing large amounts of time.

1 newsletter has been produced for the current year 

Performance reports are produced quarterly for the Performance Monitoring Panel while monthly reports are sent to Service managers.

Two prize draws have taken place.


	The results of the monitoring are fed back to the caretakers at their regular weekly meetings to help identify trouble spots which are addressed with individual staff

Specific non cleansing issues such as ongoing repairs issues have also been highlighted by the scheme and as a result have been dealt with – i.e. blocked drains at 11-29 Bedwardine Road. 

Since the start of the scheme the service schedules of both streetscene and more particularly neighbourhood services have become much more uniform.
	Printing and stationery £1000

Prize draw £100

Officer time recruitment £1000

Officer time development of scheme £1000

Officer time ongoing monitoring £2440

Residents’ time: ½ day per month.
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	Working Groups/Project Groups

What are they?

Long term or short term residents’ groups who are brought together to review or develop particular housing policies & procedures.


	· Stock Investment Group

· Responsive Repairs Review

· Croydon Residents Development & Training  Forum

· Checked by Croydon’s residents group.


	Prioritise capital expenditure on decent homes programme

Residents and officers worked in partnership to enhance the responsive repairs service which has led to improved customer satisfaction and reduced costs.

Residents and officers worked jointly on developing provision of training for residents.

16 documents checked by residents.


	Depends on working group

e.g. CRDTF 

3 meetings took place.  

Officer time £500

Refreshments £70

Postage and other admin. £40
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	Environmental Improvements Programme

What is it?

A programme where individual residents submit and present their bids for environmental improvement schemes in their area.  

Schemes are detailed and costed by officers who then send schemes out to local consultation.

Those schemes which are supported by local residents are assessed & prioritised by a group of residents who have been trained in the process.

  
	35 residents involved

All received training

Prioritised 56 bids for £400,000 programme. Included schemes for:

Security entry doors

Communal gardens

Traffic calming

Landscaping

CCTV

Lightings

Car Parking


	23 bids selected & and these are now being progressed and should be completed by end of 2010/11 
	Officer time: Equivalent of 1 FTE per year. £35,000

Printing & postage: £500

Refreshments: £150

Travel expenses: £50

Residents time 1½ days.
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	Performance Monitoring Panel

What is it?

A residents’ panel for the setting of standards, monitoring performance and scrutinising service managers.

Purpose & aims

To ensure that we are meeting residents’ needs & expectations.

Potentially save money by making recommendations to improving the service by streamlining processes.


	Quarterly & annual performance reports produced.

4 meetings of the panel took place.

Average attendance at meetings 15 residents plus Director & service managers.

Service standards & targets reviewed

Areas for improvement are identified and updates are given for any improvements already put in place.
Format of reports has been reviewed.

Reports now include reports relating to Support Services section, Neighbourhood Voice & Mystery Shopping.
	 The activity actively involves the residents in scrutiny of performance within the housing management division.  The residents’ views and requests for service improvements are taken on board by the heads of service and the director and are often agreed at the meeting or may be taken away for further discussion to be reported back to a future meeting.

A lot of changes to the service have been achieved through consultation with the residents.  An example of this is the recent repairs conference where residents were directly involved in how the service was to be developed and improved going forward.

A number of smaller changes to the services have also been made throughout the year and the residents input to this is significant.


	£1400 officer time

£400 refreshments

£50 transport

£100 postage

£600 printing report
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	Tenant Inspectors

What are they?

Residents are trained to carryout a full audit of a housing service and make recommendations for service improvements.

Purpose & aims

To provide the council with detailed reports on its housing services from a residents’ point of view. To scrutinise housing services and make recommendations for improvements. 


	First wave of training has taken place and preparations for first audit progressing.

10  residents trained 


	This is a new initiative for 09/10 and no audits have taken place to date.

10 residents have received training and are available to participate in this initiative.
	Cost of training £2,857

Officer time developing scheme £1700 

Room hire £140

Refreshments £400
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	Housing Sounding Board

What is it?

This is a database of residents who are interested in giving their views on housing services or participating on other involvement options.

Purpose & aims

To provide a representative pool of residents who can be targeted to respond to surveys or become involved in a range of involvement options.

Mechanism for enabling residents to have their say through different means – such as surveys, online in addition to traditional methods, such as meetings.


	Membership   900

Involvement  Approx 200 have been involved at least twice

A resource for both the team and beyond when needing resident contacts for various consultation projects or initiatives.

Satisfaction survey has provided 400 residents’ views on services; for use within the team, dept and for comparison with other orgs.
Takepart newsletter produced 3 times and sent to all members of HSB keeping them informed of recent developments, training and events.

	Continues to be a cost effective way of engaging with a wide range or residents in a variety of ways

Examples of queries ran:

Leasehold email - decent homes consultation
Open House Ed group
Youth panel query
Repairs working group
Social network survey
Leasehold focus group
NV 
Tenant inspectors
Checked by…

Mystery shopping
Satisfaction survey
	Prize draw £300

Officer time for administering the HSB approx £1000

Postage £100

Producing Takepart 

printing £1000 

postage £675

officer time (producing copy, and admin) £840
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	Surgeries, exhibitions & road shows

What are these?

