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	Report to West and Central Area Board

3 February 2005 


	
	

	Title:


	Tenant Involvement Strategy – Progress Report

	Report of:
	Chief Executive

	
	


Purpose of Report

1.
To report progress on the Tenant Involvement Strategy for The Gateshead Housing Company.

Background

2. The Communications and Tenant Involvement Committee agreed on 5 October 2004 to develop a Tenant Involvement Strategy for The Gateshead Housing Company by March 2005.  

3. This Area Board commented on the issues to be considered when developing the strategy at its meeting on 4 November 2005.

3. The report from the recent Housing Inspection recommended that the company develop a specific tenant involvement strategy, setting out how it would increase opportunities for more strategic participation of tenants in the company and engage hard to reach groups. They recommend that the strategy is supported by clear budgets and performance indicators.

Current Position
4. A draft strategy is currently being prepared following consultation with customers.

5. The strategy will be identified as the Customer Involvement Strategy in recognition of leaseholder involvement with the company.

6. The strategy will be supported by an annual action plan developed from the Tenant Involvement action plan, the introduction and progress of which has been regularly reported to this committee. The annual action plan will address the recommendations made by the Housing Inspectorate with regard to involvement across the company.

7. The strategy will be supported by details of expenditure on involvement for 2004/05 and proposed resources for 2005/06 as well as performance indicators that will be agreed with customers.

Consultation

8. Consultation on the strategy has produced mixed results. Focus groups, arranged with tenants who had already been involved with the company, had a limited attendance while postal questionnaires sent to 238 customers from the involvement database resulted in a 31% return rate. 

9. A focus group of leaseholders highlighted the need to develop current activities to actively involve leaseholders in the service areas specific to their needs. 

10. A telephone survey, conducted with 20 tenants who hadn’t previously expressed an interest in getting involved with the company showed that 60% were aware of opportunities to get involved but only 20% had been involved. Tenants said they would be more likely to get involved if they could see the results of involvement and were given feedback on their views. 

11. Consultation with officers of the company to identify future options for extending tenant involvement and influence on services has highlighted a need for more further training and information for officers on methods and techniques for involving customers. 
12. More detailed feedback from the initial consultation exercises will be included as an appendix to the strategy.
Outcomes

13. As a result of the consultation some early outcomes have been identified that will be included in the annual action plan:

a. In response to point 9 above, the proposal for developing a Compact and Service Standards for Leaseholders would address the concerns of the group consulted.

b. In response to point 10, the strategy will address the concerns of those consulted by including feedback to customers and publicising of outcomes as a key element in the customer involvement process.

c. In response to point 11, a toolkit for involvement will be produced to ensure a consistent approach and standard of involvement across the company.
Financial Implications

14.
A specific budget for customer involvement will be identified to support the strategy, as part of the 2005/06 budget setting process.

Risk Management Implications

15.
Failure to engage with tenants was identified as a key strategic risk for the company. The implementation of the Customer Involvement Strategy will ensure that involvement remains at the core of our activities in the future.
Recommendation

16.
The Area Board is asked to note the progress of the Customer Involvement Strategy.

Contact:  Heather Fenwick, Business Development Manager
Tel:  (0191) 433 5377
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