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LOCAL TENANT PARTICIPATION STRATEGY 2009/10
INTRODUCTION

Merthyr Valleys Homes Board is committed to work in partnership with our tenants in delivering this strategy which will continue to develop and strengthen tenant involvement in future decision making and shaping our services as MVH moves towards achieving our vision to:
‘Continually provide excellent and innovative services that improves the quality of our tenants homes and the wider community’

This cannot be achieved unless our tenants are involved at a level that suits them individually in designing and monitoring services that they request and value; as well as having influence over local regeneration and improvement programmes that impact not only on themselves but on their neighbours and the wider community – really putting tenants at the heart of what we do at MVH. 
PURPOSE

In addition to helping improve our services as highlighted above, the purpose of the Local Tenant Participation Strategy, as with the Tenant Participation Compact which preceded it, is to improve the opportunities for tenants and leaseholders of Merthyr Valleys Homes (MVH) to understand and influence us (their landlord) and to build and develop confidence and skills that will assist in other areas of their lives.
BACKGROUND
This strategy builds upon the MTCBC Tenant Participation Compact, last reviewed in March 2005. It also builds on the success to date achieved by involved tenants and leaseholders; the work of the TP team and the Independent Tenant Advisors as well as looking at lessons learnt during the intensive consultation since MTCBC proposed the stock transfer in late 2006. The strategy has also taken account of the additional wide scale consultation that has taken place over the last six months or so following the Welsh Assembly’s expectation that all social landlords should develop a Local Tenant Participation Strategy. It also includes the promises made to tenants by MTCBC which will be put into place by MVH about involvement in the transfer consultation document.  

The strategy recognises that MVH is not starting with a blank sheet of paper and that there have been many developments and successes in tenant involvement in the last few years, much of which has focussed on the proposal of MTCBC to transfer the housing to Merthyr Valleys Homes. Recognising the importance of tenant participation, each Board paper submitted to Board includes a section on the consultation undertaken with tenants and the potential impact of the proposal on them. In the new organisational structure a dedicated regeneration team has been established which includes Regeneration Manager, Project Officer, two Tenant Participation Officers and Communications Officer. This structure should ensure that the wider community also has the ability to participate in influencing issues that affect them, such as environmental improvements. 
WHAT IS TENANT PARTICIPATION?
Although this terminology is not new – it does not always mean the same thing to each individual. At MVH it is about assessing everything that we do to understand the potential impact that this will have on our tenants. Recognising that for participation to be meaningful it must be an open and transparent two way process of communication, sharing ideas, and enabling tenants to influence decisions before they are made about the way in which their homes are managed and services delivered. 

Easy to say but perhaps not so easy to deliver, as it needs to be embedded in the culture of the business and seen as the responsibility of everyone in the organisation not just the regeneration team or the tenant participation officers. MVH will therefore:

· develop a culture of working in partnership between tenants, staff and the Board
· involve tenants at a very early stage of ideas forming to enable them to shape the direction of the strategy, policy, service, improvement or regeneration plan recognising that it is not just about involvement in ‘landlord’ functions but in wider business and community issues too
· produce information in a format and language(s) tailored to the preferences of our tenants

· involve tenants in setting, monitoring and adjusting our service standards – whether these are delivered in house or by external contractors i.e. grounds maintenance

· seek to further develop appropriate methods of engagement and involvement (which does not always involve attending meetings), including the development of an independent representative tenant structure over the next 12 months
· ensure that the basic legal/regulatory requirements for consulting with our tenants is adhered to
· develop feedback mechanisms which demonstrate the changes that have been brought about through greater tenant involvement – including an annual review and statement on the levels of opportunities for involvement and feedback that has taken place over the preceding 12 months; dedicated section in the tenants newsletter about involvement activities and publications on the website and local media as appropriate.
CURRENT LEVELS OF INVOLVEMENT
In the past, the lack of tenant involvement due to apathy has often been cited as a barrier to effective participation. This strategy recognises that not everyone will want to become involved in sitting on the Board deciding on future direction as this requires a higher level of commitment, knowledge, skills and confidence. What we do need to develop is a really broad base of activity reflecting different issues; interests and locations; with lots of people involved with differing levels of commitment and knowledge. TPAS Cymru have described this as a pyramid of involvement. 

Currently within MVH we have the following levels of involvement:
At the ‘base’ - 

· 400 tenants registering on a mailing list that allows them to keep up to date with details of consultation items and influence the outcomes without the need to attend meetings.
· Use of show houses in order to provide information to tenants and encourage involvement.
· Development of a comprehensive set of promises relating to involvement within the stock transfer offer document in consultation with the tenants and leaseholders. 
· Undertaking regular publicised estate walkabouts open to all tenants on the estate with the Area Housing Officer and surveyor.

