



______________________________________________________________

REPORT OF THE STRATEGIC DIRECTOR OF HOUSING AND PLANNING

______________________________________________________________

TO THE LEAD MEMBER FOR HOUSING

ON 9 February 2006
______________________________________________________________

TITLE: Customer Involvement Compact

______________________________________________________________

RECOMMENDATIONS: 

It is recommended that the Lead Member for Housing:

i. Notes the contents of this report

ii. Approves the content of the compact, including:

- The roles and responsibilities of the parties to the compact.

- The standards for resident involvement.

- The procedure for dealing with complaints and disputes.

iii. Approves the recommended process for monitoring and delivery of the compact. 

iv. Approves the marketing and communications plans for the compact.

v. Approves sign off of the final draft of the compact.

______________________________________________________________

EXECUTIVE SUMMARY:

On the 2nd June 2005, Lead Member for Housing approved the proposal to take an innovative approach and develop, in partnership with other housing providers, what will be one of the first cross-tenure customer compacts for housing in the country.  A draft compact has now been completed, and approvals are sought on the content, the process for monitoring and delivery, and the plans for marketing and communications.

The compact is to be called “Opening Doors: Your guide to involvement in housing services in Salford”, and its mission is to “Achieve genuine partnership working and the highest possible standards for involvement and communication between residents and providers of housing services in Salford”. In particular, the compact’s delivery and monitoring will ensure that the Authority and its partners are regarded as effectively communicating and consulting with service users and stakeholders under the Audit Commissions’ Resident Involvement Key Line of Enquiry.

Advice from the Office of the Deputy Prime Minister is that, due to the future changes in management of housing, a full review or rewriting of the existing New Prospect Housing compact is not required. The customer involvement compact will be signed up to by New Prospect as well as current and future main housing providers in the City. 

The Tenant Participation and Advisory Services (TPAS) have been acting as consultant and independent tenant advisor to the process and will be supporting the development of best practice in customer involvement through work in Central Salford and West Salford.

As well as outlining the opportunities for tenants and residents to get involved in housing services in Salford, the draft compact includes:

· Roles and responsibilities which tenants and residents can expect the parties responsible for delivering the guide to adhere to.  

· Standards for resident involvement which the signatories to the guide will be committed to upholding.  

· An action plan for 2006 / 07.

· A procedure for using complaints and disputes to monitor compliance with the promises in the compact, part of which commits the Strategic Director of Housing and Planning to respond within 28 days to any written concerns, regarding a breach of the compact, put forward by the compact monitoring group.

Recommended processes for monitoring and delivery of the compact include setting up and supporting both a monitoring group and an implementation group.  The monitoring group would produce reports on performance twice yearly for consideration by Lead Member for Housing and the partner organisations.  The implementation group would have responsibility for delivering the action plan for the compact and for reviewing and updating the compact on an annual basis.  

The compact will be distributed to key stakeholders and made available via the internet and in key public buildings.  A summary of the compact will also be produced to make it as widely available and as accessible as possible.  The compact and summary will both be provided in alternative formats on request.  Publicity for the compact will be primarily in the form of posters and newsletter articles.  Internally the compact will be promoted via briefings for elected and board members and by articles in staff newsletters.  Value for money will be ensured through the use of a pooled budget and existing staff resources to improve customer consultation and involvement .

The steering group is due to agree the final wording and content for the compact at its meeting on the 17th February 2006.  Design and production of the compact will then take place during February, March and April, with the launch event due to be held on 24th April 2006.

______________________________________________________________

BACKGROUND DOCUMENTS: 

National Framework guidance for Tenant Compacts, Office of the Deputy Prime Minister

Resident Involvement Key Lines of Enquiry, Audit Commission


______________________________________________________________

ASSESSMENT OF RISK:

Risk is low.  External factors are predominantly related to the risks inherent in partnership working and potential delays which could affect the timescales for development and delivery of the compact.  These have been minimised by the setting up and use of the steering group to aid partnership working.

Failure to identify an appropriate level of resources needed to monitor and implement the compact would represent a risk in terms of the ability of all partners to deliver the promises made in the compact.

______________________________________________________________

SOURCE OF FUNDING:

Costs for design, production, distribution and marketing of the compact have been estimated at £30, 000.  £5, 000 is to be provided from RSL partner’s contributions.  £25, 000 will be provided from the Housing General Fund and from New Prospect Housing resources.

Costs to monitor and deliver the compact in 2006/07 have been estimated at £10, 000.  Contributions will be provided by each of the signatories to the guide, on a proportional basis dependent on the relative size of the organisation within Salford.  Provision has been made within the Housing General Fund for Salford City Council’s contribution to this item, as confirmed by Joanne Hardman, Group Accountant.

______________________________________________________________

LEGAL IMPLICATIONS: 

No legal implications identified at this stage, as confirmed by Sian Roxborough, Principal Solicitor, Law and Administration.

______________________________________________________________

FINANCIAL IMPLICATIONS;

The monitoring and implementation groups will require funding for set up and running costs.  There will also be costs associated with updating the compact on an annual basis.  These are estimated to be £10 000.  All the signatories to the compact will contribute to these costs on a proportional basis.

Additional costs may arise from recommendations developed from specific actions in the action plan.  Approvals and contributions to these costs will be sought on a project by project basis. Value for money will be ensured within delivery of the Compact through the use of pooled resources and time to ensure improved customer consultation and involvement.


COMMUNICATION IMPLICATIONS:

A launch event is to be held at Buile Hill Park Hall on 24 April 2006.  This will be by invite only for tenants, residents and other stakeholders.

Posters are to be produced and displayed in key public buildings to advertise the compact to tenants and residents.

Articles will be written for inclusion in tenant newsletters, the Advertiser, Life in Salford magazine, and other appropriate media to raise awareness of the compact amongst tenants and residents. 

Contact will be made with key regional and national bodies, including the Office of the Deputy Prime Minister and the Housing Corporation to raise awareness of the compact, in light of the innovative approach we have taken.  We shall also seek to publicise the compact and our approach via the Housing Press.  

Awareness raising sessions will be held for staff within the directorate, Neighbourhood Managers and Registered Social Landlords following on from the launch in April 2006.  Briefings will be arranged for elected and board members.

The lead officer responsible for Housing and Planning’s marketing and communications budget is aware of the communication implications and has endorsed the plans. 


CLIENT IMPLICATIONS:

None


PROPERTY: 

There are no issues regarding use, sale or acquisition of property relating to this report.

______________________________________________________________

HUMAN RESOURCES: 

Support for monitoring and delivering the compact will be lead by officers from Housing Services, Salford City Council. Value for money will be ensured through a improved partnership working among staff and customer time to ensure effective use of resources.

______________________________________________________________

CONTACT OFFICER: 

Helen McColl, Principal Officer, Community Housing Development, Tel: 0161 922 8776 ______________________________________________________________

WARD(S) TO WHICH REPORT RELATE(S): 

All

______________________________________________________________

KEY COUNCIL POLICIES: 

Tenant Participation

Housing Strategy 

Customer Satisfaction 

Neighbourhood Management and Community Engagement

Audit Commission Key Line of Enquiry : Resident Involvement

______________________________________________________________

DETAILS:
1.0 Purpose of Report

1.1 The purpose of this report is to update the Lead Member for Housing on progress to date with producing the Customer Involvement Compact, and to seek approvals on the:

· Content 

· Proposals for delivery and monitoring

· Plans for marketing and communication

2.0 Background

2.1 Lead Member for Housing approved the proposal to develop a cross-tenure customer compact for housing, in partnership with other housing service providers, on 2 June 2005.  

2.2 The proposal was to develop a compact that would consist of a package of easy-to-use documents, capable of being used by customers of all tenures to establish how they can become involved in influencing housing and housing-related services in Salford. In particular, the compact’s delivery and monitoring will ensure that the Authority and its partners are regarded as effectively communicating and consulting with service users and stakeholders under the Audit Commissions’ ‘Resident Involvement Key Line of Enquiry’.

2.3  Since then, an officer group consisting of representatives from Salford City Council (Housing & Planning), New Prospect Housing Limited and our partner Registered Social Landlords (RSLs)
, have been working under the guidance of a steering group
 to produce the compact.  The Tenant Participation Advisory Service (TPAS) have provided consultancy advice to the Council and its partners as well as ensuring independent support is available to tenants and residents on the steering group. TPAS have and will be supporting the development of best practice in customer involvement through work in West Salford and Central Salford. 

2.3 Advice from the Office of the Deputy Prime Minister is that, due to the future changes in management of housing, a full review or rewriting of the existing New Prospect Housing compact is not required. The customer involvement compact will be signed up to by New Prospect as well as current and future main housing providers in the City. Whilst the customer involvement compact will provide an overarching link for housing providers, each individual housing provider will maintain responsibility for their delivery of their own tenant compacts.

2.4  Following on from analysis and consultation work, the officer group completed a draft of the compact in December 2005.  This was circulated in January 2006, to both stakeholders
 and a readers group of officers and residents, to give them an opportunity to comment.  

2.5 The Chair of Salford Housing Partnership was asked to comment on the draft on behalf of the Partnership and the steering group will be asked to agree the final content of the compact at their meeting on 17 February 2006, after which, and subject to approval from Lead Member and the Salford Housing Partnership, the intention is to proceed to designing and producing the compact in time to launch it on 24 April 2006.

2.6  Delivery of the compact will ensure value for money through effective use of officer time and pooled resources. It will ensure a more joined-up approach to how the housing providers in the City inform, consult and work with customers in the future. 

3 Overview of the Compact

3.1The Customer Involvement Compact is to be called “Opening Doors: Your guide to involvement in housing services in Salford”. 

3.2The mission of the compact is to:



“Achieve genuine partnership working and the highest possible standards for involvement and communication between residents and providers of housing services in Salford”. 

3.3 The compact will be an overarching agreement between tenants and residents in Salford, and those housing providers which have signed up to deliver it.  It is not intended to replace the individual compacts and strategies for tenant involvement developed by the signatories with their own tenants and service users, but rather to sit above and enhance them by enabling joint working, and by setting standards for resident involvement which can be applied consistently and equally across Salford.

3.4 The partners who are initially proposing to sign up to deliver the compact with Salford City Council are:

· New Prospect Housing Limited

· Contour Housing

· Manchester Methodist Housing Association

· Irwell Valley Housing Association

· Space New Living

· William Sutton Housing Association

· Salford Tenants and Residents Federation (STAR)

4 Summary of contents and key areas for noting

4.1 The draft compact (appendix to this report) sets out:

· A set of agreed standards for resident involvement.

· Current opportunities available to tenants and residents for them to get involved in and influence the housing services provided by Salford City Council.

· How tenants and leaseholders can access information about opportunities for involvement in the services provided by their landlord.

· Actions for 2006/07, developed to meet the aims of the compact, and which are to be delivered by the signatories to it.

4.2 Aims of the Compact

4.2.1 The aims of the compact as outlined in the draft are to:

· Make sure that all tenants and residents have access to information about the different ways that are available for them to influence:

- The service provided by their landlord



- Housing services provided by the Council. 


· Continually improve the opportunities for all tenants and residents to be involved, at whatever level they choose, through challenging the way we currently do things and learning from good practice.


· Provide minimum standards for involvement for all tenants and residents across Salford.

· Ensure that involvement leads to the provision of quality services that local people need and want.




· Maintain and improve levels of support, both financial and physical, available to tenants and residents to help them become more involved.
· Continually improve communication and understanding between Elected Members, officers, service providers and residents, which in turn will achieve a more equal, accessible and approachable housing service that responds to all residents concerns.

4.3 Roles and responsibilities

4.3.1 Part three of the draft outlines what tenants and residents can expect from each of the parties responsible for delivering the compact.  These roles and responsibilities were developed during the customer compact event held on the 14 September 2005, and attended by tenants, residents, officers, councillors and board members.  

4.3.2 Of particular relevance to Salford City Council (Housing and Planning), are those roles and responsibilities which have been assigned to the landlord / service provider, staff and to elected members, and which set out commitments based around:

· Knowledge of, commitment to and promotion of the compact.

· Ongoing support for resident involvement.

· Providing and attending training on resident involvement issues.

· Honest and open communication with tenants and residents.

4.4 Standards for Resident Involvement

4.4.1 Part four of the draft compact sets out standards for resident involvement.  These standards were developed under the guidance of the compact steering group, and through consultation with tenants, residents and officers. They uphold and build on the Partners IN Salford Gold Standards for community involvement and consultation, which were developed by the Good Practice in Community Involvement Project and endorsed by Partners IN Salford.   

4.4.2 Signing up to the compact will be taken as a commitment to upholding these standards, which cover:

· Involvement

· Information

· Consultation

· Meetings

· Support for resident involvement

· Dealing with complaints and disputes

· Monitoring and measuring performance

4.4.3 There is also a set of standards for tenants and residents groups, which they would be expected to uphold if they are recognised and supported by one or more of the signatories to the guide.

4.5 Addressing complaints and disputes

4.5.1 Part six of the draft compact tells tenants and residents what they can do if they have a complaint or are involved in a dispute, by signposting them to the relevant policies and procedures of the individual signatories to the guide.  

4.5.2 It is proposed within the draft, that a compact monitoring group will receive a six-monthly report detailing all complaints received that specifically relate to the compact.  Where the monitoring group takes the view that a series of complaints have amounted to a breach of the compact it is proposed that they will have the power to write to the Director of Housing & Planning, Salford City Council, as well as to each of the Chief Executives of the partners to the compact, highlighting the breach and where appropriate making recommendations for actions to remedy the breach.  The group could then expect to receive a reply to their concerns within 28 days, indicating how each organisation intends to respond.  

5 Processes for monitoring and delivery of the Compact

5.1 It is recommended that in order to ensure that the promises within the compact are upheld and that it meets its mission and aims, processes are put in place for monitoring and delivery of the compact.

5.2 Following on from the wishes of the tenant and resident representatives on the steering group to keep the monitoring and implementation functions independent from each other, with tenants and residents to have the key role in monitoring the compact, separate processes have been put forward as described in 5.4 – 5.7 below.

5.3 A process for monitoring the compact is outlined in part seven of the draft.  This involves setting up a monitoring group of tenant and resident representatives from each of the signatory organisations, to monitor:

· Delivery of the action plan

· Performance against the standards

· Use and accessibility of the compact

· Outcomes and value for money.  

5.4 It is proposed that the monitoring group would meet up to four times a year and would be supported by Salford City Council, Housing Services.  The group would produce two monitoring reports per year for consideration by Salford Housing Partnership, Lead Member for Housing and by representatives from New Prospect and the emerging new local housing organisations, the RSL boards of management and STAR.  The group would also be responsible for developing a set of performance indicators to tie in with Salford City Council’s performance monitoring framework and customer satisfaction measures.

5.5 Part eight of the draft compact outlines proposals for delivering the compact.  This would involve setting up and facilitating an implementation or network group made up of residents and officers from each of the compact’s signatory organisations.  Tenants and residents on the steering group expressly asked for this group to be independent from the monitoring group described in 5.2 and 5.3 above.  It would have responsibility for:

· Delivering the action plan for the compact

· Enabling genuine partnership working

· Aiding the development of good practice in resident involvement in Salford.  

5.6 The implementation group would be committed to holding at least one open meeting per year for all interested residents and stakeholders to attend and contribute ideas for good practice.  It is proposed that this group would also have responsibility for reviewing and updating the compact, initially on an annual basis.

6 Plans for marketing and communications of the Compact

6.1 It is intended to produce a summary of the compact, with the aim of distributing it via tenant newsletters and other news media, to make it as widely available and as accessible as possible to all tenants and residents.  

6.2 The main compact will be distributed to key stakeholders, to include Board members of New Prospect and our partner RSLs, elected members and tenants and residents associations.  It will also be made available via the internet and in public buildings, including housing offices and libraries.

6.3 The summary and main compact will be provided in alternative formats on request.

6.4 We propose to publicise the compact via:

· A launch event to be held at Buile Hill Park Hall on the 24 April 2006.