Local tenancy & repairs officers set up surgeries on estates to enable residents to meet officers face to face to request services or obtain information or advice.

Purpose & aims

To enable those tenants who are unable to travel to council offices to meet officers or contractors face to face.


	2 Repairs surgeries on Fieldway and Monks Hill estates – 18 residents attended

Surgeries being held before all resident panel meetings.  Officers attend from most housing management service areas– generally well attended and found to be useful.  30 in total.

2 sets of road shows have been held in the year – for the TSA national conversation (3) and as part of the recruitment to Neighbourhood Voice scheme (3).  6 events in total


	These local events enable tenants who are unable to travel to council offices, to meet officers or contractors face to face.  Increasing the number of residents involved.

This in turn improves overall satisfaction and customer relations. Makes officers & contractors accountable.

Exit surveys at the repairs surgeries indicated residents found this type of service useful and they wanted to see more local surgeries.

Officers at the pre meeting surgeries routinely pick up action points ranging form minor repairs to useful intelligence about vacant properties and ASB.  

Whilst many customers at the TSA and NHV roadshows were known to us, some were not and this local connection provided the RP team with an invaluable opportunity to speak to new people.
	Officer time: 

Repair surgeries 3 x 3 hours each = £400 for the year

Pre meeting surgeries 4 x 1 hour each = £2400 for the year

Road shows 3 x 3 hours each = £1100 for the year

Other costs

Venue hire £250

Refreshments £100

Transport / equipment £100

Residents time

Varies between 30 minutes to attend and report an issue at a repair surgery to 2 hours for the TSA road shows.

Promoting and other administration £300
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	Resident Participation Awards & Residents’ Christmas Buffet

What is this?

Annual awards to individual residents and residents’ groups to recognise their effort & commitment to improving their local communities or housing services.

All residents who have participated in at least 2 activities throughout the year are invited to a Christmas buffet as a thank you for their involvement, to witness the awards ceremony and meet officers & councillors informally.

Purpose & aims

To recognise the involvement of residents, summarise the year’s achievements and improve officer, councillor & residents’ relationships.  


	Awards made in 4 categories:

Best new resident representative/group

Resident of the year

Most innovative project/initiative

Long service

The event was attended by 60 residents 6 officers (other than RP Team) & 3 councillors including the Mayor of Croydon


	This event is the only regular opportunity of thanking & rewarding residents for their work during the year.  This in turn improves council/resident relationship.

The event also provides an opportunity for residents to speak informally to officers and councillors and build better working relationships. 


	Officer time: All RP staff for 3 – 4 hours plus various other senior management officers for 1 or 2 hours.  £1000

Hire of venue £270

Refreshments £1000

Postage and admin. £100
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	Meeting rooms

What are they?

Rooms provided on estates for the use of the local community.

Purpose & aims

To provide a venue for local residents’ groups to meet and community activities to take place
	2 x rooms are under RP team management – Handcroft Road and Tollers estates

Council officers arrange meetings in either of the rooms for team meetings etc., as well as meetings with other residents.

Room on Handcroft Estate refurbished in 2009.

Grant included for provision of music studio, various audio / visual equipment.

Groups using venue:

Local RA for both social and formal meetings

Youth activities twice weekly

Caretakers weekly team meeting

Various short term voluntary sector use, art projects, Police SNT surgeries, Well London, Groundwork etc.

Tollers Estate

Groups using venue:

Local RA, including mother and toddler sessions, meetings 

Local church 

Over 50s Club

Youth work sessions


	Handcroft Road – Well London Grant £20,000 used to fully refurbish room with full involvement of community.

Local groups able to meet in a close and convenient location for no direct cost.  This has made local RA meetings etc. better attended and therefore more productive.

Centres provide a sense of belonging and increases the general feeling of ownership.

Other local providers use the centres for running activities etc. which are always made available to the residents from the affected estates:

Handcroft: Huge range of activities sponsored by Well London – arts, music and health

Stop smoking service 

Tollers: Childrens Centre and Youth services use room for outreach sessions.

Local free Church services


	Income – none at present

Cleaning and Routine Maintenance is picked up by the local district office.

Security improvements to Handcroft £1600

Officer time

Routine inspections for H & S cleaning checks and general security etc. 2 hours / month £500
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	Residents’ Training

What is it?

Skills & knowledge based training for residents.  Most of this training is provided in house by council officers, however this heading also includes assessments for sending residents to courses and seminars provided externally 

Purpose & aims

To ensure that residents have the skills & knowledge to play an effective role on all residents’ groups and in their communities.

	Training programme agreed with Croydon Resident Development & Training forum. (CRDTF)

Training courses which took place during 09/10:

CHP introduction course

First Aid in the community

Mystery Shopping and Resident Inspectors training has been provided but this has been referred to in the relevant sections above.