· Development of a range of service standards determined by tenant focus group

· On-going satisfaction surveys i.e. for individual repair issues

· All tenants able to participate in the bi-annual status survey

· Every day contact with officers 

Higher up -
· Development of a Quality and Design Forum where tenants and leaseholders work with staff and Board members of MVH to develop the improvement programme for both properties and the surrounding environment and are fully involved in developing a strategy for the regeneration opportunities that will result from the investment programme. 
· Training for tenants in developing pre qualification questionnaires for tenders for capital works and subsequent interviewing and selection of contractors.
· Development of a Communications Group to oversee all the information being sent to tenants and staff about the transfer. This group will continue to be involved with developing all communications within MVH including formation of an editorial panel for the tenant’s newsletter.
· Monitoring of the implementation of the promises in the offer document through consultation with the Tenants’ Theme Groups on the development of the policies of Merthyr Valleys Homes. Request to look into this group becoming the independent forum for tenants but not in the next 12 months.
·  ‘Mystery’ customer shopping including estate walkabouts; testing responses on freephone; visits to reception, etc. Tenants involved with ‘mystery shopping’ choose which estate to visit, when they ring or when they visit. There is an effective procedure for taking up matters of concern that are identified in the ‘shopping experience’. The reporting process has been formalised so that it is easy to monitor the results and review previous actions at the quarterly meetings of the ‘mystery shoppers’, making a cyclical process.  

At the ‘top’ – 

· 4 tenants on the Board of management

· Tenant member sitting on complaints panel

ACTION PLAN

An action plan for 2009/10 has been developed based on the work to date as MVH recognises that we have some way to go in achieving our aims and objectives. This action plan has been discussed with the tenants’ on the Theme Group, QDF and Communications Group and the regeneration team who have inputted to the aims.  
Within the overall purpose of the strategy to improve the opportunities for tenants and leaseholders of MVH to understand and influence the services provided by their landlord.  Four aims have been agreed as follows:

· Raising profile and awareness of tenant involvement(TI) 

· Increasing TI and influence of tenants and leaseholders

· Provision of support and capacity building

· Monitoring the development of MVH and its policies

The action plan can be found at Appendix 1. The action plan and strategy will be reviewed on an annual basis with our tenants, staff and Board members. The outcomes and developments will be included within our annual report. 
Appendix 1

AIM ONE

Raising the profile and awareness of Tenant and Resident Involvement
	OBJECTIVE / Tasks
	Responsibility 
	Time

scale 
	Progress to date
	Actions required
	Intended Outcome

	ENSURE THAT TENANTS AND LEASEHOLDERS HAVE ACCESSIBLE INFORMATION 
	
	
	
	
	

	Continue to produce and distribute newsletters keeping tenants and leaseholders up to date with the progress on meeting the promises; performance; complaints and lessons learnt and change this has brought about;

	Communications Officer
	At least quarterly
	Regular newsletters to all tenants and leaseholders.  Content influenced by Communications Group including tenants
	Continue current practice re newsletter. Introduce ‘you said we did’ section and learning from complaints and compliments.
Establish an editorial panel.

Expand membership.
	Tenants and Leaseholders are informed about progress and opportunities for involvement; enables tenants to ask challenging questions; allows tenants to see how feedback has influenced service improvements; increased levels of satisfaction


	Produce and distribute new tenants handbook
	Communications Consultant, Communications Officer and Customer Services Team
	June 2009
	Consultation taking place with Communications Group and Tenants’ Theme Group
	Final draft agreed
Print and distribute handbook
	Tenants are aware of responsibilities between themselves and MVH in an accessible format. 

	OBJECTIVE / Tasks
	Responsibility 
	Time

scale 
	Progress to date
	Actions required
	Intended Outcome

	Produce and distribute leaseholder handbook
	Communications Officer, Leasehold and Land officer and Customer Services Team
	June 2010
	None
	Establish representatives from Leaseholder forum to act as sounding board. Review existing information/handbook


	Leaseholders are aware of responsibilities between themselves and MVH in an accessible format.