· Production of posters to be displayed in key public buildings.

· Articles in newsletters both pre and post distribution of the compact and summary.

· A competition linked to the summary to encourage tenants and residents to read it and make themselves aware of how it can help them.

· Briefings for elected members, board members and staff members to raise awareness of the compact and their role in delivering it.

7 Resource Implications

7.1 Provision has been made within the Housing General Fund for the costs of initially producing and marketing the compact (to include the launch event), and for monitoring and delivering it in 2006/07.  These costs, and any ongoing commitments and actions in the guide, will also be funded by contributions from all of the signatories to the guide, with contributions being proportional to the size of the organisation within Salford.

7.2 Additional costs for 2006/07 may arise from recommendations developed from specific actions in the action plan.  Approvals and contributions for these costs will be sought on a project by project basis.

7.3 For future years the intention is to explore the possibility of having an agreed budget for resident involvement in Salford to fund ongoing commitments in the compact, along with any new partnership initiatives identified and prioritised by the implementation group, which will contribute to delivering the aims of the compact. 

8 Conclusions

8.1
The Customer Involvement Compact has been produced in a draft form and comments are being sought from stakeholders prior to the content of the final compact being agreed by the Steering group at their meeting on Friday 17 February.  

8.2
Plans for monitoring and implementing the compact following on from its launch on 24 April 2006, and for marketing and promoting it have been drawn up.

8.3 
Key dates for delivery of the compact are as follows:

	January 2006
	Draft Compact out for comments by stakeholders

	February 2006
	Steering group to agree final wording and content for compact

	
	Approvals sought from Salford Housing Partnership, Lead Member for Housing and RSL Boards of Management

	March 2006
	Design and production of compact and publicity material

	April 2006
	Launch event to be held at Buile Hill Park Hall 24 April 2006

	May 2006
	Distribution of compact and summary document

	
	Publicity and promotion of compact

	
	Setting up of monitoring and implementation groups


9 Recommendations

9.1 It is recommended that the Lead Member for housing:

i. Notes the contents of this report

ii. Approves the content of the compact, including:

· The roles and responsibilities of the parties to the compact.

· The standards for resident involvement.

· The procedure for dealing with complaints and disputes.

iii. Approves the process for monitoring and delivery of the compact. 

iv. Approves the marketing and communications plans for the compact.

v. Approves sign-off of the final draft of the compact.
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� Salford City Council’s current Registered Social Landlord partners are Manchester Methodist Housing Association, Contour Housing, Space New Living, Irwell Valley Housing Association and William Sutton Housing Association.


� The steering group has included tenant and resident representatives, as well as representatives from the Salford Housing Partnership, Salford City Council Neighbourhood Management service, Partners IN Salford good practice in Community involvement project and Salford Community Network.


� Stakeholders included the Housing Partnership, members of scrutiny, board members of New Prospect and the Registered Social landlords and staff. 
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Opening Doors Action Plan, 2006-07


		AIM: Ensure that all residents have access to information about the different ways available to them to influence housing and related services.



		Action

		Person and organisation responsible

		Key Partners

		Timescales

		Success Measure & target



		Distribute guide (summary and main document) to all parties identified in distribution plan.

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR


Community Network

		May – June 2006

		All tenants of signatories to guide to have received a copy of the summary.


All key partners and stakeholders to have received a copy of the main document.


Summaries of guide available in all local housing offices and other public buildings across Salford.



		Produce on-line version of guide

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton




		April 2006

		On-line version of guide accessible from websites of all signatories.



		Explore possibility of producing guide in an audio-visual format

		Caroline Jones


Salford City Council

		

		May - July 2006

		Recommendations made on whether or not to proceed with production of audio-visual format.



		Explore need for, and possibility of, producing a contact “credit card” with basic messages and contact information

		Wendy Goodwin

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR


Community Network

		July – September 2006

		Recommendations made on need for and potential of producing a contact “credit card”



		Promote use of the guide through:


· Prize-draw quiz linked to summary


· Production and distribution of posters


· Phone calls to service users / staff


· E-mails to stakeholders / staff


· Visits to tenants and residents associations offered on request


· Articles in newsletters.

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR


Community Network

		April – July 2006

		Minimum of 5% return on prize-draw quiz.


Posters displayed in local housing offices and in other public buildings across Salford.


E-mails sent to all front-line staff and key stakeholders.


Visits made to all tenants and residents associations requesting one.



		To arrange for a summary of the guide to be included in sign-up processes for all new tenants.

		Dave Murphy


Contour Housing

		New Prospect


Manchester Methodist


Irwell Valley


Space


William Sutton

		July 2006

		All new tenants receive a summary of the guide.



		Review the level of information provided in the guide on opportunities to influence environmental / street-scene services.

		Wendy Goodwin


Salford City Council

		Urban Vision


Environmental Services


Planning

		First review by December 2006


Revision of guide in March 2007

		Review complete and guide updated.



		Review Community Committee mailing lists to ensure they include all tenants and residents groups supported by signatories to the guide.

		Mick Walbank


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR




		July – September 2006

		All tenants and residents groups in receipt of Community Committee mailings.



		Review guide and produce and distribute any updates.

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR




		First review by December 2006


Revision of guide in March 2007


Produce and distribute updates March – April 2007

		Guide reviewed and updated.


All tenants, key partners and stakeholders to have received any updates of the guide.



		AIM: Continually improve opportunities for all residents to be involved at whatever level they choose



		Action

		Person and organisation responsible

		Key Partners

		Timescales

		Success Measure & target



		Develop improved opportunities for service-users to influence housing services provided by the Council.

		John Rooney


Salford City Council

		

		By March 2007

		Each team within housing services to have identified at least one way of improving service-user involvement in their service.



		Explore the production an estate-based guide for an agreed estate in Salford with a view to rolling it out to other estates in Salford if successful.

		Wendy Goodwin


Mick Walbank (to be confirmed)


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton




		By March 2007

		First estate-based guide produced.


Decision taken on whether or not to roll out to other estates.



		Research and map existing work across Salford to involve harder to reach and engage groups in housing and related services, with a view to working better together and sharing and using good practice.

		Wendy Goodwin 


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


Community Network

		July – December 2007

		Up to date Information held on existing work to involve the harder to engage.


Recommendations in place on developing a process for sharing and using good practice and for working together to provide new methods for involving those who are harder to reach and engage. 



		Explore the costs and benefits of developing of a young persons peer researcher scheme

		Wendy Goodwin


Salford City Council

		Petrie Court residents group


City 2000


CVS / Community Network

		

		Recommendations made on whether or not to develop a young persons peer researcher scheme



		Explore the possibility of working with young people to produce a young person’s version of the guide.




		Dave Murphy


Contour Housing

		Salford City Council


Petrie Court residents group.


City 2000


CVS / Community Network

		

		Recommendations made on whether or not to develop a young person’s version of the guide.



		AIM: Provide and improve minimum standards for involvement for all residents across Salford



		Action

		Person and organisation responsible

		Key Partners

		Timescales

		Success Measure & target



		Set up an action group to raise standards and develop good practice in service-user involvement.

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR




		April – May 2006

		Network group in place



		Promote guide to non-partner social landlords operating in Salford with a view to them signing up to it.

		To be confirmed

		

		For sign-up to updated guide in March 2007

		Increase number of social landlord signatories to the guide by at least 2.



		Explore the role of private landlords within the guide as part of the review of the guide.

		Wendy Goodwin


Salford City Council

		Private landlords forum


New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR




		By December 2006


March 2007

		Agreement reached with private landlord’s forum and resident representatives as to role of private landlords within the guide.  


Guide updated



		Review the processes used by signatories to the guide for providing feedback to service-users following consultation / involvement and make recommendations for improvements.

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton




		July – December 2006

		Recommendations made to signatories on any improvements needed in feedback processes.



		Develop a standard for the use of mediation and arbitration services as a means for dealing with complaints and disputes.




		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton




		By March 2007

		New standard for dealing with complaints and disputes added to guide



		AIM: Ensure that involvement leads to the provision of quality services that local people need and want



		Action

		Person and organisation responsible

		Key Partners

		Timescales

		Success Measure & target



		Set up a performance monitoring group

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR

		April 2006

		Performance Monitoring group in place



		Establish baselines for performance indicators

		Chair of Monitoring Group

		Salford City Council


New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR

		May – June 2006

		Performance Indicator baselines in place.



		Review performance indicators to ensure they are measuring relevant outcomes

		Chair of Monitoring Group

		Salford City Council


New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR

		By March 2007

		Review completed and recommendations for any new or revised PIs incorporated in update of guide.



		Produce and distribute monitoring reports

		Chair of Monitoring Group

		Salford City Council


New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR

		September 2006


March 2007

		Monitoring reports received by Salford City Council and Management Boards of all signatories to the guide.



		AIM: Maintain and improve levels of support available to residents to help them become more involved



		Action

		Person and organisation responsible

		Key Partners

		Timescales

		Success Measure & target



		Explore the setting up of a ring-fenced budget for resident involvement in Salford to fund the ongoing commitments and actions in the guide

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton




		December 2006


Approvals for any proposals sought by March 2007

		Recommendations made on whether or not to set up a ring-fenced budget for resident involvement in Salford and approvals sought on any proposals.



		Consider the costs and benefits of developing a core training programme for tenant and resident representatives in partnership with all the signatories to this guide, the community and voluntary sector and other Greater Manchester local authorities.

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


Community Network / CVS

		By December 2006


Approvals for any proposals sought by March 2007

		Agreement on whether or not to develop a core training programme in partnership and approvals sought on any proposals.



		AIM: Create a better understanding between elected members, board members, staff, service providers and residents, which in turn will lead to a more equal, accessible and approachable housing service that responds to all residents concerns.



		Action

		Person and organisation responsible

		Key Partners

		Timescales

		Success Measure & target



		Develop a staff toolkit for consultation and involvement (to include guidance on working with hard to engage groups).

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton

		April – September 2006

		Staff toolkit produced and distributed to staff at all levels of the organisations signed up to the guide.



		Arrange for information on the guide to be included in induction processes for new staff

		To be confirmed

		

		July – September 2006

		All new staff to receive information on the guide as part of their induction.



		Arrange and deliver joint briefing sessions for elected and board members on their role in customer involvement.

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


STAR

		July – December 2006

		All elected members and board members of the signatories to the guide to have had an opportunity to attend at least one briefing session.



		Develop an e-learning module on customer involvement for staff

		Wendy Goodwin


Salford City Council

		New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton

		January – March 2007

		All staff of signatories to guide to have access to e-learning module.



		Explore the costs and benefits of developing a “buddying” system for new staff and resident representatives to learn from each other.

		To be confirmed

		

		

		Recommendations made on whether or not to proceed with setting up a “buddying” system.
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Part 1:


What is this guide about?
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This guide is an agreement between you (if you are a tenant or resident) and the Council and other housing service providers in Salford.


It tells you:


· How you can influence the housing services you receive.


· The standards you can expect when being consulted, informed and involved in making decisions about housing in Salford.  






In agreeing ways for involving you our aim is to make sure we continue to develop and provide housing services that meet your needs.  If you tell us what is good and bad about the services you receive we can keep improving them, if you don’t tell us we may not always know what needs to change.  


Getting involved does not necessarily mean giving up large amounts of your time.  This guide describes a number of different ways in which you can get involved and tells you how much of your time this will take and what difference you can make.  


Who is this guide for?


This guide is for YOU if you are:


· A Council tenant or leaseholder


· A tenant or leaseholder of any of the following Housing Associations:


· Contour


· Manchester Methodist / Salford First


· Irwell Valley


· Space


· William Sutton


· A resident who is affected by or uses any of the housing services provided by Salford City Council.  These services include dealing with empty properties, providing loans for private homeowners to maintain and repair their properties, and providing housing advice to anyone in housing need (see page 41 for a full list of the housing services currently provided by the Council).  


· A resident who is affected by the development and delivery of strategies and policies for housing in the city.


Who is going to deliver this guide?


The guide will be delivered by:


· Salford City Council


· New Prospect Housing Limited


· Contour Housing


· Manchester Methodist Housing Association


· Irwell Valley Housing Association


· Space New Living


· William Sutton Housing Association


· Salford Tenants and Residents (STAR) Federation 


These organisations have all signed up to work with you (see page 7 for their signed promise to involve you).  The ways in which they will work with you are shown in the guide.  


You can find more information about what each of these organisations does in Appendix 1, starting on page 93 of the guide.

Our statement of commitment to involve you


Salford City Council, New Prospect Housing Limited, Contour Housing, Manchester Methodist Housing Association, Irwell Valley Housing Association, Space New Living, William Sutton Housing Association and Salford Tenants and Residents (STAR) Federation agree to the commitments detailed within this guide.  


In signing this agreement we are showing that we are committed to working in partnership with our tenants and residents to continually improve our services and to meet the aims of this guide and its action plan.


We will continually challenge existing opportunities for resident involvement and will explore and adopt examples of good practice from each other and from other organisations.


Signed


Salford City Council


Signed


New Prospect


Signed


STAR 


Signed


Contour Housing


Signed


Manchester Methodist


Signed


Irwell Valley Housing Association


Signed


Space New Living


Signed


William Sutton Housing Association


What will this guide do?


Our mission is to:


“Achieve genuine partnership working and the highest possible standards for involvement and communication between residents and providers of housing services in Salford.”


This will help us to achieve our vision and promises for housing, in particular the vision of Salford’s Housing Partnership which is to:


 “Help create a future where people see Salford as a great place to live.  A place where you can find a choice of popular homes in desirable locations, served by excellent housing services”.


To help us achieve our mission this guide aims to:


· Make sure that all tenants and residents have access to information about the different ways that are available for them to influence:


a) The service provided by their landlord




b) Housing services provided by the Council. 



· Continually improve the opportunities for all tenants and residents to be involved, at whatever level they choose, through challenging the way we currently do things and learning from good practice.



· Provide minimum standards for involvement for all tenants and residents across Salford.






· Ensure that involvement leads to the provision of quality services that local people need and want.







· Maintain and improve levels of support, both financial and physical, available to tenants and residents to help them become more involved.

· Continually improve communication and understanding between Elected Members, officers, service providers and residents, which in turn will achieve a more equal, accessible and approachable housing service that responds to all residents concerns. 

Equal Opportunities Statement


All the organisations signed up to this guide are committed to equality of opportunity and valuing diversity in both the provision of services and in our roles as employers.  We believe that everyone has the right to be treated with dignity and respect.  We are committed to getting rid of unfair and unlawful discrimination in all our policies, procedures and practices.


We are determined to ensure that no-one receives less favourable treatment on the grounds of their age, child care or other caring responsibilities, disability, gender, HIV status, language, marital status, race, religion, sexuality or by any requirement which cannot be shown to be justifiable.  


We want our services to be accessible and useful to everyone, regardless of age, disability, gender, race, national origin, religion, sexuality or any other factors which may cause disadvantage.   We will seek alternative methods of service delivery and of involving people where barriers may exist that make it difficult to use a service.  We will not put up with any practices that result in the provision of a lower standard of service to any group or individual because of unfair or unlawful discrimination.


We view the promotion of fairness and equality as a mainstream activity and therefore as the responsibility of elected members, board members, employees, volunteers, partners, contractors, suppliers, community committees and tenants and residents associations.


 Jargon Buster – what does it all mean?


Our aim has been to make this guide easy to read and in plain English.  There are a few words, however, that we have had to use which you may not have come across before.  We have explained what these words mean below.


Focus groups – brings together people for a discussion on a particular topic and aims to find out what people think, feel, believe and their reasons for doing so, but does not look to reach any agreement.  Mainly used as a research technique. 


Housing Associations – a non-profit making organisation which provides homes either for people who cannot afford to buy their own or who need special types of housing, eg. elderly people.  Associations usually have paid workers and are managed by a voluntary management committee.


Partners IN Salford Good Practice in Community Involvement Project – a project set up by the Local Strategic Partnership (LSP) to help improve community involvement in decision making within the LSP structure.  The LSP brings together public, private, community and voluntary agencies working in Salford.   They agree to a common approach for improving the quality of life for people living and working here.


