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REPORT OF THE STRATEGIC DIRECTOR OF HOUSING AND PLANNING 



TO THE LEAD MEMBER FOR HOUSING SERVICES

ON 

9th June 2005



TITLE:  Customer Involvement Compact Review


RECOMMENDATIONS: 

That the Lead Member for housing 

(i) notes the contents of this report and 

(ii) supports the development of this innovative customer compact review


EXECUTIVE SUMMARY: 

The current Tenant Compact for customer involvement is due for review.  In light of recent Government guidance, the stock options process and the fact that the Council’s enabling role services customers of all tenures and not just council tenants, it is proposed that a joined up, cross-tenure approach is used to undertake the review.

The intention is for the revised compact to be launched in February 2006 and to run from 2006-09 in line with the updated Housing Strategy for Salford.  It will consist of a package of easy to use documents which can be used by customers of all tenures to establish how they can become involved in influencing housing and housing-related services in Salford.  In effect, the review will be ‘owned’ by Salford’s Housing Partnership.

The review will build on previous consultation work used to gather views and analyse gaps on the existing compact on tenant compacts.  It will include analysis on how customers can be more effectively engaged in areas such as neighbourhood planning and housing market renewal activity.  New and emerging activity will be considered, such as neighbourhood management, changes in management, choice based lettings and My Home IN Salford.  

It is suggested that a cross-tenure partnership approach represents an innovative and effective way forward for undertaking the review and it is therefore proposed that we bring in other landlords and service providers to help steer and deliver the review as well as advisors from Partners IN Salford and an independent tenant advisor.  

It is proposed that the Housing Partnership would have overall responsibility for ensuring the review is delivered, with approvals also being sought from the Lead Member for Housing, Cabinet, the Peoples Forum and the Boards of New Prospect Housing Limited (NPHL) and our partner Registered Social Landlords (RSLs).

A steering group made up of customer and councillor representatives will be set up to help develop and oversee the plans for delivering the review and producing the revised compact.  This will work under the guidance of the Housing Partnership and act as champion for the new customer compact.  

An officer group will be tasked with carrying out the review and producing the revised compact by ensuring that all the necessary actions are undertaken and by reporting to the appropriate bodies.  This group will include officers from the council, NPHL, our partner RSLs, CVS and Partners IN Salford’s Good Practice in Community Involvement project.  

The Independent Tenant Advisor (ITA) will be support the process by providing advice and guidance on the review and the final product.  

The resources needed to deliver a future compact will be identified as part of the review process. 

Completion and launch of the revised compact in February 2006 will tie in with the new Housing Strategy 2006-9.  

It is proposed that the review will follow the timescales below:

Approvals sought to proceed with review 
 May – June 2005

Analysis and consultation work 


May - September 2005

Completion of draft 




November 2005

Approvals sought for draft  


December 2005

Materials designed and printed  


January 2006

Compact review complete and launched

 February 2006


BACKGROUND DOCUMENTS: 
National Framework for Tenant Participation Compacts, ODPM, March 2005

Tenant Compact for Customer Involvement, SCC, NPHL, Peoples Forum

Best Value Review of Tenant Participation, 2003


ASSESSMENT OF RISK: Low – Medium.  

The review needs to be undertaken to update the tenant compact. The involvement of customers will impact on future assessments of performance and therefore the ability to procure future investment for council housing stock and services.   

Moving to a cross-tenure compact will enable a move towards more effective engagement with all customers and therefore increase the likelihood of achieving an excellent rating when measured against the Audit Commission’s Strategy and Enabling Key Lines of Enquiry and in other best value assessments.       

	


SOURCE OF FUNDING: Housing Revenue Account

	


COMMENTS OF THE STRATEGIC DIRECTOR OF CUSTOMER AND SUPPORT SERVICES (or his representative):

LEGAL IMPLICATIONS

None



FINANCIAL IMPLICATIONS 
It is anticipated that the combined costs of initially involving customers and producing, promoting and launching the Compact document itself would cost approximately £ 20,000.  Once structures and arrangements for delivering the compact have been identified an assessment of resources will be defined and we will explore and define financial contributions from the HRA, the General Fund and partner resources.  

Advice taken from Nigel Dickens, Principal Group Accountant.