	Create a Tenant and Resident Involvement Webpage
	Communications Consultants, Head of ICT, Communications Group and Communications Officer
	September 2009
	Consultants have been commissioned and mini MVH web page already in operation
	Develop full web site in consultation with tenants.
On-going review and development via Communications Group


	Increases ways in which tenants and others can access information and contact MVH



	Use local media to increase awareness 
	Communications Officer
	As and when required 
	Media releases have covered matter such as the appointment of senior staff and  tenants onto the Board 

	Continue
Develop key news story programme i.e. start on site of improvement programme
	Tenants and Leaseholders are informed about progress and opportunities for involvement

	Produce and distribute new leaflets with MVH policies and procedures
	Communication consultant; Customer Services Team and Communications Officer
	August 2009
	Base documents to be designed following style of handbook. 
	Communications group to be involved to ensure language easily understood.
	Tenants and Leaseholders are aware that MVH provides good, accessible information for tenants and intends to listen to tenants

	OBJECTIVE / Tasks
	Responsibility 
	Time

scale 
	Progress to date
	Actions required
	Intended Outcome

	Produce tenant involvement statement
	Chief Executive, tenant groups, Regeneration Team 
	March 2010
	None
	To work with existing and new groups to identify ways in which tenants want to be involved
	Tenants and leaseholders aware of the ways in which they can become involved with MVH and how they can become involved 
in setting, monitoring and adjusting our service standards – whether these are delivered in house or by external contractors


	Communication policy to be produced
	Board, CEO and Communications Officer
	December 2009
	
	Utilise information from tenant profiling to understand language and other requirements i.e. large print
	Tenants and Leaseholders are aware that MVH provides good, accessible information for tenants and intends to listen to tenants


	ENSURE THAT OTHER ORGANISTION STAKEHOLDERS BOTH INTERNAL AND EXTERNAL UNDERSTAND THE EMPHASIS MVH GIVES TO TENANT PARTICPATION

	
	
	
	
	

	OBJECTIVE / Tasks
	Responsibility 
	Time

scale 
	Progress to date
	Actions required
	Intended Outcome

	Staff to be involved from all sections and all levels of MVH.  Board members also to be involved.
	CEO and SMT
	Continuing
	Director of Asset Management is taking responsibility for QDF.

CEO attended Theme Group
	CEO, Board  and staff members to attend and contribute to event  on the final strategy

Team ‘champions’ on TP to be developed.
	External and internal stakeholders understand the importance given to TP by MVH

	EU procurement contracts include social clauses about community engagement
	AMD
	May 2009
	AMD and consultant from Tribal undertaking training for tenants in designing the PQQ’s
	
	Contractors working for MVH understand need for local involvement and feedback on performance of contracts

	Business plan makes clear commitment to involving tenants in all levels of the business
	Board and CEO
	May 2009
	Draft plan being discussed at Board in May.
	
	Tenants to be involved in agreeing the plan and developing the next three years priorities

	Develop Team Champions
	Regeneration Team
	Dec 09
	None
	Devise baseline questionnaire on current understanding of TP in organisation and develop training plan accordingly.
	Staff to automatically consider impact on tenants in every day work activity


AIM TWO
Increasing TI and influence of tenants and leaseholders
	Objective 
	Responsibility 
	Timescale 
	Progress to date
	Actions required
	Intended Outcome

	INCREASE MEMBERSHIP OF EXISTING GROUPS i.e. Communications Group and QDF AND DEVELOP NEW GROUPS i.e. young persons forum

	
	
	
	
	

	Ensure that everyone has the ability to take part in involvement activities

	Regeneration Team and Customer Services Team
	continuing
	
	Support existing groups and assist with the setting up new Tenants and Residents Associations, if required. 
Establish interest groups i.e. sheltered housing meetings.

Through profiling understand required levels of involvement 
	Groups and general consultations become more representative of the various tenants groups and the geography of the Borough.
Barriers to effective involvement removed.

	Contact those who have shown interest during the stock transfer process to assess their preferences for involvement
	Regeneration Team 
	As above
	New members identified for QDF
	Utilise DOME database to ascertain interest levels and subjects.

	As above

	Objective 
	Responsibility 
	Timescale 
	Progress to date
	Actions required
	Intended Outcome

	Target groups that are currently under represented
	Regeneration Team 
	As above
	Agreed that MVH will have base in Southern part of valley.
Young people already identified as being under represented at meetings
	Use tenant profiling to identify under representation and why.

Use new tenant home visits to inform new tenants of involvement opportunities.
	Young Persons QDF to be investigated

YP to be targeted during consultations on improvements and environmental work

Increase number of people involved with MVH.