Salford Community Network – the community network is a member of Partners IN Salford.  They help voluntary and community groups to influence decision making across the city and in their local areas.


Salford Housing Partnership – the partnership is made up of public and private agencies brought together to provide strategic (planned) guidance for the development of housing and housing services in Salford.


Steering group – a group set up to give guidance and monitor delivery on a particular task.  


Tenant Participation Advisory Service (TPAS) – a not for profit membership organisation that provides information, advice, consultancy, training and conferences on all aspects of involving tenants in their housing management.


Part 2:


Why and how was this guide produced?
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Why was this guide produced?


Salford City Council has had an agreement with its tenants about how they can be involved in influencing the services they receive since 2000.  


All of the housing associations signed up to this guide have agreements in place with their tenants.  


Until now there has been nothing in place to say how other residents can influence the housing services they receive from the Council, and nothing to ensure that all residents have similar opportunities to be involved and have a say.


Tenants, residents and officers put this guide together as a way of:


· Setting standards for involvement which all tenants and residents in Salford can expect their landlord or service provider to meet, where they are signed up to this guide.


· Reviewing and raising the standards for involvement across all the organisations signed up to this guide.


· Sharing and developing good practice so that we get better at involving all residents in the ways that they want to be involved, and that suit them.


· Developing genuine partnership working between residents and housing service providers.


How was this guide produced?


This guide was put together between June 2005 and March 2006 by officers from each of the organisations signed up to the guide.  


The officers worked under the guidance of a steering group which included representatives from council tenants, housing association tenants, private residents from the Salford Housing Partnership, Salford Community Network, Partners IN Salford Good Practice in Community Involvement project and the Tenant Participation Advisory Service.


Consultation was carried out with a wider group of tenants and residents to find out what they felt the guide should include and what it should look like.  This consultation included:


· Surveys - including a phone survey and a mail out survey sent to a random sample of tenants and residents.


· Focus groups with young people, older people, people from minority ethnic communities and people with disabilities.


· Group activities run at a half-day event to which tenants and residents were invited from across the city.


Once the guide had been put together, a group of tenants, residents and officers who had had no previous involvement were asked to read it to make sure that it was in plain English and user-friendly. 


Finally the Salford Housing Partnership were asked to recommend the guide to the Council, New Prospect, our partner Housing Associations and Salford Tenants and Residents Federation (STAR) for their approval prior to its launch in March 2006.


What you told us when we were putting the guide together.


Tenants and residents were involved in putting together the guide both through their involvement on the steering group and through taking part in consultation.


Below are some of the key things you told us when we were putting together this guide, and which we have tried to deal with through the standards (see pages 23-37) and the actions (see page 86) which we have included in the guide. 


You told us:


· The guide should be in plain English and user-friendly for all residents.


· A summary document of the guide should be made available.


· There should be strong standards for communication including a commitment to provide good quality feedback.  


· You need to know that your opinions are valued, that you have been listened to and that what you have said will make a difference.


· The guide should include planned methods to involve a wide range of people and be inclusive of all differences within communities.


· Newsletters and face-to-face contact were your preferred methods for communication.


· Information should be in plain English and not use too many initials or long words that are not explained.


· More people will get involved in consultation if officers go to them, and where some sort of incentive or recognition of the time people have given is offered.


· A lot of you did not know about the opportunities available for you to get involved, so you wanted more publicity and promotion of the guide.


· The housing services which were a priority for you to be able to influence were:


· Anti-social behaviour


· Environment / Street scene (roads, lighting, refuse collection)


· Dealing with empty properties


· Developing specialist housing for vulnerable people and people with particular needs.


· Housing repairs / maintenance.


· You wanted a regular and continual review of the guide, and you wanted it to be monitored to make sure it is working.


If you would like more details on who we consulted, how we consulted with them and what they told us please contact:


Strategy and Consultation, Housing & Planning, Salford City Council


Address, Phone number, E-mail.


Part 3:


What can you expect from us in delivering this guide?
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There are eight organisations who have signed up to deliver this guide (see page 7 for their statement of commitment to involve you). Within these organisations there are a number of different groups of people who have specific roles and responsibilities in helping to deliver the guide. 


This part of the guide explains what you can expect from:


· Your landlord / service provider (including the councils housing service) (see page 17)


· The staff who work for your landlord / service provider (see page 18)


· Elected Members of the council (see page 19)


· Board members of your landlord / service provider (see page 20)


· Salford Tenants and Residents Federation (STAR) (see page 21)


· Tenants and residents associations who are recognised by any of the organisations signed up to this guide  (see page 22)


To help us carry out our roles and responsibilities we ask from you that as tenants and residents you:


· Read and make use of this guide, so that you know how you can influence services provided by the council and your landlord.


· Read the information we send to you about housing and housing services to help you make decisions about your area.


· Speak up about your needs and those of others in your local community.


· Work together with other tenants and residents to influence the council/ your landlord to make changes, where they are needed.


· Get involved in whichever way suits you!


What you can expect from your landlord / service provider


You can expect your landlord / service provider (where they have signed up to this guide) to:


· Be committed to the guide and the promises made in it.


· Provide resources to support your involvement.


· Monitor progress in meeting the actions outlined in the guide, and provide feedback to you about this progress.


· Ensure involvement leads to services that meet your needs and the needs of other service users.


· Provide training on the guide for their staff, members and resident representatives so that they are able to use it well. 


· Publicise and promote the guide, making copies available to all tenants, residents and partners who request it. 


· Work in partnership with tenants and residents, developing a culture of mutual respect between the organisation and its tenants and service users.


· Promote a culture of openness and honesty, communicating with, listening to and feeding back to tenants and residents.


What you can expect from the staff who work for your landlord /service provider

You can expect all staff who work for the landlords and service providers signed up to this guide to:


· Know about the guide and their role within it.


· Listen to, communicate with and provide feedback to you and to all other residents on any issues raised. 


· Promote the use and awareness of this guide amongst tenants and residents.


· Support you to take advantage of any of the opportunities for involvement shown in this guide.


· Take part in training on resident involvement and customer care. 


· Take appropriate actions to make themselves available to you and to all other service users.


· Be committed to attending and supporting resident group meetings wherever possible, agreeing with tenant and residents associations a service level agreement for attendance at meetings when this is requested. 


· Encourage and support Tenant Participation Officers in their role in delivering resident involvement.


What you can expect from elected members of the Council


You can expect all elected members of Salford City Council to:


· Have access to a copy of this guide and an understanding of its contents and their role within it.

· Be positive supporters of this guide, promoting its use when appropriate.


· Be committed to resident involvement and to increasing opportunities for tenants and residents to influence the housing services provided by the council. 


· Be available to tenants and residents listening to their concerns and acting to influence the guide where this is relevant to the concerns of residents.


· Take part in training on resident involvement as necessary to increase their knowledge and awareness.


· Attend and support tenants and residents groups wherever possible.


· Provide feedback and information on issues raised by tenants and residents.


What you can expect from Board Members of your landlord / service provider

You can expect all Board members of the landlords and service providers signed up to this guide to:


· Have access to a copy of this guide and an understanding of its contents and their role within it.


· Be positive supporters of this guide promoting its use when appropriate.


· Be committed to resident involvement and to increasing opportunities for tenants and residents to influence the services provided by the organisation.


· Take part in training in resident involvement as necessary to increase their knowledge and awareness.


· Agree appropriate ways for communicating with and involving tenants and residents groups where this is requested.


· Support actions to strengthen and build relations with tenants and residents. 


· Support the sharing of good practice with partner organisations to improve on the standards for involvement and to help in making sure they are used in the same way by everyone.


· Receive monitoring reports on the guide and challenge any parts of the guide which are not working. 


What you can expect from Salford Tenants and Residents Federation (STAR)


You can expect STAR to:


· Monitor how this guide is used, to make sure that it is working and that the promises made in it are kept.


· Tell tenants and residents associations about this guide and encourage and help them to use it.


· Work with landlords and the council to find and set up new ways of involving people, promoting equality of opportunity for all residents of Salford to become involved and have a say about the housing services they receive.


· Share good practice by:


· Communicating with Federations and forums in other local authority areas


· Encouraging tenants and residents groups in Salford to share ideas and initiatives that work. 


· Develop close working partnerships with the council, landlords and tenants and residents groups, helping to create and maintain links between local people and decision-makers. 


· Represent its membership in situations where it takes on a role in decision-making to influence the delivery and development of services.


· Be answerable to its membership, as outlined in its constitution.


What you can expect from recognised Tenants and Residents Associations


You can expect all tenants and residents associations which are recognised by the organisations signed up to this guide to:


· Tell all their members about the guide and what it is about.


· Encourage their members to take advantage of the opportunities to become involved which are shown in the guide.


· Communicate with the wider community and feed back any issues of concern / experiences of use of the guide to elected members, landlords, the council or STAR as appropriate, to help monitor whether or not the guide is working.


· Look to work with all resident representatives who live in the local area, sharing information and experience with other groups.


· Develop close working relationships with officers working in the local area.


· Help people to act for themselves by encouraging members to take up training that is offered to them and by identifying training needs and feeding these back to the appropriate landlord / service provider.


· Be accountable to their members, keep to the association’s constitution and ensure good governance of the association.


Part 4:


What standards can you expect us to meet when you get involved?
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We (the organisations who have signed up to this guide) want all residents of Salford to have equal opportunities to get involved and have a say about the services they receive.  


It is our belief that residents from all communities in Salford should have their opinions valued and respected.  


We recognise that many residents feel that in the past they have not been listened to or that where they have been listened to they feel that their views have not been acted on or responded to.  


We also recognise that not everyone wants to, or is able to, get involved in exactly the same way and that we therefore need to respect these differences and make sure that we do not unintentionally prevent people who want to from getting involved.


We have therefore developed some standards which are our promise to you about what you can expect from us when you get involved.  These standards aim to ensure that you are treated with dignity and respect at all times and that you have the support and conditions you need to be able to get involved and have your say about the services you receive.


The standards have been agreed by all the organisations which have signed up to the guide.  It is our intention to review these standards regularly so that we can make sure they continue to be relevant to your needs and the needs of other residents.  If you feel that at any time these standards have not been kept then we would ask you to tell us so that we can put it right (information on who to contact can be found at the end of each set of standards).


We have developed and agreed standards for:


· Involvement (page 25)


· Information (page 26)


· Consultation (page 27-28)


· Meetings (page 29-30)


· Support for resident involvement (page 31-32)


· Tenants and residents groups (page 33)


· Involving Everyone (page 34)


· Dealing with Complaints and Disputes (page 35)


· Monitoring and Measuring Performance (page 36-37)


Standards for Involvement 


There are a whole variety of different ways you can get involved and have a say about the housing services you receive.  See part 5 of the guide (pages 38-77) for more details on the current opportunities for involvement.


You should use the checklist below to ensure that any involvement you are part of meets the following standards
:


		STANDARD

		Was this standard met? (( or X)



		Your skills, knowledge and commitment were valued

		



		You received the support you needed to get involved

		



		You received support to work with and learn from other people

		



		You were given enough time to have your say

		



		You received feedback on what had happened as a result of you getting involved

		



		You were able to get involved in a way that suited you

		





If any of these standards were not met please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail





Standards for Information


From time to time you will receive information from one or more of the organisations signed up to this guide.  For a list of the type of information your landlord or service provider should provide you with see appendix 3 on page 98.


You should use the checklist below to ensure that any information you receive, or should have received, meets the following standards:


		STANDARD

		Was this standard met? (( or X)



		The information was concise and clear.

		



		The information was in plain English.  Where a word or phrase was used that you did not understand a clear explanation of the meaning was provided.

		



		A clearly stated named contact was provided in the information.

		



		Information was provided in a format suitable for you, where you had requested it (eg. Large print, Braille, audio-tape, appropriate translations), or you were given a good reason why it could not be provided in that format.

		



		The information was provided in good time to be useful to you.

		



		The information was provided using the most appropriate means for the type of information eg. Letters, newsletters, electronic mail, internet, radio, television.

		



		The information was available to you when you needed it and you were able to find it easily.

		



		It was clear how you could find out further information where you needed it.

		



		The information was accurate, honest and open about the reasons why things were being done / not done.

		





If any of these standards were not met please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail




Standards for Consultation


You may be asked by one or more of the organisations signed up to this guide for your views about the services you receive.  This could involve you filling in a survey, attending one or more meetings or having your say in another way.


You should use the checklist below to ensure that any consultation you are asked to undertake or are part of meets the following standards
:


		STANDARD

		Was this standard met? (( or X)



		Consultation was carried out before any decisions had been made about what you were asked for your views on.  

		



		You were told clearly what could and could not be changed as a result of the consultation.

		



		It was made clear to you how the consultation had influenced decisions that were made afterwards.

		



		The method used for the consultation (eg. Meeting, phone call, survey, e-mail etc) was suitable for you and did not provide any difficulties for you in taking part.

		



		You received enough information and support to make it possible for you to take part in the consultation, or you were given a good reason as to why any particular information or support could not be provided.

		



		You were offered the use of interpretation and translation services where you needed them.

		



		You received clear information on how long the consultation would take and how much time you would be expected to commit.

		



		You were given enough time to take part in the consultation and give your views.

		



		You received feedback following the consultation which included information on what had happened as a result of the consultation and a response to all the issues raised by you (including an explanation when actions could not be taken that you had asked for)

		



		You felt that your contribution was valued and that the time you had given up was recognised

		





If any of these standards were not met please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail





Standards for Meetings


You may be invited or have the opportunity to attend a meeting organised by one of the organisations signed up to this guide, to give your views or to take part in making decisions about services.  


You should use the checklist below to ensure that any meetings you attend, whether it is a one-off meeting or a regular meeting, meet the following standards:


		STANDARD

		Was this standard met? (( or X)



		The meeting was either held at a time when you could attend or you were given the opportunity to attend a repeat meeting on an alternative date and time.

		



		The meeting was suitably advertised and promoted.

		



		The invitation or publicity for the meeting made it clear what the meeting was for and what it was expected to achieve.

		



		The meeting was accessible to everyone, including wheelchair users and those with physical or sensory disabilities.

		



		Support was provided where required to enable you to attend and participate in the meeting (including provision of interpreters, large print papers and a LOOP system where necessary), or a good reason was given as to why the particular support you needed could not be provided.

		



		You were offered repayment for any reasonable costs you had to pay out in order to attend the meeting (eg. travel costs, childcare, carers costs).

		



		Agendas and minutes for the meeting were sent out at least a week before the date of the meeting (where relevant).

		



		You were offered refreshments where the meeting was longer than two hours.

		



		The meeting was held in a secure and well-lit (if it was evening) location.

		



		You could either get to the meeting by public transport or you were offered assistance with travelling to the meeting, when it was known you were attending.

		



		The meeting set out clear rules of conduct (behaviour) from the start, which included listening to and respecting others and treating everyone’s views as equal.

		



		You were able to understand the language used at the meeting, and where words or phrases were used that were not common English these were clearly explained.

		



		You received a clear and understandable record of the meeting after you had attended.

		





If any of these standards were not met please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail




Standards for support for resident involvement


If you want to get involved in the housing service provided by the Council or your landlord then you can expect to receive support to take up the opportunities for involvement which are described in this guide, and any additional opportunities provided by your landlord and detailed in their individual agreements with you (see pages 76-77 for more details on these). 


You should use the following checklist to ensure that any involvement you take part in or are thinking about taking part in meets the standards for support:


		STANDARD


(For individual tenants and residents)

		Was this standard met? (( or X)



		You were able to get advice, where you needed it, on how you can take advantage of the opportunities for involvement described in part 5 of this guide. 

		



		You were able to get advice, where you needed it, on local residents groups in your area, or on how you can set up a tenants or residents group if there is not one in your area.




		



		You were offered officer support to go through papers before or after any decision making meetings you were invited to attend as a resident representative (this does not apply to one-off public meetings)

		



		You were offered assistance to get to any advertised meetings so that you were not worse off financially as a result of getting involved (this could have been in the form of reimbursement for reasonable travel expenses and / or the provision of transport appropriate to your needs).




