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Resident involvement strategy 
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Introduction
Derwent Living is determined to meet the highest standards in delivering services to its residents. Through the active involvement of residents in the running and management of their homes and neighbourhoods, we can better understand their needs to shape, deliver and maintain our services. We want to deliver homes and services that our residents are proud of and recognised as excellent by our regulators. By working together with residents we believe we can achieve these aims.

Aims 
The aims of this strategy are therefore to:

· ensure residents are at the heart of the decision making process to shape our services

· provide a wide range of flexible involvement opportunities 

· help us understand the needs of our residents
· increase efficiency and cost effectiveness
· increase resident satisfaction
· improve quality of service and quality of residents’ lives
· maximise impact of resident involvement activities 

· provide dedicated resources to support and enable effective involvement

· remove barriers to involvement 

· measure and report effectiveness and communicate outcomes

· be more accountable to our residents and stakeholders

Spread of Involvement

The challenge is involving residents across a wide geographical area, tenure type, differing economic status and diverse backgrounds.  For example, some areas have a more ethnically diverse or more mature or single person concentration than others. Whilst presenting challenges to support activities, it also offers opportunities to innovate. 

Involvement Activities

Derwent Living has a wide-ranging menu of involvement activities.

The menu is not exhaustive as we constantly review and develop involvement activities.
Our resident ‘Sounding Board’, available on request, gives customers more information on the whole range of involvement activities that are available. Whether customers would like to attend regular meetings or just answer occasional email surveys, there are ways to be involved that can be tailored to suit each individual. 



Building on Strengths
This strategy takes account of and builds on our strengths in terms of:

· leadership commitment

· an established Resident Scrutiny Panel

· a dedicated resident involvement team

· resident Board Membership/ Support and mentoring

· TPAS Landlord accreditation

· a wide range of mechanisms for involvement

· trained staff

· support for involved residents

Areas for Improvement

We will use the information afforded to us by:

· our residents

· 2010 STATUS survey

· Tenant Participation Advisory Service (TPAS)
· Benchmarking activities
as well as other sources to identify and address areas for improvement and to develop an involvement action plan.  This will include TPAS identified areas for improvement:

· Assessment of residents’ skills and capacity building needs

· Provision of information on the website

· Conduct a full review of the Community Panel representation and accountability

· Engagement with a wider and more diverse resident base

· Demonstrating more outcomes from involvement

· Increase opportunities for e-involvement

· Establish Local Offers and Area panels with customers

Our approach

In order to achieve our aims, we will use the following seven themes as an overarching framework, from which a detailed involvement action plan (Appendix 2) has been developed:

· Demonstrating strategic commitment to resident involvement

· Developing methods that will help us to know our residents and deliver what they want

· Demonstrating how residents can influence services through specific involvement activities and how involvement of residents has made a difference
· Developing strong effective partnerships and benchmarking with other service providers which will deliver benefits for our communities
· Providing regular resident involvement updates to ensure that our staff are well informed of the role of resident involvement within the organisation
· Encouraging and supporting resident involvement through dedicated staff as well as through the provision of training, development and other resources
· Making provision for residents to become involved in the governance of the business at a level that suits them and adds value
Resident Involvement in governance 
The decisions customers can be involved in making fall into three areas; 

· Strategic and policy decisions

· Tenure specific decisions

· Local area based decisions

Depending on the individual’s interests and preferences for involvement there are various ways in which customers can help to influence and make decisions.

Strategic and policy decisions

We aim to involve customers at the heart of the decisions making process and on the issues that will have the greatest impact on all our customers. The following forums look at and make decisions on Derwent’s strategies and polices, and the future direction of the business.

· Board & Committee membership (subject to application process)

· Strategic Forum

· Asset Management Forum

· Complaints improvement group

· Antisocial behaviour forum

Tenure specific decisions

Some of the decisions that customers can make may affect a particular group or tenure such as leaseholders for example. If customers want to be involved in making decisions relating to their tenure group there are options for involvement.

· The Sheltered Housing Forum gives customers on our retirement schemes the opportunity to make decisions relating specifically to the services they receive.

· Leaseholders and shared owners can join our Home Ownership Forum, which will allow them to make decisions on issues and services that particularly affect customers who own all or part of their property.

Local area based decisions

To influence the decisions that are made at a local level there are involvement options available, some of these will vary between areas.

