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1
Introduction

Keniston’s approach to service delivery is that those who come into contact with the Association have a contribution to the way in which the service is provided.  Keniston  is accountable to its residents and therefore has an obligation to involve them in areas of management which affect them.  The Association has an open information policy to assist in giving access to the way the Association works and how it performs.
2
Best Practice

(a)
Housing Corporation Publication ‘Involvement Policy for the Housing Association Sector’


Keniston has taken account of the advice in the Housing Corporation’s Publication ‘Involvement Policy for the housing association sector’.  The Association fully supports the following main issues raised in the publication:

· Involving residents is essential in providing a quality housing service


· It is important to work alongside residents to decide the best way of involving them


· There should be clear aims and objectives for involving residents in improving our services


· We should offer choice in respect of ways of getting involved.
(b)
Housing Corporation Circular 05/07 ‘Housing Corporation requirements in relation to resident involvement’


The Association is also committed to Housing Corporation Circular 05/07.  The main requirements are as follows:

· Housing Associations corporate objectives must include the approach to and plans for involving residents.

· A clear resident involvement statement needs to be produced which must be able to demonstrate how residents have been involved and the degree of their influence.

· The above statement must be reviewed using impact assessments which evidence how and the degree to which services have improved.

· All Housing Associations owning 250 units of social housing or more should have at least one resident board member on each board or committee with a service delivery remit.

(c)
Right to Manage

Keniston will support the Housing Corporation Tenant Empowerment Programme.




3
Defining Resident Participation

A definition which has been drawn up by taking account of residents’ views is:

“Resident participation is effective two way communication between Keniston 

and its residents which leads to agreed action”


4
Policy

In involving residents to develop the service and maintain a high level of accountability, Keniston will do the following:

· Provide full and clear and up to date information about the terms of tenancy or lease, residents’ rights and the Association’s policies

· Make other information openly available except where it compromises confidentiality

· Carry out surveys to find out what residents think about a range of subjects including specific proposals for estate management and general attitudes about being a Keniston resident

· Publish annual information about performance

· Hold regular meetings with residents at each estate to discuss current issues and the level of services paid for by service charges

· Hold estate walkabouts with residents

· Publish a regular residents’ newsletter

· Involve residents in the planning of major repairs, stock re-investment  or refurbishment of their homes

· With residents, develop ways of ensuring that their views can be effectively channelled into the decision making process of the Association

· Provide practical and financial assistance to emerging and formally constituted Residents’ Associations


· Provide up to three places on the Management Committee for  residents


· Training will be offered to residents involved in or considering Resident Involvement


· The Association will work with residents to seek the best ways of involving them.  In this context choice is important

· Hold special events with residents including Fun Days, Residents Conferences.  


· Produce annual resident involvement strategy.

· Undertake Annual Resident Involvement Impact Assessment.
5

Dealing with conflicts
Usually the association will want to take account of residents’ views.  There are however some circumstances that could arise which may lead to residents wanting the association to take action which it cannot do for legal, constitutional or regulatory reasons, or which the association does not want to because the residents wishes are against the purpose or objectives of the association.

In such situations, after consultation, the association will note the residents wishes and explain to those who have been consulted why it does not consider it can agree to them.  Decisions to take action against the wishes of residents must be approved by the Director.

Approved at the Management Committee meeting held on   18th June 2009 
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