		



		You were offered support with any specific needs you have as an individual to enable you to get involved, where not meeting those needs would mean that you could not get involved or that you would be disadvantaged in some way relative to others who were getting involved (eg. provision of an interpreter, re-imbursement of carers or childcare costs) – but see note below
. 




		



		STANDARD


(For recognised tenants and residents groups)

		Was this standard met? (( or X)



		You were offered a reasonable level of financial help to set up and run your group.  

		



		You were offered a reasonable amount of additional support to help keep your group going and to meet the standards for residents groups in this guide (see page 33).  (This includes but is not limited to facilitating access to premises for your group to meet, help in producing and distributing papers for meetings and newsletters for members – what is reasonable is dependent on the size of your group and the aims and objectives of your group).

		



		You have, where relevant, been offered support to bid for external funding to help you access money to meet the aims and objectives of your group.

		



		You have been offered training, appropriate to the needs of the members of your group, to help them carry out their role within the group well (eg. As a committee member or Chair).

		



		You have been offered an appropriate level of high quality and ongoing training to develop the skills and confidence of your members to fulfil their full potential.  This has helped them to take part effectively in any decision making meetings or groups which they are asked to attend as a representative of your group and to carry out any activities which are necessary to help your group achieve its aims and objectives as stated in your constitution.

		





If any of these standards were not met please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail




Standards for Tenants and Residents groups


Tenants and residents groups which are supported by the organisations signed up to this guide and which are involved in decision-making will be expected to meet certain standards.  Training and support will be given to groups to help them meet these standards (see page 32).


You can use the following checklist to ensure that your residents group meets the standards:


		STANDARD

		Was this standard met? (( or X)



		The group has a written constitution 

		



		The group has an equal opportunities policy or statement written into its constitution which does not conflict with the Council’s equal opportunities policy, and all members of the group behave in keeping with the policy or statement.

		



		Membership of the group is clearly open to all tenants and residents in the area represented by the group (as written in its constitution)

		



		Regular meetings are held, and at least one meeting a year is an annual general meeting

		



		The group keeps a record of all its spending and its financial records are open and available to all members to look at.

		



		Information about the group’s activities is made available to all its members whether or not they attend meetings.

		



		The group has agreed with its landlord or service provider how it will show it has met its objectives (written in the constitution) and has the skills to work well.

		



		The group meets any additional standards which have been agreed with its own landlord or service provider (you can contact the individual landlord / service provider for more details on this - see pages 88-90 for contact information).

		





If you feel that any of these standards are not being met please let your tenant and residents group know in the first instance.  


It your group requires further support and training to help you meet the standards please let your tenant participation officer or support worker know (contact details can be found on pages 88-90).


If despite you having made them aware your group is still not meeting the standards please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail


Standards for Involving Everyone


All the organisations signed up to this guide are committed to ensuring there are opportunities in place for everyone to get involved and have a say about the service they receive at whatever level they choose.


You can expect the organisations to meet the following standards:


· Where a particular group of residents are known to be unable to take advantage of the existing opportunities for involvement, for any reason, plans will be put in place to deal with this disadvantage either by providing appropriate support or by developing new opportunities which enable involvement at the level agreed with those residents.


· Actions will be taken to monitor who is getting involved to make sure that all sections of the community are represented and to enable specific action to be planned to seek to deal with under-representation where this occurs.    


· Organisations signed up to this guide will work together to support the involvement of traditionally under-represented groups which include (but is not limited to) Black and Minority Ethnic communities, young people, older people and people with disabilities.


If you feel that you are unable to take advantage of the opportunities for involvement described in this guide you should contact:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail


You can do this either yourself or through a representative.  You will then be referred to an appropriate officer within either the City Council or your landlord’s organisation, as appropriate, who will discuss with you how we can work with you and other members of your community where relevant, to ensure that you have equal and equivalent opportunities to be involved and influence decisions which are made about the services you receive.




Standards for dealing with complaints and disputes


Details on what you can do if you want to complain or if you have a dispute can be found in part 6 of the guide, pages 78-79.


You can use the following checklist to ensure that any complaint you make, or any actions taken to deal with a dispute you are involved in, meet the following standards:


		STANDARD

		Was this standard met? (( or X)



		The complaints policy and procedures for your landlord or service provider were easily available to you.

		



		The complaints policy and procedures were easy to read, understand and use.

		



		You received an acknowledgement of your complaint within the timescales set out by the policy.

		



		The steps and timescales for dealing with your complaint were made clear to you.

		



		You were given guaranteed response times for each stage of your complaint.

		



		You were kept informed of progress in handling your complaint throughout the process.

		



		All parts of your complaint were dealt with fully and fairly.

		



		You were told where you could go if you were dissatisfied with the internal investigation and response to your complaint.

		



		You were treated without prejudice and with professionalism at all times throughout the complaints process.

		





If any of these standards were not met please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail





Standards for monitoring and measuring performance


Details on how we will monitor and measure our performance against the standards outlined in this guide are provided in part 7 of the guide, pages 80 to 82.


You can use the following checklist to ensure that any actions taken to monitor and measure our performance in relation to resident involvement, meet the following standards:


		STANDARD

		Was this standard met? (( or X)



		Information has been collected and used on an annual basis to check that the guide is meeting its aims and the standards set within it.

		



		Where standards and targets have not been met this has been investigated and actions taken to sort out any problems.

		



		Performance measures are regularly reviewed and challenged to make sure they are measuring resident involvement accurately and well.

		



		Information has been collected to monitor whether or not everyone has the opportunity to be involved and this has led to actions being taken where necessary.

		



		Policies and practices for resident involvement, including those in the guide, are reviewed on a regular basis (at least annually).

		



		Performance of the different organisations signed up to the guide has been shared to encourage improvements in the opportunities and support for resident involvement.

		



		All organisations signed up to the guide have produced annual information about their performance in involving tenants and service users, and have made this available to their tenants and service users.

		





If any of these standards were not met please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail




Part 5:


What opportunities are available for you to get involved?




[image: image6.wmf]

There are lots of different ways for you to get involved and have your say about the housing services you receive, whether these are provided by the council or your landlord.  You do not need to attend meetings or belong to a group to have your say, although those opportunities are always available.  Your level of involvement is totally based on the choice you make and the amount of commitment you are able to give.


A lot of the opportunities for involvement are informal, which means that you can get involved as and when you want, and you do not have to make any ongoing commitments.  These types of opportunities include things like suggestions schemes, focus groups or local public meetings.


Other opportunities for involvement are more formal and do require some commitment.  This is because they offer a greater opportunity for you to directly influence the decisions that are made about the services you use and / or about the organisation which delivers them.  Where you are asked to meet a set of criteria for getting involved, this is to make sure that the organisation is accountable and open about the decisions that are made.  Types of formal opportunities include things like being a board member or a member of a panel or steering group.




All the organisations signed up to the guide are committed to improving the type of opportunities for you to get involved in a way that suits you best.  If you have ideas for other ways in which we could involve you other than those mentioned in this guide please let us know by contacting:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail


You can find all the opportunities currently available to you to get involved on the following pages.  


Opportunities for involvement in housing services provided by the Council are on pages 41-73


Opportunities for involvement in the services provided by your landlord are on pages 74 – 77.





Opportunities for involvement in housing services provided by Salford City Council


The Council provides the following different housing services:


· Housing strategies and polices for Salford


· Housing service development (improving housing services so they are better at meeting the needs of all customers)


· Dealing with empty properties and private properties kept in poor condition


· Help and advice for private residents who need repairs and improvements to their properties


· Arranging for the development of specialist and supported housing


· Licensing and accreditation of private landlords


· Housing Support and Advice 


· Affordable warmth advice and support


· Grants / adaptations to private sector residents who require an aid / adaptation to help them get into and move around their home


· Supporting People (planning, delivery and funding of housing-related support for vulnerable people)


· Housing Market Renewal / Neighbourhood Planning


· Developing options for investment in council-owned homes


· Housing Benefit


The next few pages of the guide tell you more about what each of the housing services provided by the council is / does, and gives you:


· Examples of what you can influence by getting involved


· Information on how you can get involved


You may also be interested in getting involved in other services related to housing and the guide tells you where you can find information on:


· Getting involved in your neighbourhood 


· Burglary Reduction


The Council is also a landlord for all Council tenants living in Salford, however at the moment New Prospect Housing Limited provides the landlord services on the council’s behalf (eg. Rent collection, repairs, housing management).  You can find out more about what these services are and how you can get involved in them on pages 74-77 of the guide.  


Housing Strategies and Policies for Salford


What is this service?


Salford’s strategy for housing, “Making the future happen”, sets out the vision, priorities, plans and actions for housing in Salford. It covers plans for all types of housing and housing services across the city.  


Underneath the citywide housing strategy there are a number of other strategies and polices which set out priorities, plans and actions for specific areas within housing, such as how we will make sure there is enough affordable housing in Salford (affordable housing strategy), how we will deal with homelessness (homelessness strategy), and how we will tackle anti-social behaviour (anti-social behaviour policy).


To produce strategies and policies we need to gather information about what housing and services are needed and wanted in Salford.  Housing Market assessments are carried out to find out what is happening with housing markets at a neighbourhood level eg. supply and demand for different types of housing, movement of households in to and out of the city.  This information is used to help shape future plans and proposals for the Housing Strategy.


What can I influence by getting involved?


· Priorities, plans and actions for housing 

in Salford


· The content and design of housing market

reports (what housing is available and 


what is needed / wanted) for your 


local area


How can I get involved?


We recognise that different people are able to commit different amounts of their time depending on what is currently happening in their lives.  We would therefore encourage you to pick and choose any of the opportunities shown in the “ladder” below which suit you.  


Key to ladder




Centre (on the rungs) = the opportunities available for you to get involved.


Left hand side = the time commitment you would need to give for each opportunity (this goes from low to high as you move down the ladder).


Right hand side = the type of involvement you would like (from “I want to be kept informed” through to “I want to be involved in decisions about the service)


Bottom of ladder = contact information for where you can get support, find out more information and / or tell us you would like to get involved.


		

		

		



		Low




		Webpages: www.salford.gov.uk/housingstrategy (information on Salford’s Housing Strategy – the strategy can be downloaded direct from the website); www.salford.gov.uk/housingnews (local housing market reports for West Salford and local housing market assessments for all of Salford)


Summary reports of “Making the future happen”, Salfords housing strategy – these provide information on the strategic housing priorities for the city and are available in key public buildings.

		



		Low


(one-off meetings)

		Attend your Community Committee meeting:


· summaries of local housing market assessments are provided once a year and committee members have an opportunity to give their comments.  


· presentations are given on strategies and policies when they are at a draft stage so committee members can influence the final strategy or policy.


Use the webpages:


All residents can comment on the Housing Strategy via the internet using the web-link provided above.


Partnership Boards and service user groups will be asked for their views on the priorities and actions for the Housing Strategy when it is under review (approximately every 3 years).




		



		Medium


(1-12 meetings per year)

		Attend focus groups, neighbourhood events, or the annual customer conference to discuss your views on the priorities and actions for the revised Housing Strategy – a review takes place approximately every 3 years with the next review in 2006/7.

		



		High 


(2+ hours per month)

		The Salford Housing Partnership has 2 customer representatives who attend 4 meetings a year – the partnership monitors delivery of the actions in the current housing strategy.  Officer support and a full re-imbursement package are available.




		



		High 


(2+ hours per month)

		West Salford Stakeholder Groups for Eccles, Irlam & Cadishead, Little Hulton and Swinton are involved in decisions about the format and content of the housing market reports for their local area.  Meetings are arranged as and when required.  Officer support and a full re-imbursement package are available.




		



		

		

		





Supporting your involvement                                  Support is available from the Strategy and Partnerships Team, Salford City Council.


 To find out more about any of the opportunities in the ladder above use the contact details below:


Name: 
Strategy and Partnerships Team, Housing and Planning


Address:
Salford City Council




Housing and Planning




Crompton House




100 Chorley Road




Swinton




M27 6ES


Telephone:
0161 922 8708


Email:




Housing Service Development

What is this service?


This service seeks to develop and improve housing services for all service-users and in particular to develop new services and housing options for vulnerable groups such as older people, people with learning difficulties or mental ill health, working closely with other service providers, such as health and social care.    


What can I influence by getting involved?


· Reviews of existing housing services and 


policies


· Development of new housing services and 


policies


· Development of strategies for vulnerable 


people


· Plans, proposals and delivery of specialist or


supported housing developments




How can I get involved?


We recognise that different people are able to commit different amounts of their time depending on what is currently happening in their lives.  We would therefore encourage you to pick and choose any of the opportunities shown in the “ladder” below which suit you.  A key showing you how to use the ladder can be found on page 43 of the guide.


		

		

		



		Low


(Approx 1 hour in total)




		Information packs for new and revised services and policies eg. choice-based lettings, anti-social behaviour are available:


· on the website (www.salford.gov.uk) 


· from the service development team (contact details below).




		



		Low


(Approx 1 hour in total)

		Members of specific user / client groups affected by a new or revised service can expect to receive information about the changes


Presentations will be given to client-specific forums about new or revised services where appropriate eg. older persons forum, independent living partnership board.


Community Committees, local boards and other associations will, on request, be given advice on changes to policies and services.

		





		Low


(Approx 1 hour in total)

		Complete postal questionnaires or respond to telephone surveys on policy changes and service developments if you are a service user or specific community group affected by the service to be changed. 

		



		Medium


(Up to 1-2 hours per month for duration of development)

		Attend events / workshops, focus groups or one-to-one interviews about policy changes and service developments if you are a service user or specific community group affected by the service.  This would involve attendance at approximately two or three full or half day sessions per year. 


Client-specific forums for vulnerable residents (including the older peoples panel) will be asked for their views on service developments and changes eg. handypersons scheme, home improvement agency.


Attend one-to-one interviews or open meetings on specialist or supported housing developments planned for your neighbourhood. Where appropriate tenants and residents will be consulted before any new proposals/projects are agreed and consultation will continue throughout the design / development process of any scheme.

		



		High 


(2-3 hours per month)

		The Choice-based lettings review panel is to be set up after the introduction of choice based lettings in Salford to monitor and review how well the new system is working.  There will be a limited number of places on the panel for service users.

		



		High


(2-3 hours per month)

		The older persons strategy steering group will help to develop the older persons housing strategy and the extra care strategy.  There are a limited number of older persons representatives on each group.

		



		

		

		





Supporting your involvement                                  Support is available from the Services Development Team, Salford City Council.


 To find out more about any of the opportunities in the ladder above use the contact details below:


Name: 
Services Development Team


Address:
Salford City Council




Housing and Planning




Crompton House




100 Chorley Road




Swinton




M27 6ES


Telephone:


Email:


Private sector housing  – help with repairs, improvements and adaptations


What is this service?


The council offers advice, assistance and financial support to private sector owners and residents who need help to repair, improve and adapt their properties.  The types of assistance and support available are covered by the following arrangements:


· Private sector housing renewal policy – the council’s arrangement for offering assistance to private sector owners and residents to repair and improve their properties (see appendix 5 for more information about this policy). 


· Disabled Facilities Grants – delivery of grants system to private sector residents who require an aid or adaptation to their home to enable access or mobility around the home.


· Home Improvement Agency – to monitor and manage the performance of the partner responsible for delivering home improvement assistance to private residents.


· Handypersons Scheme – manage the contract for the handypersons scheme which offers assistance with carrying out minor jobs in the home to all residents across Salford who need the service.




What can I influence by getting involved?


· Arrangements for offering 


assistance to private owners and 


residents to repair and improve their 


properties


· The processes for giving out and 


dealing with Disabled Facilities


grants


· The performance of the Home 


Improvement agency which delivers assistance with home improvements to private residents who need it.


· The handypersons scheme, which offers assistance with carrying out minor jobs in the home to all residents who need it. 


How can I get involved?