· Resident Associations are inclusive groups that operate on some schemes. They can also raise collective concerns with Derwent on issues that are important in that area.

· Community Voice meetings are run by Derwent Living on some schemes and offer local decision making opportunities. 

· Where there is a demand from customers to address important local issues we can arrange special meetings for these to be discussed. 

· A key aim within this strategy is to establish a number of Area Panels linked to Local Offers

All of these decision making opportunities allow customers to determine how particular services are delivered.
Demonstrating and communicating outcomes
To ensure that resident involvement activities are making a difference, evaluation of impacts will become a much more critical feature of the Derwent Living resident involvement approach. 

We will review all involvement activities for: 

· Effectiveness 

· Popularity 

· Access and diversity 

· Value for money 

Resident involvement in measuring impacts is critical. Therefore we will: 

· Engage residents in collecting information about the impact of their   involvement

· Survey residents on satisfaction with their involvement 

· Benchmark our performance against other landlords

· Ensure what has been raised is actioned quickly

The established Resident Scrutiny team will help us evaluate what works well and identify weaknesses and areas for improvement. This group will also help to identify progress with the strategy and monitor action plans, as well as support the future development of our approach to involvement. 

Resident scrutiny gives residents a formal and independent role in self regulation and is therefore independent of the main resident consultative group.  

In terms of the cycle of communication that supports resident involvement, feedback and evaluation are important elements of a learning organisation. To encourage residents’ confidence in the consultation process, and ensure ongoing support from residents and the wider community we will communicate the impact that their time and efforts have achieved.
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Existing feedback and communication methods that we use include:

· Derwent Life newsletter

· Derwent Living website
· Email

· Video testimonials

· Social networking

· Text

· Paper based e.g. You said we did

· Doorknocks

When using these different methods we must ensure that the chosen medium is appropriate to the needs of the customers involved, this should be discussed as part of the wider involvement exercise. 

Our established system of recording and using resident testimonials will be integral to this communication process. Resident to resident feedback can act as a powerful tool in encouraging involvement.

Support 
All customers will be entitled to claim any out of pocket expenses related to their involvement activities. 

A fuel allowance will be applied to journeys made in the customer’s personal vehicle, in accordance with the recommendations of HM Customs and Revenue, currently 45p per mile.

Before customers begin any involvement you will have the expenses arrangements for that activity explained to you and the process for claiming. Expenses are usually payable on the day of the activity in cash on the production of receipts and/or other supporting documentation such as a mileage claim form that you will be asked to complete.

Customers interested in starting a group in their community can access support. We have a ‘help pack’ that is available on request. It contains useful help and advice sheets including example documents such as model constitutions and templates for minutes and agendas. It also gives details of grant support we can offer.

Delivery, Monitoring, Evaluation and Review

The Resident Involvement team will drive the practical delivery of this strategy and work corporately to ensure that the vision is embraced by all directorates and embedded in service delivery. 

Progress against the strategy will be monitored by the Resident Involvement Manager and an annual impact report will be submitted to the Board for review and made available to customers.

Conclusion

The strategy has been created in consultation with customers; their involvement has shaped its vision and aims, it reflects our commitment to involve customers and to provide a range of opportunities to influence the services that they receive from Derwent Living. 

For further information on any element of this strategy contact the Resident Involvement Team

Appendices 
1. Resident Involvement Structure

2. Resident Involvement Action Plan

Equality and Diversity: Removing Barriers

We are committed to promoting Equal Opportunities in the provision of housing services and in the employment of staff and contractors, regardless of race, colour, nationality, ethnic and national origin, religion or belief, disability, age, gender, marital status or sexual orientation.

Our commitment includes Minicom facilities at our offices, trained sign language staff, disabled access and facilities at both our offices and work places.  We also offer upon request:

· A translation service in written form, i.e. the Association’s policies, and in the form of a three-way telephone conversation 
· Documents recorded onto tapes 
· Documents written in Braille 
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If you would like this leaflet translated, in large print or on CD please telephone 01332 346477    
Derwent Living is a trading name of 

Derwent Housing Association Ltd

No 1 Centro Place

Pride Park

Derby 

DE24 8RF

Telephone (01332) 346477 





Fax (01332) 295025

info@derwentliving.com 
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