	Develop Leaseholders Forum
	Regeneration Team
	On-going
	Inaugural meeting 10th February
	MVH to use the Forum as a mechanism for consultation of leaseholders
	Leaseholders have a place to go to be consulted on matters of importance to them

	CONTINUE THE CONSULTATION ON DEVELOPING THE TP STRATEGY
	
	
	
	
	

	Develop a final strategy based on the promises in the offer document and consultation undertaken to date
	CEO
	To be completed within 3 months of the transfer
	Some focus groups of tenants completed
	1.Focus groups, tenants, staff, board and members

 2. Interviews with key individuals

3. Visits to investigate good practice

	Increase numbers interested in participating by showing that they can influence MVH. Develop a final strategy based on the promises in the offer document and the consultation undertaken to date by DOME.

	Objective 
	Responsibility 
	Timescale 
	Progress to date
	Actions required
	Intended Outcome

	Develop a range of methods of involvement with tenants that allow people to be involved on their terms
	Regeneration team
	March 2010
	
	An appropriate range of choices available to suit different situations
	Increased number of people involved with MVH
Barriers to involvement can be overcome.

	Develop mystery shopping
	Regeneration Team
	March 2010
	Estate mystery visits established
	Database of interested tenants to be created; training undertaken; feedback mechanism improved
	Services improved as a result of mystery shoppers findings.


AIM THREE

Provision of support and capacity building

	OBJECTIVE / task
	Responsibility 
	Timescale 
	Progress to date
	Actions required
	Intended Outcome

	MAP THE EXTENT OF CURRENT INVOLVEMENT

	
	
	
	
	

	Undertake an audit of existing groups including other community and voluntary organisations and their purpose
	Regeneration Manager
	August 2009
	Initial contact being made
	Develop map of existing provision to ensure efforts not duplicated  
	MVH has a full picture of the existing groups, their purpose and how they can fit in with the final strategy.
Understands support needs of involved tenants & leaseholders.



	ADVOCATE AND PROVIDE SIGNPOSTING FOR INVOLVED TENANTS 

	
	
	
	
	

	Attendance at Theme Group/ Forum, QDF, Tenants and Residents Associations and meetings of other relevant groups and organisations 
	Regeneration Team and other officers as appropriate 
	As and when required 


	TP Team and Snr staff regularly attend Theme group 

4 Staff are members of QDF

	Review quarterly by SMT for resourcing issues
	Tenants, leaseholders are provided with advice and assistance.

Capacity building amongst involved tenants and leaseholders. 


	OBJECTIVE / task
	Responsibility 
	Timescale 
	Progress to date
	Actions required
	Intended Outcome

	Service and empower the QDF and Communications  Group and Leaseholder Forum to support members to service the groups appropriately
	Regeneration Team 
	
	Support provided to Theme Group, QDF, Communications group and leaseholders forum

	Ensure sufficient resources in place – mapping exercise (see above) including provision of financial support for child care travel etc.
Develop a forward plan of training and support requirements with various groups and individual tenants

	All groups are supported appropriately to ensure that they have the appropriate level of competency, skill and ability to be fully engaged with MVH. Members acquire new skills which benefit themselves and the wider community.
Capacity building plan in place.


	ENSURE THAT INVOLVED TENANTS AND LEASEHOLDERS ARE ABLE TO CONTRIBUTE
	
	
	
	
	

	Develop tenants ability to negotiate service targets and hold MVH to account
	Regeneration Team in discussion with groups.  
	On - going
	
	Discuss proposed targets at different meetings; give feedback via newsletter and website on performance
	Tenants have an active role in setting and monitoring performance against objectives


AIM FOUR

Monitoring the development of MVH and its policies and tenant involvement
	OBJECTIVE / task
	Responsibility 
	Timescale 
	Progress to date
	Actions required
	Intended Outcome

	MONITOR DELIVERY OF PROMISES IN OFFER DOCUMENT
	Regeneration Team with Forum (Theme Group)
	Continuing
	Template in place developed with TG 
	Regular update to Forum
	Delivery on promises is reviewed regularly and MVH able to celebrate successes on achieving promises


	SET THREE YEAR ACTION PLAN 2010 - 2013
	Regeneration Team with tenants in all groups
	March 2010
	Set this year’s objectives 
	Discussions at regular groups and wishes to be captured and fed into plan as often cannot deliver everything wanted in 12 months
	SMART action plan for next three years which is regularly reported on to Board and tenants.

	develop a culture of working in partnership between tenants, staff and the Board
	Executive Team, Managers and Board 
	On-going
	Established QDF, Communications Group, Theme Group and sounding Board 
	Ensure that TP included within induction, training and development strategy and plan,
	All staff automatically think of the need to consult tenants before implementing any change to policy etc.
Tenants fully involved in setting service standards.
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