We recognise that different people are able to commit different amounts of their time depending on what is currently happening in their lives.  We would therefore encourage you to pick and choose any of the opportunities shown in the “ladder” below which suit you.  A key showing you how to use the ladder can be found on page 43 of the guide.


How can I get involved?




The ladder of opportunity


   Time commitment


                                


                                         Website: For regular updates visit


                               Low
       www.salford.gov.uk/grants_pages 


                                           www.salford.gov.uk/improving-home 



      


                                    Leaflets: on disabled facilities grants, home 



improvement agency and the handyperson 



service are in libraries and key information 



points.


                                A-Z Council Services: Information on disabled


                               facilities grants and home improvement agency.


                                           


                          Promotional and marketing material: on private 



sector housing repairs and improvements is sent to 



private residents


    One off          
                                                                                                                                                           


meetings                          


                                      Postal and telephone surveys on financial assistance



 policy: sent to private sector owners  as and when changes



are proposed to the policy.


                    Client specific forums: for vulnerable residents (including the 


 older persons panel) will be asked for their views on any 


developments or changes to the Disabled Facilities Grant process,     handypersons scheme and home improvement agency. 


                               



     1-12


       meetings         Events / Workshops / Focus groups: held with private sector residents to 


 ask for views about the review of the private sector assistance policy.


Local Consultation Panel: services users are invited to join the panel which 


meets four times a year to discuss the home improvement agency and    


 handypersons scheme.






   High                  


 2+ hrs per       Independent Living Partnership Board: meets monthly to


month

make decisions and monitors services provided to all 


vulnerable people with a specific focus on people aged 18-65 with disabilities. 

            


Supporting your involvement                                  Support is available from the Services Development and Projects Teams, Salford City Council.


 To find out more about any of the opportunities in the ladder above use the contact details below:


Name: 
Services Development Team (for private sector renewal assistance)


Projects Team (for Disabled Facilities grants, Home Improvement agency and handypersons service)


Address:
Salford City Council




Housing and Planning




Crompton House




100 Chorley Road




Swinton




M27 6ES


Telephone: 
0161 603 4212 (Services Development)




0161

   (Projects Team)


Email:


Empty Properties and Housing Standards Enforcement


What is this service?


The Council deals with complaints about, and can take action to deal with, empty properties and private sector (owned or private rented) properties which are in poor condition.


What can I influence by getting involved?


· Problems with empty properties in your area

· How the council deals with empty properties

How can I get involved?


We recognise that different people are able to commit different amounts of their time depending on what is currently happening in their lives.  We would therefore encourage you to pick and choose any of the opportunities shown in the “ladder” below which suit you.  A key showing you how to use the ladder can be found on page 43 of the guide.


How can I get involved?


The ladder of opportunity


   Time commitment


                                


                                         Website: For regular updates visit


                               Low
      www.salford.gov.uk/emptyprops


      


                                        Empty Property Leaflets: advise on what 




can be done and  how to go about it.


    


One off          
                                                                                                                                                           


   meetings             


   Surveys on empty properties: sent to residents 


  to ask for their views on all aspects of the service.




     1-12


       meetings        

    Resident group meetings: a member of the team will 


per year


   attend meetings in areas where there are lots of empty 


 

  properties to explain the service and agree actions which 


 can be taken to deal with the problem.



   High                  


 2+ hrs per       

No current opportunities for residents to monitor  

        month         

services

         


Supporting your involvement                                  Support is available from the Market support and enforcement team, Salford City Council.


 To find out more about any of the opportunities in the ladder above use the contact details below:


		

		Telephone 

		E-mail



		Empty Property Hotline

		0161 603 4248

		emptyproperties@salford.gov.uk



		Market Support team 

		0161 603 4234 / 4252

		





Licensing and accreditation of private landlords


What is this service?


Landlord Licensing – all private landlords in selected areas and those who manage properties in multiple occupation (a house or flat in which more than one household lives) must meet the required standards for managing tenancies.


Landlord Accreditation – this is a voluntary scheme for private landlords who receive benefits for achieving high standards of tenancy management.  The scheme is reviewed by a decision-making body of private sector landlords, and all private landlords can give their views through the landlord forum which meets four times a year.


What can I influence by getting involved?


· How the landlord licensing and 


accreditation services are run


· The performance of the landlord


licensing and accreditation 


services


How can I get involved?


We recognise that different people are able to commit different amounts of their time depending on what is currently happening in their lives.  We would therefore encourage you to pick and choose any of the opportunities shown in the “ladder” below which suit you.  A key showing you how to use the ladder can be found on page 43 of the guide.


		

		

		



		Low




		Website – 


www.salford.gov.uk/landlords-info (information on landlord licensing and accreditation).


Newsletters on landlord accreditation and licensing are produced quarterly and circulated to all registered landlords.




		



		Low


(one-off meetings)

		Postal surveys on landlord licensing and accreditation – sent to landlords as and when changes are proposed to the existing service or a new policy is to be introduced.


Surveys on landlord licensing and accreditation sent to residents to ask for their views on all aspects of the service.

		



		Medium


(1-12 meetings per year)

		Presentations at Community Committee meetings about landlord licensing and accreditation – members can give their views on any proposed changes to the service or when a new policy is to be introduced.




		



		High 


(2+ hours per month)

		No current opportunities for residents to monitor services.




		



		High 


(2+ hours per month)

		No current opportunities for residents to be involved in decisions about the service.




		



		

		

		





Supporting your involvement                                  Support is available from the Market support and enforcement team, Salford City Council.


 To find out more about any of the opportunities in the ladder above use the contact details below:


		

		Telephone 

		E-mail



		Landlord accreditation team

		0161 603 4247

		Landlord.accreditation@salford.gov.uk



		Landlord Licensing team

		0161 603 4240

		Landlord.licensing@salford.gov.uk



		Market Support team 

		0161 603 4234 / 4252

		





Housing Support and Advice


What is this service?


This service provides advice about homelessness and homelessness prevention to everyone in the district free of charge.  


Active assistance is provided to all households who are in housing need and who apply for help.  


What can I influence by getting involved?


· How the housing advice and support 

service is run


· How temporary accommodation 


services are run


· Development and delivery of the

Homelessness strategy (including


helping to identify needs, prevent homelessness and develop 


Specialist services for particular groups in housing need)

How can I get involved?


We recognise that different people are able to commit different amounts of their time depending on what is currently happening in their lives.  We would therefore encourage you to pick and choose any of the opportunities shown in the “ladder” below which suit you.  A key showing you how to use the ladder can be found on page 43 of the guide.


		

		

		



		Low


(Approx 1 hour in total)

		Leaflets about the service and what to do if you are homeless are available at any time at key locations in the city, including housing offices, Connexions, Citizens Advice Bureau. 




		



		Low


(Approx 1 hour in total)

		Exit questionnaires can be filled in:


· After you have used the service to help us identify how the service can be improved and whether or not it met your needs.


· If you have been a resident at one of the homeless persons projects to tell us what you thought of the service.


Postal questionnaires can be filled in after you have been re-housed via the service and if you have had your property protected as part of the service to tell us what you thought of the service.




		



		Medium


(1-2 hours per month)

		Monthly resident meetings are held for residents living at any of the homeless persons projects to identify how the service can be improved.




		



		High 


(2-3 hours per month)

		The homelessness strategy group is looking for service user representatives.  If you are a current or previous user of this service and would be interested in getting involved in monitoring the homelessness strategy, please contact us using the details below.




		



		High


(2-3 hours per month)

		The homelessness strategy group is looking for service user representatives.  


If you are a current or previous user of this service and would be interested in getting involved in decisions about homelessness strategy (which include identifying needs, preventing homelessness, developing specialist services for particular groups etc) please contact us using the details below.




		



		

		

		





Supporting your involvement                                  Support is available from Housing Advice and Support team.  To find out more about any of the opportunities in the ladder above use the contact details below:


Name: 
Housing Advice and Support Team


Address:
Salford City Council




Housing and Planning




Crompton House




100 Chorley Road




Swinton




M27 6ES


Telephone: 
0161 


Email:


Affordable warmth


What is this service?


This service works with residents to enable homeowners and private tenants to insulate their homes and to ensure that all vulnerable residents living in Salford have a warm home.   




What can I influence by getting involved?


· How affordable warmth schemes are 

promoted and publicised.


· The review and development of 


the affordable warmth 


strategy (which includes plans and actions 


for helping residents to access affordable warmth for their homes).


How can I get involved?


We recognise that different people are able to commit different amounts of their time depending on what is currently happening in their lives.  We would therefore encourage you to pick and choose any of the opportunities shown in the “ladder” below which suit you.  A key showing you how to use the ladder can be found on page 43 of the guide.


		

		

		



		Low




		Top Tips Leaflet – gives information on ‘no cost’, ‘low cost’ and ‘some cost’ schemes to stay warm – available for all residents at key information points.


Keeping Warm IN Central Salford leaflet – advice on grants available for home insulation and heating for owner-occupiers and private landlords in Central Salford.


Leaflet on the Government’s Warm Front Grant scheme – information on grants available to make your home warmer, healthier and more energy efficient – for private sector households on qualifying benefits.


Website – www.partnersinsalford.org/keepingwarm - (information on affordable warmth strategy, grants and insulation measures available and events).


Adverts and press releases – Life in Salford, Salford Advertiser, Manchester Evening News – information on grants and schemes available to keep warm and insulate your home. 


Events – held 6/7 times a year across the city - information provided on grants and schemes to keep warm


Letters – sent or delivered to private households to give advice on insulation measures and available grants.

		



		Low


(one-off meetings)

		Attend presentations given at Community Committee meetings to give your views on schemes for promoting affordable warmth.  




		



		Medium


(1-12 meetings per year)

		Take part in workshops to review and develop the affordable warmth strategy – this is reviewed approximately every 5 years.




		



		High 


(2+ hours per month)

		The Affordable Warmth Strategy Monitoring group is looking for resident representatives -  it meets quarterly.  




		



		High 


(2+ hours per month)

		An Affordable warmth steering group meets monthly to review and develop the affordable warmth strategy for a fixed period of time during the review period which takes place approximately every 5 years.




		



		

		

		





Supporting your involvement                                  Support is available from the Principal Officer responsible for affordable warmth.


 To find out more about any of the opportunities in the ladder above use the contact details below:


Name: 
Principal Officer (Strategy and Planning – Energy Efficiency)


Address:
Salford City Council




Housing and Planning




Crompton House




100 Chorley Road




Swinton




M27 6ES


Telephone:
0161 922 4256 


Email:

keepingwarm@salford.gov.uk

Information is also available from the Energy Advice Centre – freephone: 


0800 512 012


Supporting People


What is this service?


Supporting People is a government programme that offers vulnerable people the opportunity to improve their quality of life by providing a stable environment, which enables greater independence.  It will plan, deliver and fund high quality, affordable and reliable housing-related support.  In Salford the programme is being implemented by Salford City Council in partnership with Health, Probation, support providers and customers who use support services.


What can I influence by getting involved?




· The review and development of 


the Supporting People strategy which


includes priorities for delivering and funding


housing-related support services.


· The work of the Supporting People team.


How can I get involved?


We recognise that different people are able to commit different amounts of their time depending on what is currently happening in their lives.  We would therefore encourage you to pick and choose any of the opportunities shown in the “ladder” below which suit you.  A key showing you how to use the ladder can be found on page 43 of the guide.


		

		

		



		Low




		Newsletters – for service users and providers – provide updates on the service, including any changes, and publicise up and coming events - sent out quarterly.  


Service user leaflets – explain the service and the support available – can be found in libraries, doctors surgeries, supported accommodation and other key information points.


Website – www.spkweb.org.uk - national website providing news updates and information for service users – updated regularly




		



		

		

		



		Low


(one-off meetings)

		You can give your views on the Supporting People Strategy review if you are a service user or provider by attending meetings or requesting a one-to-one visit from an officer from the Supporting People team.  The strategy is reviewed approximately every 5 years.  




		



		Medium


(1-12 meetings per year)

		Client-specific service user forums are to be set up for service users to have their say about the work of the Supporting People team – these will take place about once per year – you can find out further information by using the contact details at the bottom of the ladder.

You can invite the Supporting People Co-ordinator to attend your scheme residents meeting or your client-specific forum to discuss with them the work of the Supporting People team.  




		



		High 


(2+ hours per month)

		The Supporting People team are looking for 2 service users to be on the Supporting People Commissioning Body and 2 service users to be on the Core Strategy Development Group.  Officer support and a full re-imbursement package will be available.




		



		High 


(2+ hours per month)

		The Supporting People team are looking for 2 service users to be on the Supporting People Commissioning Body and 2 service users to be on the Core Strategy Development Group.  Officer support and a full re-imbursement package will be available.




		



		

		

		





Supporting your involvement                                  Support is available from the Supporting People Co-ordinator.


 To find out more about any of the opportunities in the ladder above use the contact details below:


Name: 
Supporting People Team


Address:
Salford City Council




Housing and Planning




Crompton House




100 Chorley Road




Swinton




M27 6ES


Telephone:
0161 922 8759


Email:


Housing Market Renewal / Neighbourhood Planning


What is this service?


During 2002 the Government invited nine area partnerships across the North and West Midlands to establish pathfinder projects to tackle low demand and housing abandonment.  Manchester and Salford is now one of these national pathfinders and as a result new investment is being attracted to the city. 


The focus of this investment is on 8 neighbourhoods within Central Salford - Seedley & Langworthy (SRB5 area), Broughton, Charlestown & Lower Kersal (NDC area), Claremont, Pendleton, Enterprise Park & Quays, Ordsall and Chapel Street.  


Housing-led regeneration involves working closely with the local community, private sector partners and others to develop and carry out regeneration proposals for each of these neighbourhoods.   This is through a combination of clearance of outdated housing, renovation and refurbishment of sustainable housing and delivery of community environmental initiatives.  

What can I influence by getting involved?


· Decisions about regeneration programmes, including issues such as land-use, appointment of consultants and coming up with options for your neighbourhood 

· Neighbourhood planning

· Policies and procedures for clearance, renewal and relocation 

· Block improvement schemes

· Environmental schemes





How can I get involved?


If you are a resident of Salford living in one of the Housing Market Renewal neighbourhoods you can use the ladder on the next page to find out about the different opportunities available to you to get involved and have a say about the service.  A key showing you how to use the ladder can be found on page 43 of the guide.


However, please bear in mind that each area will be at a different stage with regeneration and renewal plans and activities, and the opportunities available to you will depend on what stage your area is at.


To find out more details about the current options available in your area use the contact details at the bottom of the ladder. 


The ladder of commitment


                                  


     Newsletters: Quarterly updates on regeneration and 


                               development plans sent to residents in central Salford


                                             Webpage: For regular update www.salford.gov.uk/housingnews

                                          Displays of plans for regeneration activity for Seedley & Langworthy are


                          available at the Cornerstone, Salford  First and SALT offices


Low                                     Scheme brochures on block improvements are sent to everyone 


                         involved in the scheme containing information on contractors,           


                        scheme details, contract details and useful contact  numbers


                                  Clearance packs are sent to all residents in areas that have been


                         identified for clearance, regarding the consultation process, compulsory


                       purchase order and compensation, rehousing options and useful contact 


                       numbers.     


                                Update letters for residents waiting on a homeswap are sent out at  least quarterly.


                              Demolition letters are sent to residents who live close to a demolition 


                           programme before demolition starts, regarding contractors, 


                 scheme details, contract dates and useful contact numbers




 1- 2 hrs per meeting        Complete surveys or attend workshops and open days to give your views on:

· Specific regeneration schemes and development proposals for your area.


