Tenant involvement and empowerment

Involvement and empowerment

	You said
	We will
	This will be monitored by 
	How you can help

	You said you wanted the Council to do what we promise and to  listen to your concerns more

You wanted us to Keep in contact with you and to work with you more
It was felt that we needed to be better with our  communications and that its important that we keep you up to date with issues


	Continue to develop a number of ways tenants can get involved at a level that suits them. To date we have established or improved the following:

· Tenants Forum

· Tenants Monitoring Group

· Tenants Reading panel

· Focus Groups
· Local consultations on major works

· Door knocking 

· One-to-one interviews

·  Surveys and questionnaires

We will produce Connect 4 times a year, this will be written with tenants and will contain information important to tenants

Training will be offered to all tenants who wish to get involved with the Tenants Forum


	The Tenants Monitoring Group will ensure that all consultations are open to all tenants in the area
All tenant who attend training session will feed this back to the tenant forum
All tenant members on the Tenants forum will have to be nominated from at least two council tenants in the area they represent. This will be monitored by the housing communications Officer 

	You should take part in all local consultations being held in your area
Reading connect will ensure that you receive key information useful to you and performance indicators on our services


Home
Repairs and maintenance 

	You said
	We will
	This will be monitored by 
	How you can help

	You were unsure what you could expect from our repairs service

You said would like lots of different ways to report repairs

You wanted clear information on what repairs were your responsibility and what were ours 

You wanted to know when reported repairs would be completed 

You told us that on occasions your repair took more than one visit to complete


	Provide an efficient repairs service that responds to and completes repairs to our properties within our published timescales.

We will continue to offer you a number of ways to report repairs and have effective arrangements for handling repair  emergencies outside normal working hours

We publish a clear list of repairs responsibilities for both us as your landlord and you as a tenant

We will give you a job number, latest completion date and in most cases an appointment for your repair when you first report it. We will then confirm this information with a repair receipt

We have a ‘Right First Time’ approach and aim to complete as many repairs as possible on our first visit

We will give every tenant the opportunity to give feedback about their repair experience, and provide regular information about our performance
	We will monitor all our repairs services in a number of ways:

The tenants monitoring group will monitor the number of repairs carried out within their timescales on a monthly basis.

We will monitor all the repairs information monthly at our performance clinic  
	Give as much information as possible when reporting your repair.

Complete the repairs satisfaction form when your repair is completed.




Neighbourhood and community

Neighbourhood management 

	You said
	We will
	This will be monitored by 
	How you can help

	You wanted the areas around your home to be clean and tidy
You wanted us to tackle Anti Social Behaviour


	Carry out Regular estate inspections
Prompt removal of flytipping and graffiti 
Provide a dedicated named Neighbourhood Manager to your area

Pilot the cleaning of communal areas in selected blocks of flats

Respond promptly to all reports of ASB and where appropriate refer onto the specialist ASB Officer or other agencies including the Police
	Neighbourhood Managers to be accompanied by Tenant Representatives.
Analysis of issues and prioritise resonses

Feedback from the Tenants Forum and Monitoring Group

Tenant feedback and regular inspection and if successful we will implement cleaning of communal areas across the Borough during 2012

Case analysis by the ASB Officer and feedback from tenants

	Report problems immediately – better still volunteer to become a Tenant Representative
Report ASB promptly 


Neighbourhood and community

Local Area co-operation - Estates
	You said
	We will
	This will be monitored by 
	How you can help

	You wanted the areas around your home to clean and tidy
	Carry out regular estate inspections
Prompt removal of flytipping and graffiti

Provide a dedicated named Neighbourhood Manager to your area

Indentify priorities in communal areas for Neighbourhood Budgets
	Neighbourhood Managers to accompanied by Tenants or Tenant Representatives 
Tenant feedback – satisfaction/door knocking exercises
	Report problems promptly. Volunteer to become a Tenant Representative
Inform us of your priorities for communal areas




Neighbourhood and community

Local Area co-operation - Flats
	You said
	We will
	This will be monitored by 
	How you can help

	You wanted the areas around your home to be kept clean and tidy
	We will carry out regularly inspection of the common areas of flats
Pilot the cleaning of communal areas in selected blocks of flats

Identify priorities for in communal areas for Neighbourhood Budgets
	Neighbourhood Managers to be accompanied by tenant representatives
Inspection report posted on notice board in stair well

Inspection and tenant feedback
	Inform us of your  priorities for communal areas



Neighbourhood and community

Local Area co-operation – Rural 
	You said
	We will
	This will be monitored by 
	How you can help

	You wanted the area around your home to be clean and tidy
	Regularly inspect all rural locations
Prompt removal of flytipping and graffiti
Identify priorities in communal areas for the Neighbourhood budgets
	Neighbourhood Managers will be accompanied by Tenant Representatives
	Inform us of your priorities for communal areas



Neighbourhood and community

Anti social behaviour 
	You said
	We will
	This will be monitored by 
	How you can help

	Tenants in Kettering and the A6 Towns told us that crime and Antisocial behaviour was the second most important issue to them. 
	Speak to you within 1 working day of your antisocial behaviour report and give you the name of the person dealing with your report
	The Neighbourhood Manager ASB will monitor all areas of ASB and provide a report for the tenants monitoring group on an annual basis, unless the monitoring group request more frequent updates  
	Report serious incidents including threats or acts of violence to the police as well as your Neighbourhood Manager

	
	Make a written report of any problem you tell us about
	
	Act in a considerate and reasonable way towards others and make sure that members of your family and visitors do the same

	
	Meet with you as soon as reasonably practicable if you ask us to.
	
	Try to sort out minor disputes by talking to your neighbours

	
	Agree an action plan with you and keep in contact with you on the progress of your case at least once a month.
	
	Keep a diary of incidents if we need you to collect evidence

	
	Support you in any way that we can either directly or by referring you to a specialist support agency
	
	Consider giving evidence in court to assist us in legal proceedings should it become necessary

	
	Notify you when a case is closed and why this is happening
	
	Give us your feedback on the satisfaction survey that we send you so that we can work to continually improve the service that you receive.