CIH – TSA event (Brighton) 5 residents attended
	Residents’ participation on London-wide & National tenants’ forums.

Residents presenting or chairing at conferences. Leading or supporting officers in workshops.

Residents supporting peer mentoring programmes with other housing authorities.

Residents who completed the CHP session were better informed about how the council operate and had a better understanding about what the CHP meetings are about and how they work.

Satisfaction with the session was good with 88% of attendees being very satisfied.
First Aid sessions provided residents with important life saving skills, the benefit of which could be said to be invaluable.

	Costs for the CRDTF are detailed under working groups (above)

CHP training 

Officer time to provide training  £200

Admin and refreshments £60

First Aid

Free provision of sessions.  Admin and refreshments £ 85

Cost of attending CIH event – nil.  Transport, refreshments and admin £150
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	Web site

What is it?

Area of the Council’s web site which is dedicated to resident involvement.

Purpose & aims

To promote resident involvement.

To feedback to residents the outcomes of their involvement.

To facilitate on-line engagement.

To share our good practice with other organisations.
	Includes full details of involvement options.

Downloadable versions of all newsletters, information leaflets & booklets.

Downloadable versions of minutes & action plans from all formal panel meetings.

Performance reports

‘You said, We did’ survey feedback

On line surveys

Conference booking


	Instantly accessible information for residents, officers and councillors (hits?)

Completed on line surveys: 

Satisfaction survey 50

Social network survey 70

RICs Conference booking 200+ 

NV returns online (so far) 10 
	Officer time c £500

Cost savings for on-line surveys, copying & post. 
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	Community events/fun days

What are they?

Events organised by local community groups but part funded or supported by the Council.

Purpose & aims

Encourage greater community spirit.

Promote resident involvement & other council services.

Consult residents on housing services


	The Team provided support at varying levels to the following events 

Hares Bank family day

Tollers RA family day

New Addington People’s Day

Messer Court Neighbour Day

Monk’s Hill fun day

Handcroft Road fun day 

Officers attended all but one event (Tollers) and provided free use of equipment from the team store ranging from Tables, chairs and Gazebos to marquees and PA equipment

We also provided general support and advice with organising and arranging these events – again on a varying level


	Events provided an opportunity for local residents to meet one another in an informal setting, promote the work of the RAs on the estates such as local residents met each other and found out about the various activities on offer from the RA, such as the regular coffee mornings and young peoples activities and recruit members.

In addition, the local third sector organisations were able to speak with people from the area and inform them of their services and activities.

All the days improved community cohesion at least for the short term, giving residents a better feeling about security and reducing the feeling of isolation.

Residents were able to speak with various officers from the council as well as meet the local SNT.


	Across all events

Staffing costs £1400

Transport and wear and tear on equipment etc: £80

Refreshments (not borne by the RA concerned) £30

	Estate Inspections


	Xx inspections took place in 09/10
	
	


Gearing up for the Tenant Services Authority (TSA) standards

During 2009/10 Croydon was appointed as a ‘Trailblazer’ by the TSA to pilot the ‘National Conversation’ where we shared our good practice in consulting residents with a number of other London housing authorities.  We were also successful in a bid to the TSA to become a pilot on developing local service standards.  We took this opportunity to work in partnership with tenants to review our responsive repairs service and through innovative involvement techniques, including a ‘speed dating’ exercise, we were able to obtain a wide range of views and ideas from tenants on what they wanted from the service.

Tenants and officers from Croydon have also been peer mentoring poor performing housing authorities which has resulted in improvements to their resident participation services.

Croydon’s tenant representatives have also been supported to enable them to participate on both national (TSA standards tenants’ steering group, ARCH tenants’ group) and London wide bodies (London’s Tenants’ Federation, Mayor’s Housing Forum).

In response to the new TSA requirements the council has recently developed a range of methods for tenant scrutiny.

Regional & national recognition

Croydon Council’s housing service has a four star rating and has an excellent track record of involving tenants in the management of their homes and estates.  This work resulted in Croydon being awarded Beacon status in 2006/7 for ‘Improving Housing Services by Involving Tenants’.  Croydon was one of only four housing authorities to be awarded this status and the only stock retention authority.

Subsequently, Croydon participated in the development of the national Resident Involvement Champions network (www.residentinvolvement.org.uk) and was appointed resident involvement champions for the London region. 

Each of the nine local government regions now has it own champion which aims to promote good practice in resident involvement amongst officers who work in the field.  To date Croydon has organised and hosted two learning exchanges each attended by over 80 delegates.  In addition, Croydon lead on the organisation of the first, and very successful, annual conference.  This was held in the Guildhall, London in October 2009 and attended by over 200 delegates.

Both officers and tenants have been invited to speak at a range of seminars & conferences across the country to share our good practice with others. This in turn helps to raise the image and profile of the Council.

