Making your voice heard

This leaflet tells you about opportunities to make your voice heard.  It explains how we will keep you informed and consult you – and how you can get involved in decision-making

YOUR RIGHT TO BE CONSULTED

We welcome our responsibility to consult you.  At least twice a year we arrange meetings with residents at each housing estate.  You will be invited and are free to put items on the Agenda and take a full part in the meeting.  We will send you notes of the meeting within 3 weeks.

We must consult you if we wish to make changes to your Tenancy Agreement, your home or the way it is managed.  For example we will ask your views on:

· Changes in the service we provide.

· Service charges

· Major repairs, improvements or other changes to your home or estate.

How we consult you

We will:

· Tell you in writing about the proposal and invite your views.

· Normally allow you four weeks to give us your views.

· Make sure the issue is discussed at the regular meetings held between Keniston and its residents.

· Invite comment from representative resident’s associations.

· If necessary, convene a further meeting to give all residents concerned the chance to express their views.

We may well alter the proposal in the light of the resident’s comments but will not consult you again unless there are substantial changes.  This helps avoid endless re-runs of consultation.  We will tell you the outcome and the reasons for our final decision.

If we are proposing major or planned works to your home, we will discuss the proposals with you first and consult you at all stages - unless the work is very urgent.  In an emergency we have to reserve the right to take action without prior notice (see your handbook leaflet:  Repairs and Maintenance).

GETTING INVOLVED

Keniston is developing opportunities for residents to take part in the organisation and influence decisions.  We see this as the key to providing the service residents want.

Through Resident’s Associations

We consult representative residents associations on matters affecting their members and attend meetings when invited.  If you and your neighbours wish to form a residents association we will be glad to help.  We can advise on a constitution, offer practical help e.g. with printing, and make a small grant towards setting up costs.

Through Keniston News

You are welcome to get involved in the production of Keniston News and to send in items for publication.

Through Estate Walkabouts

These are held on most estates approximately six monthly.  Residents and Keniston staff walk round the estate.  Issues are identified and suggestions for improving the environment on the estate are made.  It is also a good opportunity for us to check the level of the services provided, such as cleaning and gardening.

Through surveys

Surveys are undertaken every two years asking for feedback on the standard of the individual services paid for from the service charges (such as cleaning, gardening and communal lighting).  We also survey residents after major or planned repairs works have been completed.  The Association carries out a full survey of its residents every three years.

It may seem like we frequently ask for you to complete surveys but please don’t ignore them – the information is really important to us in developing the service. 

MAKING A COMPLAINT
Please tell us if you have any complaints about poor service or unfair treatment.  (See your handbook leaflet:  I Want To Make A Complaint). 
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YOUR RIGHTS TO INFORMATION
About Keniston

In addition to the information in your handbook we keep you up to date through Keniston News, the Association’s newsletter produced three times a year, and through regular meetings at your estate.

Each year we will also send you a report showing what we have done and how we have performed against the standards and targets we set ourselves.  You can ask to see our Policies and audited Annual Accounts free of charge at any time.

Your Housing Officer will be happy to answer any other queries you have about Keniston Housing Association.
About yourself

You are welcome to see any records we hold about you and check they are correct.  The only exception is written information given in confidence by someone outside the Association (we will tell you if we hold any such record).

If you want to see your records please give us at least 48 hours notice.  A staff member must be present when you make your inspection.

Your records are confidential.  We will only release information in the very limited circumstances set out in our Confidentiality Policy.  We will be happy to give you a copy of this policy.

If you would like a translation of any of our leaflets into a foreign language, please let us know.

Keniston is committed to equal opportunities in employment and service delivery.
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