· A Neighbourhood renewal assessment 


· Options for the remodelling of your estate (public sector estates only)


· Alley gating proposals or other environmental improvement schemes 


                 Arrange an individual home visit or attend a group meeting to give your views on:

· Block improvement scheme developments (eg. railing and wall design) 


· Alley gating proposals or other environmental improvement schemes  


· Compulsory purchase orders 


          Visit the Yellow Consultation Bus (Lower Broughton only) to give your views on  


       specific regeneration schemes and development proposals for your area

                                


 1-12 meetings     


       per yr             Attend public meetings or one-to-one interviews on:


· specific regeneration schemes or development proposals for 


your area 


· a neighbourhood renewal assessment (all residents within NRA boundary in Broughton)

  Attend the Pendleton Community Forum to receive feedback and actively comment 


  on the development plans for the area      




4-12 meetings       Attend the Residents Forum in Chapel Street to influence and contribute to the regeneration of the area

          per  yr

                                    Attend the Living Environment Task Group (Seedley and Langworthy residents) or the Physical      


                          Environment Task Group (Charlestown and Lower Kersal residents) to raise and discuss issues about the          


                  street scene, local environment and housing (6-weekly meetings - you will receive officer support to go 


                 through papers before and after meetings)


                      The Homeswap scrutiny group has resident representatives.  This group


              monitors homeswap policy and delivery *         


                                                   


          Monthly Steering or task groups are set up in regeneration areas to influence decisions about                         


   2-3 hr       regeneration programmes including issues such as land-use, appointment of consultants and coming 


meetings        up with options for your neighbourhood*





             The Lower Broughton Partnership influences strategic decisions about the regeneration of Lower Broughton *


The Seedley & Langworthy Partnership Board has community representatives who can influence decisions about the regeneration of Seedley and Langworthy. The Pendleton Steering group has community representatives who can


  influence decisions about the development of the Pendleton Area Action Plan* 


  * Limited number of resident places


Supporting your involvement                                  Support is available from Housing Market Renewal officers involved in the local areas.  Refreshments and travel expenses are provided for the Pendleton Community Forum and Steering Group Meetings.


 To find out more about any of the opportunities in the ladder above phone:


		0161 603 4212 (Administration Support Officer)

		Broughton, Chapel Street and Claremont and Weaste



		0800 587 7883 

		Charlestown and Lower Kersal (New Deal for Communities area)



		0161 603 4222 

		Ordsall



		0800 328 4599 (ask for a member of the Pendleton team)

		Pendleton



		0161 212 4460 (SRB Regeneration Team)

		Seedley and Langworthy





Or write to: 
Housing Market Renewal Team




Salford City Council




St James House, 6th Floor




Pendleton Way




Salford




M6 5FW


Housing Options Delivery

What is this service?


The Government has said that all social rented housing must be of a decent standard by 2010.  A decent home is warm, weatherproof and has a reasonably modern kitchen and bathroom. A stock condition survey completed in November 2003 revealed that 69% of current council stock did not meet this standard. A number of options, put forward by the government, have been considered by the council to secure the investment needed to ensure that homes reach this standard by 2010.  Over the past two years Salford City Council have been consulting with the tenants and residents about the most appropriate way to get the money needed. 


The council has listened to the views of tenants and residents at over 150 meetings and drop-in events across the city. Over 3,000 people returned questionnaires indicating which options they would like the council to explore. A steering group made up of elected members and tenant and leaseholder representatives made recommendations to the council about a proposed investment plan that will initially generate in the region of £400 million of investment for homes and neighbourhoods across the city. 

The current proposals for each area of the city are detailed below.


		Recommendation: Local Housing Company or Companies



		· Little Hulton, Walkden and Worsley


· Swinton and Pendlebury


· Eccles, Barton and Winton

· Irlam and Cadishead

The council is consulting with tenants in these areas about the ownership and management of homes being transferred to a new, not for profit local housing company. The consultation will concentrate on what this will mean for residents and tenants – it could mean setting up a brand new company in each area, creating a group of four companies, or it could involve transfer to an existing housing association. This option can only go ahead if tenants agree to it in a ballot, which is likely to be carried out in late 2006.



		Recommendation: Regeneration ALMO



		· Central Salford – Lower and Higher Broughton, Kersal, Charlestown, Claremont, Weaste, Seedley and Langworthy, Duchy, Rainsough Brow and Irlam O’th Heights


· Ordsall


· Beechfarm estate in Swinton


The council is consulting with tenants in these areas about setting up a new ALMO (Arms Length Management Organisation). This organisation will improve homes to the Decent Homes Standard but will have its focus on regeneration activity currently underway in this area, and attracting new funding to improve homes and services. Homes will still be owned by the council.



		Recommendation: Private Finance Initiative (P.F.I)



		· Pendleton


The council is consulting with tenants in Pendleton about proposals to set up a PFI (Private Finance Initiative) to take over the management of housing in the area. A PFI is a partnership between the public and the private sector. The PFI will manage homes for a 30 year period and will be monitored closely by the council and tenants to ensure the level of services and improvements it promises are achieved. Homes in Pendleton will still be owned by the council. 







Further consultation with residents in the city will be taking place throughout 2006, and will focus on involving tenants and residents in the key decisions that need to be made about the options in each area, and how they can be delivered

What can I influence by getting involved?


Tenants can play a key part in shaping the new landlords and the services that they provide. The Council has made it clear that it wants tenants at the heart of this process. The investment that landlords could bring will shape neighbourhoods in Salford for years to come therefore it is essential that tenants help decide issues such as the structure and governance arrangements of these new organisations. Over the next few months the Council will be working closely with tenants to create an ‘Offer Document’ which will detail all aspects of the tenancy agreement and the proposed service levels from the new organisations.


How can I get involved?


Ladder of Opportunity



5- 6 hrs per month 



                                      Be a local steering group member* 


                                     (Must be a council tenant - maximum of 4 tenant 


                                     representatives per group)

 Steering Group members meet regularly with 


 Councillors and Consultants to review the Options


 Delivery process and make recommendations to


 the Council.


       The Council will be looking for representatives 


       from Local Housing Forum’s to work on specific 


       sections of offer documents. This could involve 


       working with other tenants on a specific element 


       of the ‘Offer Document’ or working with council


       officers to develop service level agreements. 


                                   




 5-6 hrs per month      Be a local steering group member – details 


                                     on step above.         






                                     Attend your local community forum (public open 


 Monthly meetings     meeting) to find out about the options for your 


                                     area and to put forward your views for 
                                     consideration by the steering group.  








                                   Invite an options delivery team member to attend


  One off meetings     your residents association meeting to find out 


                                     more about the options process and the 


                                     community forum meetings.




      Low                      Tenants can receive information through the post.






Briefing notes and newsletters will be sent to 






council homes in the city to keep tenants 






updated of future meetings and all decisions.




Supporting your involvement                                  Support is available from Housing Options Delivery and New Prospect Housing officers as well as the Tenant Participation Advisory Service – this includes advice for all tenants and mentoring and support to attend meetings for steering group members.  Full re-imbursement is provided for attendance at meetings, including travel, carers and childcare costs.


To find out more about any of the opportunities in the ladder above use the contact details below:


		Name

		Housing Options Team



		Address

		Salford City Council
Freepost NAT13977
Crompton House
Swinton
SALFORD
M27 7ZL



		Telephone

		Freephone: 0800 328 4599



		E-mail

		options.delivery@salford.gov.uk 





Housing Benefit


Information about the Housing Benefit service can be found:


· On the website: www.salford.gov.uk/hbenefit 


· At the Benefits office in Swinton


· In local housing offices (council tenants only)


· In local libraries


· By phone using the numbers shown below


You can get help and advice on any individual housing benefit concerns by attending the surgeries run by Salford Direct Advice Team.  At some locations you need to book an appointment, whilst at others you can just drop in.  Further information on weekly surgery times can be found by phoning the numbers shown below or by visiting the webpage: www.salford.gov.uk/benefitsurgeries 


The Housing Benefit section carries out consultation with service users on an ongoing basis in order that service standards can continue to be improved.  This usually takes the form of customer surveys and customer open days which service users can attend to find out more about changes to the service or changes in legislation and allows for any questions to be raised.


Further information can be gained by contacting:  


		Name

		Housing and Council Tax Benefits Administration



		Address

		Civic Centre
Chorley Road
Swinton
SALFORD
M27 5AW



		Telephone

		0161-909 6504 (private property) 0161-909 6506 (council property)



		E-mail

		revenues@salford.gov.uk







		

		



		

		





Burglary Reduction Initiative


Salford City Council’s housing service run a Burglary reduction initiative which includes alley-gating schemes, environmental schemes and other schemes (eg. installing alarms, improving front doors) to help reduce burglary across Salford and particularly in crime hot spots.


Information on the Burglary Reduction initiative can be found:


· On the website–www.salford.gov.uk/homesecurity. 


· In a Burglary Reduction pack which provides information on the service to all residents living in hotspot areas (based on police crime statistics) and is also available on request.


· In a guide on alleygating which provides information on how to go ahead with an alleygating scheme and is available on request to all residents.


You can give your views about the service by completing a survey on the service – surveys can be sent to all residents from time to time.


For more information about the service you should contact the Market Support Team in one of the following ways:


Address:


Telephone: 0161 603 4234 / 4252


Email:


Getting involved in your neighbourhood


If you want to make a difference to your neighbourhood and influence non-housing services, such as environmental services you can get involved with your local Neighbourhood Management Team.  Neighbourhood managers make sure local people have a voice to improve their area through their community committee.


Contact the Neighbourhood Manager from your area (using the table below) to see how you can get involved.


		Claremont and Weaste

		789 4008



		East Salford

		708 9455



		Eccles

		603 4292



		Irlam and Cadishead

		606 6778



		Ordsall & Langworthy

		603 4090



		Swinton

		607 1965



		Walkden and Little Hulton

		975 7408



		Worsley & Boothstown

		790 4562







If you live in Seedley and Langworthy, as well as getting involved with your local community committee you can attend the Living Environment Task Group.  This group meets every six weeks for two hours.  Anyone living in the community can attend this meeting, plus those people who are unable to attend for any reason can ask to be included on the mailing list for minutes.  Residents and officers meet to discuss issues that are raised and try to resolve them.  If specific issues need addressing such as street lighting, someone from this section would be invited to attend the next meeting.  If you would like further information about the task group contact the SRB Regeneration Team on 0161 212 4460.


Opportunities for involvement in the services provided by your landlord


If you are a tenant of the council or of a housing association in Salford you can expect to be provided with opportunities to get involved and have a say about the services you receive from your landlord. 


 These services include:


· Budgets, finance, rent-setting


· Allocations and Lettings policies


· Anti-social behaviour policies and procedures


· Repairs and Maintenance


· Rent collection and rent arrears management


· Tenancy management, including tenancy agreements and conditions


· Leaseholder issues and charges


· Sheltered housing services


· Environmental works


Each of the landlords signed up to this guide (see page 7 for the full list) is committed to providing and improving a variety of different ways for involving their tenants and residents.  This ranges from simple informal ways up to formal involvement with the way the landlord conducts its business.


You can expect to be able to choose from a variety of ways to get involved with the majority of services provided by your landlord and new opportunities are continually arising. 


The landlords signed up to this guide need your involvement so they can make changes to the services they provide in order to meet your needs.  If a service becomes unsuitable for you or could be provided in a better way your landlord needs you to tell them so they can make the improvements that are required.  Your involvement is always crucial and highly valued.  


Support for tenants who get involved


Each landlord will provide reasonable and appropriate support to everyone who gets involved so that it should not cost you any money to take part and have your say.  


The type of support you could get includes (but is not only) the following:


· Giving you back any money you may have spent whilst getting involved, such as travel or any carers costs.


· Providing interpreters and translators where English is not your first language.


· Pre-paid envelopes to return surveys.


· Assistance for individuals and communities to set up tenants and residents associations to be involved with the management of local areas.


· Grants for new tenant and resident associations to help meet running costs


· Training to help people attend and participate in meetings and other forms of involvement


Examples of how you can get involved


Getting involved does mean giving up some of your time but it does not need to be a lot of your time and it will mean that you have the opportunity to improve the service you receive.  Below are a just a few examples of the different ways you can get involved with an idea of the time commitment you would need to give:


		Opportunity for involvement

		Time Commitment

		Support



		Filling in suggestion forms to say what you think about a service eg. repairs service.

		Low – up to one hour every 3-12 months – no ongoing commitment.

		Pre-paid envelopes to return survey.


Officer support to complete the survey.



		Taking part in a walkabout on your estate.

		Low / Medium – up to one hour every 1-2 months – no ongoing commitment.

		Housing staff and other agencies (eg. Groundwork)  to organise and respond to issues.



		Being a home or mystery shopper by reporting back your experience of using services




		Low / Medium – up to one hour each time you use a service

		Assistance and advice from tenant participation officers 



		Attending your local residents association meetings

		Medium – 1-2 hours per month

		Repayment of any expenses


Annual grant for running costs of group



		Being a Panel, Commitee or Board member, making decisions about the service and monitoring performance  

		High – a regular commitment of more than 2 hours per month

		Repayment of any expenses.


Officer support to go through papers for meeting.


Training to help a new member participate in the meetings. 





Tenants and Residents’ Associations


All the Landlords signed up to this guide recognise that communities are further strengthened by groups of local people coming together to represent their local area in a Tenants and/or Residents’ Association. Landlords offer support in the following ways:


· Assisting communities to set up their own Association and be involved with the management of their local area


· Grants for new and existing Associations to help meet the running costs


· Assistance for individuals to represent their local neighbourhood if an Association could not be established


Resident’s Priorities


Landlords signed up to this guide are eager to provide involvement opportunities for those services that residents consider the most important.  Whilst creating this guide, the residents of Salford told us that their priorities are Repairs, Anti-social behaviour and the Environment.


Below is one example of how you can presently be involved with these priority services:


		Anti-Social Behaviour (ASB)

		Repairs

		The environment



		The ASB Working Party meets regularly across the city so that residents meet with the Manager of the ASB Team & directly influence the Team’s yearly plan

		You can fill in complaints / compliment cards on completion of any work you have done to your home

		You can take part in walkabouts with your landlord and other agencies to show them where action is needed to improve your local environment.





If you are a tenant of one of the landlords signed up to this guide (see p.7 for a full list), you can find more details on the opportunities for involvement shown above, and other opportunities available for you to have a say about the services you receive in the following leaflets / documents:


Copies of individual strategies and leaflets to be scanned in here to provide a visual picture of the documents.








By signing up to this guide each of the landlords is committed to developing new and improved ways of involving all their tenants and leaseholders.  This guide aims to encourage and make it possible for landlords and the Council to work together, as well as individually, to involve you and to support your involvement – see part 8 of the guide for how we will do this (pages 83-85).


Part 6:


What can you do if you want to complain or if you are involved in a dispute?




[image: image7.wmf]

Complaints


If you have a complaint relating to compliance with this guide, such as lack of consultation or participation, you will need to follow the complaints procedure of the organisation which has failed to comply with the guide and against whom the complaint is to be made.


Details of where you can find copies of the relevant procedure are provided below:


(Contact details need to be added to the guide)


Salford City Council


New Prospect


Manchester Methodist


Contour


Irwell Valley


Space


William Sutton


Every six months the monitoring group (see page 81) will receive a report detailing all complaints that specifically relate to the guide.  Trends will be identified and action taken where necessary to prevent re-occurrences.


If the monitoring group takes the view that a series of complaints or failures have amounted to a breach of the compact they will write to the Director of Housing and Planning, Salford City Council and each of the Chief Executives of the landlords signed up to the guide.  The group will highlight the breach and, where appropriate, make recommendations for actions to remedy the failure.


The Director and Chief Executives will reply to these concerns within 28 days indicating how their own organisation intends to respond.  


Disputes


Where there is a dispute between or within tenants and residents or steering groups, this should be sorted out as far as possible by the people involved.  If the people involved cannot reach an agreement the organisation with responsibility for supporting that group will investigate and assist as appropriate.


In unresolved or serious cases of a dispute between a landlord and tenant or resident you will need to follow the dispute procedure for that particular landlord.


Disputes may be referred to a mediation service, if available, as long as all the parties agree to a mediation or other conflict resolution service being involved. 


You can get hold of the dispute policy and procedure for your landlord by using the contact details given above.


Part 7:


How will we make sure the guide is working and the promises made in it are kept?
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The “Opening Doors” monitoring group has responsibility for making sure the guide is working and the promises in it are kept.