PROPERTY: 




HUMAN RESOURCES: 

	


CONTACT OFFICER : Helen McColl x8776


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


KEY COUNCIL POLICIES: 

Communication and tenant empowerment strategy


 DETAILS

1.0 Background

1.1
The current Tenant Compact for Customer Involvement, which is a jointly negotiated agreement between service users, Salford City Council and New Prospect Housing Limited (NPHL), is due for review.  The compact is the council’s document but is delivered on the council’s behalf by NPHL.

1.2 The Office of the Deputy Prime Minister (ODPM) has produced a revised version of the ‘National Framework for Tenant Participation Compacts’ which was released in March 2005.  This guidance, whilst reaffirming that compacts are designed to build on the council landlord / tenant relationship, does say that “it makes sense to involve other stakeholders where wider estate issues, such as liveability, are involved or where stakeholders agree a common approach to housing issues across the tenures”.  It also states that where there is a change in management of the housing stock the council will be expected “to ensure that there is effective tenant involvement at all levels of the new organisation”.  

1.3 In light of government guidance, the stock options process which could result in different forms of management of some of the council’s housing stock, and the fact that the Council’s enabling role serves customers of all tenures and not just council tenants, it is proposed that a joined-up, cross-tenure, partnership approach to the review of the tenant compact is undertaken.  

2.0 Proposals for the review and the revised compact 

2.1
It is proposed that the revised compact be launched in February 2006 to run from 2006-09 in line with the updated Housing Strategy for Salford. 

2.2
It is proposed that the new compact is a customer compact and consists of a package of documents that:

· Are capable of being used by customers of all tenures who access and utilise housing and housing-related services in Salford

· Include both a detailed handbook with an action plan for use by professionals and residents associations, and a simple guide that can be used by all customers to establish ‘at a glance’ how they can become involved

· Explain how customers can become involved at whatever level they choose in influencing housing services, signposting them appropriately

· Provide clarity on the roles and relationships between customers, officers, councillors and board members in decision-making, addressing issues of accountability and responsibility   

· Offer user friendly guidance to both customers and staff on procedures for consultation, with specific guidance for vulnerable groups  

· Begin to address the barriers to involvement of those groups which are traditionally harder to involve, including disabled, minority ethnic communities, young people

· Comply with, and incorporate, the Gold Standards for Community Involvement issued by the Partners IN Salford Good Practice in Community Involvement Project

· Can be closely monitored and reviewed, with respect to their content, outcomes and use by staff and customers

2.2 The review will build on previous consultation work carried out by NPHL’s tenant participation team in partnership with the People Forum to gather views on the structure and format of the existing compact.  It will include actions to map out customer profiles, analyse gaps in involvement mechanisms, carry out research in to best practice, and consult with customers on what they want from and for a compact.

2.3 Existing information that is available for use in the review includes the:

· Current tenant compact for customer involvement

· Tenant participation and empowerment strategy

· Best value review of tenant participation 2003 

· Results from phase 2 of the stock options process

· Status survey information

2.4
The review will need to include analysis on how customers can be more effectively engaged in the council’s enabling role, in particular neighbourhood planning and housing market renewal activity.  There is a need to identify new forms of consultation and to engage tenants and communities more effectively in these processes.  The compact could make guarantees to customers about the level of consultation and involvement in decision-making that they can expect in areas ranging from strategic investment decisions right through to local area action planning.   

2.6   
The review will also need to ensure that it links in appropriately with other new and emerging activity relating to or impacting on customer involvement in housing or related services.  These include:

· Neighbourhood management

· Choice Based Lettings

· My Home IN Salford

· Citizens Panel

· Emerging strategies on engaging BME and harder to reach customers, including older people and young people

3.0 Mechanisms for undertaking the review

3.1 A cross-tenure partnership approach represents an innovative and effective way forward for undertaking the review, which could be held up as a flagship approach and an example of good practice in the future.  It is therefore proposed that we bring in other landlords and housing service providers to help steer and deliver the review, as well as advisors from Partners IN Salford, Good Practice in Community Involvement and an independent tenant advisor.  