By monitoring what is happening the group aims to continue to drive up standards for resident and tenant involvement in housing services in Salford and to make sure that the guide is working for residents and tenants.


The group is made up of tenants and residents and supported by officers from each of the housing service providers signed up to deliver the guide.


What does the group monitor?


· Delivery of actions in the action plan (see page 86) – the group will make sure that the actions are done in time and that they meet the outcomes they were intended to meet.


· Performance against standards (see pages 23-37) – the group will ensure that all the organisations signed up to the guide meet the standards promised in it, including the standards for complaints and disputes.


· Outcomes and Value for money – the group will monitor whether or not the guide is making a difference to services, and whether or not it provides value for money for tenants and residents.


· Use and accessibility – the group will make sure that the guide has been taken on board and implemented by all parties signed up to it (staff, councillors, board members, Salford Tenants and Residents Federation) and that tenants and residents are able to get hold of it and use it.  It will monitor where particular groups or communities are having difficulties in either accessing or using the guide for any reason.


How does the group do this?


The group meets a minimum of two times a year, and uses a range of methods to monitor the guide including:


· Surveys of tenants and residents to check whether they know about the guide and whether or not they think it is working.


· Tenant and resident led inspections of services to check compliance and service improvements which have happened as a result of the compact


· Mystery shopping and “spot checks” run on a range of access points to see if the guide is displayed, available and up to date and that staff know what it is and how to use it.


· Reports on trends in any complaints made to the signatories to the guide about resident involvement.


· Reports on progress to improve standards and actions taken to meet the timetable and targets in the action plan.


A six-monthly report is produced by the group and findings are reported to the Salford Housing Partnership, Lead Member for Housing, Salford City Council; the Boards of New Prospect, Manchester Methodist, Contour, Space, Irwell Valley and William Sutton housing associations; and Salford Tenants and Residents Federation. 


Copies of the monitoring report can be found on the website (www.salford.gov.uk/ XXX) and are also available on request from:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone, e-mail.


Part 8:


How will we continue to improve what we do to involve you? 
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In part 7 of this guide we told you how we will make sure the guide is working and the promises in it are kept.  However, if we are going to deliver the aims of this guide (see page 8) then we need to do more than just keep the promises in it.  We need to make sure we improve by:


· Raising the standards


· Developing good practice


· Making possible genuine partnership working between service providers and service users.


To help us do this we have set up an implementation group of officer and service-users which meets four times a year.  At least one of these meetings will be an open meeting, which anyone can attend.  Other meetings will be closed meetings, at which plans are made to take forward any actions and review outcomes.  The closed meetings are attended by representatives from each of the organisations signed up to this guide and by nominated tenant and service-user representatives.


The implementation group uses information from its open meetings, the “open doors” monitoring group, research on good practice from elsewhere and consultation with other service users to develop actions for improving the ways in which we work together to involve you.  


Action Plans


All new ideas and actions developed by the implementation group are included in the action plans for this guide (see page 86) which are updated annually.  


Reviewing the guide


The implementation group also has responsibility for reviewing the contents of the guide.  An initial review will take place after one year (to be complete by March 2007) following which reviews will take place every two years.


Funding the guide


The ongoing commitments and actions in this guide will be funded by contributions from all the signatories to the guide.


Contributions will be proportional to the size and status of the organisation within Salford.


Contributions have been agreed for the first year based on the commitments in the action plan for 2006/07.  For future years we are going to explore the possibility of having an agreed budget for resident involvement in Salford which, as well as funding the ongoing commitments in the guide could be devolved to the “Opening Doors” Implementation group to fund partnership projects for developing service-user involvement in housing services in Salford. 


-------------------------------------------------------------------------------------------------------


If you would like further information on the open meetings for the implementation group, or if you would like a copy of the most recent action plan please contact:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone, E-mail.


Part 9


Action Plan


(For the purposes of the draft the action plan has been sent separately)
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Part 10:


Other Important Information
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Contact Information


Service Providers:


Salford City Council


Main Switchboard: 0161 794 4711


Out of hours / emergency: 0161 794 8888


Antisocial behaviour: 0845 605 2222


Housing and Planning, Strategy and Consultation: 0161 922 4232


www.salford.gov.uk

Neighbourhood Management 


		Claremont and Weaste

		789 4008



		East Salford

		708 9455



		Eccles

		603 4292



		Irlam and Cadishead

		606 6778



		Ordsall & Langworthy

		603 4090



		Swinton

		607 1965



		Walkden and Little Hulton

		975 7408



		Worsley & Boothstown

		790 4562





Councillors


Members Services: 793 3059


http://www.salford.gov.uk/council/councillors.htm

Contour 


Customer Service Centre – 0845 602 1120


Website: www.contourhousing.co.uk 


Manchester Methodist Housing Association


All Salford tenants except Seedley & Langworthy – 01204 365711


Salford First (Seedley & Langworthy tenants) – 0161 737 8943


Plumlife (shared owners and leaseholders) – 01204 369503


Repairs Hotline – 0845 850 0707


Website: www.mmhg.org.uk 


Irwell Valley


		Head Office
5th Floor Paragon House
48 Seymour Grove
Manchester 
M16 OLN 
Tel : 0161 610 1000
Fax: 0161 877 0660

		

		





		To report a repair call 01204 45 49 39. This service is available Monday to Friday 9.00am to 5.00pm.


To report an out of hours emergency repair call 0845 34 57 808.





Website: www.irwellvalleyha.co.uk

Space New Living


Contact Tel Number Repairs Team 0845 845 5505 Low rate


Emergency Out of Hours 0845 345 7808 Low rate


Repair ordering via Website 


Website: www.spaceonline.org.uk

William Sutton Housing Association


Salford Estate Office – 0161 736 1291


8 Elkanagh Gardens


off Seedley Road


Salford


M6 7LU


Website: www.williamsutton.org.uk

New Prospect Housing Limited


		Repairs

		0161-909 6511



		Rent enquiries

		0161-909 6512



		Other enquiries

		0161-909 6513



		(Lines operate 8.30am - 6.30pm)





 Eccles and Irlam:
52 Regent Street, M30 0AW
E-mail: eccles.housing@new-prospect.org

Salford North:
Blackfriars Housing Office, St Simon Street, Salford, M3 7ES.
E-mail: north.housing@new-prospect.org

Salford South:
Churchill Way, Salford, M6 5AY.
E-mail: south.housing@new-prospect.org

Swinton:
Swinton Housing Services, Civic Centre, City Treasury Building, Chorley Road, Swinton, M27 5AP.
E-mail: swinton.housing@new-prospect.org

Worsley & Little Hulton:
Worsley Housing Office, 12 Bridgewater Road, Walkden, M28 3JE.
E-mail: worsley.housing@new-prospect.org

Opening hours:
8.30am - 4.30pm (except Wednesdays 10am - 4.30pm)


New Prospect Head Office:
0161-737 0551
Minicom 0161-925 1378
Turnpike House, 631 Eccles New Road, Salford M50 1SW
E-mail: enquiries@new-prospect.org

Opening hours:
8.30am - 4.30pm


Emergency repairs number
0161-794 8888
When you can not contact your housing office because it is closed

Website: www.new-prospect.org

External organisations offering help and advice to residents:


Tenant Participation Advisory Service (TPAS):


Website:
 www.tpas.org.uk

Email:

 info@tpas.org.uk


Address:
5th Floor, Trafford House


Chester Road


Manchester


M32 0RS 


Tel: 

0161 868 3500 


 Fax: 

0161 877 6256

How to get hold of more copies


If you want more copies of this guide, or if you require a copy in:


· An alternative language


· Large print


· Braille


· Audio-format


You should contact:


Strategy and Consultation, Housing and Planning, Salford City Council


Address, Phone Number, E-mail
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Appendix 1


The organisations which have signed up to deliver the guide


The following organisations have signed up to deliver the commitments in this guide:


Salford City Council


Salford City Council exists to serve all its residents and its mission is: “To create the best possible quality of life for the people of Salford”.  The council recognises that it can only deliver the best services if local people become involved in the running of the city.  


The city council provides a number of different housing services, including developing strategies and policies for all types of housing across the city, delivering homelessness and housing advice services, and developing new housing services for vulnerable people.   


New Prospect Housing Limited (NPHL)


NPHL is an Arm’s Length Management Organisation that is a partnership between the Council and Council tenants of Salford.  It manages over 27,000 homes on behalf of Salford City Council and was established to improve the quality of Housing Services for tenants & residents across Salford. 


NPHL is committed to delivering a future of better homes and stronger communities. Their 3 key themes are "Customers at the centre of the business", "Equality and Diversity", and "Value for money". 

Some of the achievements recently brought about by resident involvement include:


· Establishment of a Black Minority Ethnic (BME) Working Party to develop the involvement of Salford’s BME residents across Salford.


· Consulted residents of Salford and young tenants concerning new Policy & Procedures for tackling anti-social behaviour and established an Anti-Social Behaviour (ASB) Working Party to learn how to further improve NPHL’s methods of tackling ASB


· Establishment of a Customer Access Panel that meets on a regular basis to discuss front-line customer services and improvements that could be made.


· A comprehensive Tenants' Training Plan to give new skills to existing and new tenant representatives delivered throughout the year. Such training has assisted tenants to participate effectively and understand how their Landlord services are managed.


Contour Housing


Contour’s Mission is “Creating Great Places for People to Live”.


Contour Housing Group is one of the North West’s biggest landlords currently owning or managing in excess of 13,000 homes throughout the North West.  It has 1406 residents within Salford where its focus is as “a main provider of good quality affordable housing”.  It also has a key role in the development of regeneration, neighbourhood renewal, strategies and programmes” 


Some of the achievements recently brought about by resident involvement include:


· Residents playing a key part in forming Contour (which came from a merger of Collingwood HA and Portico HA).  Residents helped to ensure that best practice from the previous parent organisations, Collingwood HA and Portico HA, were carried forward into the new organisation.  


· Establishing a new Complaints Procedure with the Residents Appeals Panel as the final part of Contours complaints.


· The iN Panel’s established by Contour enables residents to get inside the organisation and influence key areas of work, for example maintenance, rent setting, lettings, estate management and so on.


· Development of the Good Neighbour Awards


Manchester Methodist Housing Association (MMHA)


MMHA’s vision is: 

Exceptional Services


Great Places


Inspiring People


MMHA have had a presence in Salford for several years and provide a wide range of accommodation including; family houses, single persons flats, warden controlled sheltered accommodation and supported housing.


Salford First is the trading name for MMHA’s work in the Seedley and Langworthy renewal area of Salford. It manages approximately 250 homes in the area and has a strong focus on regeneration and community involvement. 


Some of the achievements recently brought about by resident involvement include:


· Named Housing Regenerator of the Year in 2004


· Launch of Mystery Shopping Scheme in 2005 


· Launch of Community Wardens scheme in Seedley & Langworthy in 2004


Irwell Valley Housing Association


Irwell Valley is one of the leading housing organisations providing homes and services to people living in Greater Manchester.  We work with residents to make their neighbourhoods safe and stimulating places to live, work in and visit.


Irwell Valley provide 5 key services that are both responsive and efficient - offering our customers real value for money:


· Neighbourhood customer services and teams


· Supported and retirement housing services


· Repairs and legal services


· Property maintenance


· Sales, lettings and marketing

Some of the achievements recently brought about by resident involvement include:


· Organised successful events in partnership with residents groups, including “In Bloom” projects, community clean ups and children’s fun days

· Set up a Consumer panel of mystery shoppers to test the service levels offered by Irwell Valley

Space New Living 


Space (formerly Salford Community Housing Association) was established in 1976 and now owns approximately 3000 properties throughout Greater Manchester and East Lancashire housing over 8500 people.


In the past three years there has been a considerable change in the way in which the organisation is structured and there is now a greater commitment to responding to the needs of customers, investing in staff and working more effectively with partner organisations.


Some of the achievements recently brought about by resident involvement include:


· Improved customer satisfaction levels


· Held a successful Annual Residents Conference 


· Ensured Residents were involved in the appointment of new staff


· Ensured residents were involved in the Best Value Review Steering Groups and actively included residents in Best Value Reviews through Focus Groups 


William Sutton Housing Association


The William Sutton Group manages over 24000 properties in England and Wales and currently manages 151 properties in Salford. The Salford estate comprises a range of 2 bedroom flats and 2, 3, and 4 bedroom houses in the Pendleton Area.


William Sutton has a strong commitment to investing in further development in Salford to provide a range of high quality affordable rented housing. By supporting community development through active resident involvement the aim in Salford is to provide a first class service to ensure a thriving and sustainable community.


Some of the achievements recently brought about by resident involvement include:


· Published our Resident Involvement policy commitment. This sets out the standards that tenants of William Sutton Housing Association can expect.


· Standards for resident involvement


· Standards for meetings with residents


· Standards for resources for resident participation


· Recruited a Community Involvement Worker, who, together with our national Tenant Participation Adviser and Community Investment Adviser work to empower residents to have a positive role within their local community. 


· Set up a Black and Minority Ethnic (BME) Working Group to develop the involvement of BME residents.


Salford Tenants and Residents Federation (STAR)


STAR, formerly known as the Peoples Forum, is an independent, non-political, umbrella organisation for the Tenants and Residents associations throughout the City of Salford.  It is run entirely by volunteer tenants and residents.


STAR aims to be a voice for the tenants and residents of Salford.


Appendix 2


Partners IN Salford Gold Standards


The Gold community involvement quality standards


These 5 aspirational standards have been endorsed by Partners IN Salford (Salford’s Local Strategic Partnership). All partners are signed up to delivering community involvement in this way. The Gold Standards IN Community Involvement provide a GOAL for partners to aim towards particularly where there is activity or proposed change within the City that will have a significant impact upon local communities.

1. Value the skills, knowledge and commitment of local people


2. Develop working relationships with communities and community organisations


3. Support staff and local people to work with and learn from each other (as a whole community)


4. Plan for change with, and take collective action with the community


5. Work with people in the community to develop and use frameworks for evaluation


Gold Standards IN Community Consultation


These standards have been endorsed by Partners IN Salford (Salford’s Local Strategic Partnership). All partners are signed up to delivering consultation in this way. They MUST use the Gold Standards IN Community Consultation as a planning tool before consultation happens, as a checklist during activities and as an evaluation tool after consultation has taken place.


(1) Check if anyone else has done consultation work with results that you can share. 

(2) Ensure that consultation can affect change. It should be a dialogue that leads to decisions, so consult BEFORE decisions are made. 

(3) Make sure you allow adequate time for your consultation project.  You need to consider time for planning, conducting, collecting and responding to your activities.  

(4)Try to use methods of consultation that will be the best use of your resources and give you the best results from your target audience.  

(5)Try to make your consultation as inclusive as possible but be aware of over-consulting certain groups.  

(6) Always give feedback to those who have participated in your consultation exercises.

(7) Turn your consultation into action. Don’t leave consultation work “on the shelf”.                   

(8) Share the results of your work with others.  

Appendix 3


Information you can expect to receive from your landlord or service provider


You should, as appropriate, receive or have made available to you information on:


· The “Opening Doors” guide, including updates  and monitoring reports


· The Council’s race equality and racial harassment policies


· Housing strategies, policies and priorities


· Housing investment options and plans


· Plans and proposals for new housing developments or services in your area


· Regeneration / Neighbourhood proposals and plans


· Anti-social behaviour policies and procedures


· Community safety initiatives


· Arrangements for monitoring and reviewing performance and setting service standards and targets


· Grants, loans and other support that you are eligible for to help you maintain, improve and adapt your home


· Tenancy management and other relevant local services


· Arrangements and requirements for delegating housing management, including contracting out of services


· Present and future capital works affecting tenants, your homes and your area


Appendix 4


Choice Based Lettings


Choice Based Lettings is one of the services currently being developed. The Government has said that all local authorities are to introduce choice in lettings by 2010.  


Choice Based Lettings is a scheme that allows homeseekers to apply for vacant properties that are openly advertised.   Homeseekers can see the full range of available properties and apply for (bid for) any home to which they are matched.  The successful bidder is the one with the highest priority under the scheme.  


A draft policy has been drawn up and was widely consulted on between May and July 2005, with housing providers, voluntary agencies, waiting list applicants and a range of forums and client-specific groups amongst others being asked for their views.  The intention is to implement the policy during 2006, after which all council properties and nominated Housing Association properties in Salford will be let in the new way.

New Prospect Housing Limited will manage the service in the short term and local tenants and residents groups will continue to play a full and meaningful part in the process of implementing choice based lettings and overseeing allocations through community lettings policies.


It is intended to develop a Choice Based Lettings review panel to monitor the new service, including things like how easy it is for everyone to access and use, how satisfied people are with it, and so on.  There will be a limited number of places on the panel for service users.  To find out more about this or about choice based lettings in general you should contact the Housing Service Development Team using the details on page 47. 


Appendix 5


Private sector housing renewal


The private sector housing renewal policy is our framework for offering assistance to private sector owners and residents to repair and improve their properties.


In the future we plan to develop new ways of working and of offering you advice and assistance with repairs and improvements to your home.  We are changing from a grants based policy to one where owners of properties are helped to take out loans or other forms of financial assistance on their properties.  This means that we will be able to re-use the money as it is repaid to enable ongoing generations of residents to benefit from the limited amount of funding that is available.  


We also intend to create access to independent financial advisors that can offer professional advice to you if you are a homeowner, on the ways in which you may be able to release any equity built up within your home. This is to compliment any loans assistance that may be available via a partner organisation SML Homes Ltd who trade on a not for profit basis.


There are new Government initiatives proposed for 2006 that will also compliment Salford’s assistance policy by enabling more residents to become homeowners within the city. We intend to work with our lead partner Housing Associations (Manchester Methodist and Contour) to take forward these initiatives and to identify and deal with any issues that are preventing residents who want to buy from affording their own home in Salford.    


We hope that you will take part in consultations to develop these new initiatives and ways of working and give us your views – details of the opportunities available can be found by contacting the service development team using the contact details on page 47. 
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accreditation, 41, 53-54


action plan, 7, 84


actions, 14, 17


accessible, 8-9


adaptations, 41, 48-50


affordable warmth, 41, 57-59


age, 9


agreement, 5, 7, 12


aims, 7-8, 84


allocations, 74


anti-social behaviour, 14, 74, 76


approachable, 8


barriers, 9


board members, 9, 16, 20


Burglary Reduction, 41, 72


budgets 74


caring responsibilities, 9


challenge /  challenging, 7-8


change (s), 5, 16


childcare, 9


choice based lettings, 99


city, 6


commitments, 7


communication, communicating, 8, 14, 17


Community Committees, 9


complaints, 24, 35, 79


concerns, 8


consultation, 13-14, 24, 27-28


consulted, 5


Contour, 6-7, 76, 88, 94


contractors, 9


council, 5-6, 8, 12-13, 16, 19, 41


decisions, 5, 16


difference, 5, 14


dignity, 9


disability, disabilities, 9, 13


disputes, 24, 35,79


diversity, 9


Elected members, 8-9, 16-17, 19


employees, 9


employers, 9


empty properties, 6, 14, 41, 51-52


environment, 14, 76


environmental works, 74


equal, 8


equal opportunities, 9


fairness, 9


feedback, 14, 17


finance, financial, 8, 74


focus groups, 13


funding, 84


gender, 9


grants, 41


good practice, 7-8, 12, 84


guide, 5-10, 12-14, 16-17


HIV status, 9


homeowners, 6


honesty, 17


housing, 5-6, 8, 16


housing advice, 5-6


Housing advice and support service, 5, 41, 55-56


Housing Associations, 6-7, 12-13


Housing Benefit, 41, 71


Housing Market Renewal, 41, 63-66


housing need, 6


Housing Options Delivery, 67-70


housing services, 5-6, 8, 12, 14, 16, 41


Housing Service Development, 41, 45-47


Housing Standards Enforcement, 51-52


improve, improvements, 7-8, 41, 48-50, 84


incentive, 14


inclusive, 14


influence, influencing, 5, 8, 12, 16


information, 8, 14, 16, 24, 26, 98


informed, 5


investment, 41


involved, 5, 8, 12, 16, 73


involvement, 8, 14, 17, 24, 39-77


involving everyone, 24, 34


Irwell Valley, 6-7, 76, 89, 95


jargon, 10


landlord, 8, 12, 16-18, 20, 74-77


language, 9


learning, 8


leaseholder, 6, 74


lettings, 74


level, 8


licensing, 41, 53-54


lighting, 14


listen, listening, 17


loans, 6


local community, 16


local people, 8


Manchester Methodist, 6-7, 76, 88, 94


marital status, 9


measuring, 24, 36-37


meetings, 24, 29-30


minimum, 8


minority ethnic communities, 13


mission, 8


monitor, monitored, monitoring 14, 17, 24, 36-37, 81-82


National origin, 9


needs, 16-17


neighbourhood, 41, 73


Neighbourhood Planning, 41, 63-66


Network group, 84-85


New Prospect Housing Limited, 9-7, 13, 76, 89, 93


newsletters, 14


officers, 8, 12-14


older people, 13


openness, 17


opinions, 14


opportunities, 7-8, 12, 14, 39-77


organisations, 6-7, 9, 12-13, 16


partners, 9, 17


partnership, 7, 17


partnership working, 8, 12


Partners IN Salford gold standards, 97


Partners IN Salford good practice in community involvement project, 13


performance, 24, 36-37


physical support, 8


plain English, 10, 13-14


policies, 6, 9, 41, 42-44, 74


practices, 9


private, 6


private housing, 48-50, 100


private landlords, 41, 53-54


private properties, 41


private residents, 41


procedures, 9


progress, 17


promises, 8, 17, 81, 84


promote, promotion, 14, 17


properties, 6, 41


publicise, publicity, 14, 17


quality, 8


race, 9


recognition, 14


refuse collection, 14


religion, 9


renewal, 101


rent arrears, 74


rent collection, 74


rent-setting, 74


repair(s), 6, 14, 41, 48-50, 74, 76


resident(s), 5-8, 12-14, 17, 76


Resident Association(s), 7, 16, 22, 24, 33, 75


resident involvement, 7, 24, 31-32


resources, 17


respect, 9, 17


responsibilities, 16


review, reviewing, 14, 84


roads, 14


roles, 16


Salford, 5-6, 8, 41-42


Salford City Council, 6-7, 12, 41, 88, 93


Salford Community Network, 13


Salford First, 6


Salford Housing Partnership, 8, 13


Salford Tenants and Residents Federation (STAR), 6-7, 13, 16, 21, 96


Service(s) 5-9, 12, 16-17


service delivery, 9


service provider(s), 5, 8, 12, 16-18, 20


sexuality, 9


Sheltered housing services, 74


signed promise, 6


Space New Living, 6-7, 77, 89, 95


specialist housing, 14, 41


supported housing, 41


staff, 17-18


standards, 5, 8, 14, 24-37, 84


standards for involvement, 12, 24-25


statement of commitment, 7


strategies, 6, 41, 42-44


street scene, 14


steering group, 13-14


summary, 14


suppliers, 9


support, 8, 17, 24, 31-32, 74


Supporting People, 41, 60-62


surveys, 13


Tenancy management, 74


tenancy agreements, 74


tenant(s), 5-8, 12-13, 74


Tenant Association(s), 9, 16, 22, 24, 33, 75


Tenant Participation Advisory Service, 13, 90


time, 5, 14, 75


training, 17


unfair, 9


unlawful discrimination, 9


valued, 14


valuing diversity, 9


vision, 8


volunteers, 9


vulnerable people, 14


William Sutton, 6-7, 77, 89, 95-96


young people, 13


Actions we are planning to improve how we deal with complaints and disputes. 



Working towards developing a standard that will ensure that mediation and arbitration services can be bought in for unresolved or serious cases of dispute.







See Action Plan on page 86 for further details.







This guide tells you how YOU can influence housing services in Salford.







How residents influenced the Council’s Housing Advice and Support Service.







Residents told the Council’s housing advice and support service that they were dissatisfied with the length of time they had to wait for an appointment.  







As a result appointments were scrapped, and the service is now run on a drop-in basis with a guarantee that you will be seen that day.  







Residents are now much happier but this probably would not have happened if they hadn’t got involved and said what the problems were.











I got involved because we were experiencing problems on the estate from people not from the area. We decided to form a residents association to amalgamate our voices into one stronger voice. Through the residents group we have found that there is help out there and it has made a difference to our community. Although the problems have diminished the group continues to work towards a better community.- Beryl Hawke Albert Park Tenants Assoc.



















I want to be kept informed































Lower Broughton steering group have influenced the agreed masterplan for the redevelopment of the area.











A group of young homeless people in receipt of housing related support got together to produce a DVD called “Don’t be alone and homeless in Salford”.  These young people are now continuing to work with the Supporting People Team to develop a peer-mentoring scheme in schools and youth centres – and idea which came from the young people themselves.











Residents at the affordable warmth launch event came up with the idea of including training on how to switch fuel companies using the website as part of some IT courses which are provided for older people in Salford– this idea is to be adopted.











Service users who completed exit questionnaires said they were dissatisfied with the length of time they had to wait for an appointment.  This led to appointments being scrapped.  The service is now run on a drop-in basis with a guarantee that you will be seen that day. 











Community Committee members influenced the decision made about which areas in Salford were chosen for the selective landlord licensing scheme – in these areas all private landlords must be licensed (in other areas only private landlords managing properties in multiple occupation, where more than one household lives, must be licensed).











I want to give my views































Actions we are planning to improve support for resident involvement







Look at having a budget for resident involvement in Salford which all the signatories to this guide would pay into and which could be used to fund ongoing commitments and actions in this guide.



Explore the costs and benefits of developing a core training programme for tenant and resident representatives in partnership with the organisations signed up to this guide.







See Action Plan on page 86 for further details.







Actions we are taking to improve how we hold and arrange meetings



Developing a staff toolkit for consultation and involvement which will include guidance on holding and arranging meetings.







See Action Plan on page 86 for further details.







Actions we are taking to improve how we consult with you.



Reviewing how all the organisations signed up to this guide currently provide feedback to tenants and residents and making recommendations for improvement. 







See Action Plan on page 86 for further details.







Actions we are taking to improve how we provide you with information



Exploring the possibility of providing the guide in an audio-visual format, which if successful can be used for other publications.







See Action Plan on page 86 for further details.







Actions we are taking to improve how we involve you



Setting up a network group to raise standards and develop good practice in resident involvement



Developing new and improved opportunities for residents to influence the housing services which are provided by the Council.







See Action Plan on page 86 for further details.







Residents in the Derg Street area of Seedley and Langworthy requested the retention of 10 properties previously identified for clearance.  Following consultation the Partnership agreed this proposal and the properties are now included in the Homeswap scheme.
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Time Commitment







Actions we are taking to improve opportunities for everyone to become involved 



Setting up a network group to share good practice and develop ideas for new ways of involving people.



Exploring the possibility of developing a young person’s peer researcher scheme.



Researching and mapping existing work being done in Salford to involve harder to engage groups in housing and related services, with a view to working better together and sharing and using good practice.







See Action Plan on page 86 for further details























































Through consultation residents and service users were able to influence the priorities of our current housing strategy, “Making the future happen”.  























I want to be able to check services are right for all







I want to be involved in decisions about the service







I want to be kept informed







I want to give my views







I want to be able to check services are right for all







I want to be able to discuss my views











































I want to be involved with decisions  & check that services are right for all.







I want to be able to discuss my views







I want to be kept informed







I want to be kept informed







I want to be able to discuss my views







I want to be kept informed







I want to check services are right for all







I want to give my views







I want to be involved in decisions about the service



 







Actions we are planning to improve how we monitor and measure our performance. 



Establish baseline information for performance indicators



Review performance indicators to ensure they are measuring relevant outcomes.







See Action Plan on page 86 for further details.







Being a steering group member for the Pendleton Area Action Plan.







Being an active tenant representative keeps you well informed on local and national issues, and knowledge empowers residents to become involved in influencing the services that they receive, and in representing their communities’ views.







I applied to become a member of the Pendleton Area Action Plan steering group by filling in an application form stating what experience I had working within the community and what knowledge I had of housing in Salford and I was one of four residents selected. I believe that residents have a valuable contribution to make and know what the residents living in the area they represent want; I regularly attend The Pendleton Community Forum, where residents voice their views and I make sure those views are taken into account when recommendations and decisions are being made. I’m a great believer in; if you want to know what communities want, just ask them.



Monica Wilson



Pendleton Steering Group Member















I want to be involved with desicisons & check that services are right for all.







I want to be able to discuss my views







I want to give my views







I want to be kept informed







































Space New Living











Contact:







William Sutton











Contact: 0161 925 0318







I want to be involved in decisions about the service







New Prospect 



Tenant Participation Compact







Contact: 







Manchester Methodist











Contact: 01204 365711







Irwell Valley







Ear to the Ground







Contact:







Contour



Menu for involvement











Contact: 0845 602 1120







I want to be able to take action to deal with local issues







I want to be able to check services are right for all







I want to be able to discuss my views







I want to be able to give my views







Neighbourhood Management in Action:  Residents were unhappy about their local park so they talked to their Neighbourhood Management team.  The team invited council departments, local volunteers and the probation service to work together to clean up the park and rebuild play and recreation areas.  The Community Committee used its funds to pay for some of the work and to attract extra money.







I want to give my views







I want to be involved in decisions about the service







I want to be able to check services are right for all







I want to be able to discuss my views







Service users who told the council their concerns about the time taken to fill in forms for small disabled facilities grants led to the process being reviewed and changed.  Now applicants for small grants who need equipment rather than physical alterations can apply under Home Repairs assistance – this involves a shorter form, no means test and can be processed in half the time which makes it quicker and easier for everyone and means applicants are getting a better service.











Sheltered housing tenants were consulted about their accommodation as part of a review of sheltered housing - in three of the schemes the recommendations changed as a direct result of the consultation process.











Tenants told us that they wanted to keep local lettings as part of the new Choice Based Letting scheme.  This was included in the policy as a result. (See appendix 4 for more information on Choice Based Lettings in Salford)











I want to be kept informed







I want to give my views







I want to give my views







I want to be able to discuss my views







I want to be able to check services are right for all







I want to be involved in decisions about the service







I want to be kept informed







I want to be kept informed







I want to be able to discuss my views







I want to give my views







I want to be able to check services are right for all







I want to be involved in decisions about the service







I want to give my views







I want to be kept informed







I want to be able to discuss my views







I want to be able to check services are right for all







I want to be involved in decisions about the service







I want to be kept informed







I want to be involved in decisions about the service







I want to give my views







I want to be able to discuss my views																				







I want to be able to check services are right for all







I want to be involved in decisions about the service







I want to give my views







I want to be able to discuss my views







I want to be able to check services are right for all







Residents in Higher Broughton have influenced the design and specification for the new build “Homeswap” housing proposed for the area











Residents of Charlestown and Lower Kersal have been involved in a “peoples panel” who have been consulted on design, layout and public realm issues in relation to the former Kersal high school site development of new homes















� These standards have been built on Partners IN Salford Gold Standards which can be found in Appendix 2 on page 97. 



� Some of these standards are based on the Partners IN Salford Gold Standards for Consultation which all the signatories to this guide are committed to – see appendix 2 on page 97 for further details.



� This support is dependent on the organisation having access to resources to provide for your specific needs.  All the organisations signed up to this guide are committed to doing their best to find resources to enable everyone to get involved at whatever level they choose, and where resources cannot be immediately identified actions will be taken where possible to address this need either individually or in partnership with the other organisations signed up to this guide.







� The gold standards for community involvement have been developed by the Good Practice IN Community Involvement Project and endorsed by Partners IN Salford (Salford’s Local Strategic Partnership).











PAGE  

65



_1196511916



_1197881038.bin