3.2
It is proposed that the Housing Partnership would have overall responsibility for ensuring that the review is delivered within the designated timescales and that the final product is ‘fit for purpose’.  In addition approvals for the final compact will need to be sought from:

· The Peoples Forum, and by implication all existing tenants and residents associations

· Lead Member for Housing and Cabinet 

· NPHL and partnering RSL Boards  

3.3 
An all member briefing will be organised at the start of the process to raise awareness about the compact and members role within it.  Following this members will be kept up to date via reports to scrutiny committee.  

3.4
The Peoples Forum will receive regular reports on progress and the final version of the compact will require their endorsement and sign-off before it is launched.

3.5 It is proposed that a steering group is set up to help develop and oversee the project plan.  This would be a task and finish group tasked with steering the process under the guidance of the Housing Partnership, and acting as champions for the new customer involvement compact.  Membership of this group would include representatives from 

· The People’s Forum (10 representatives, including 2 leaseholders, have already come together with a view to acting as a steering group for reviewing the tenant compact)

· Registered Social Landlords (nominated by our partner RSLs)

· Private tenants (nominated by the accredited landlords forum)

· Owner Occupiers (possibly the customer representatives from the Salford Housing Partnership)

· Councillors

· An independent tenant advisor

There is an opportunity to incorporate some existing members of the Housing Options Steering Group and elected members on the NPHL board into the above.

3.6 An officer group would be tasked with carrying out the process by ensuring that all actions in the project plan are undertaken, reporting to the appropriate bodies and linking in with the other initiatives outlined in 2.5 above.   Membership of this group would include representatives from:

· NPHL Tenant Participation

· Strategy and Planning, SCC

· Community Housing, SCC

· Housing Market Renewal, SCC

· Neighbourhood Managers, SCC

· Partners IN Salford, Good Practice in Community Involvement

· CVS

· Contour Housing Group

· Manchester Methodist Housing Group

· Accredited landlords

· An Independent Tenant Advisor (TPAS)

In addition representatives from marketing and communications, performance management and finance would be brought in on a consultative basis as and when required.

3.7 The Independent Tenant Advisor will have a role in both the steering and the working group.  We would tender for this position and would be looking for someone who will play an active role in developing the compact, supporting the process by providing advice and ideas on the design and content of the new compact as well as guiding us through the consultation and review process.

3.8 The resources needed to deliver a future compact will be identified as part of the review process.   Once structures and arrangements for delivering the compact have been identified an assessment of resources required will be made. In order to initially involve customers, produce, promote and launch the Compact document itself, it is anticipated that approximately £ 20,000 will be required.

3 Timescales for delivering the customer involvement compact

It is critical that the review takes into account the timescales for the stock options process with a view to ensuring the compact can be adopted as part of any change in management of the Council’s housing stock. 

4.1
The table below outlines the proposed timescales for delivering the customer involvement compact based on a launch date of February 2006.

	Area of work / task
	Who
	Date

	First working group meeting to define outline brief
	Working Group members
	6th May 05

(Monthly thereafter)

	Meeting with Peoples Forum Steering Group to propose widening involvement to reflect cross-tenure approach
	Marilyn Thornley
	26th May 05

	Obtain Lead Member approval for process
	John Rooney
	May / June 05

	Obtain approval from NPHL Board (and partner RSL Boards)
	Marilyn Thornley / RSL representatives on officer group
	May / June 05

	First Steering Group meeting to approve outline proposal and develop work plan
	Steering Group Members
	June 05

(Monthly thereafter)

	Research Best Practice
	Working Group
	April – June 05

	Map out customer profiles using existing sources
	Working Group
	April – June 05

	Map out existing / proposed customer involvement mechanisms
	Working group
	April – June 05

	Consult public on what they want for compact
	Working group
	August – September 05

	Assess resources required to deliver compact
	Working group with finance
	November 05

	Complete draft
	Working group
	November 05

	Get approval for draft
	Steering group

Lead member

Cabinet

NPHL Board

People Forum
	December 05

	Get materials designed and printed
	Working group with marketing and communications
	January 06

	Publicise launch
	Working group with marketing and communications
	January 06

	Compact Review Complete – new compact signed off, adopted and launched
	
	February 06


4 Recommendations

5.1
That the Lead member for housing notes the contents of this report.

5.2
That the Lead member for housing supports the development of the customer compact review as outlined in this report
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