Appendix two: LOTs summary with links to further information

	Organisation
	Overview of the LOT
	Main actions taken 

by provider
	Main outcomes of the LOT
	Where to learn more



	Allocations

	Bromford Group & Homezone
	To ensure that vulnerable applicants had the greatest possible access to the new UChoose choice based allocations process which is predominantly internet based.
	Anecdotal information was inconsistent with high satisfaction levels with vulnerable tenants. Bromford embarked on a programme to consult with vulnerable tenants in conjunction with advocacy and support agencies to unpick this and develop a more tailored service to tenants.
This consultation included email surveys, focus groups, one-to-one sessions and telephone interviews. Particularly targeted were people with learning disabilities, physical disabilities, mental health issues, young homeless people and elderly people. The project also informed the development of the customer influence group.
	· Easier to understand application and allocation process.
· Application toolkit in the form of a DVD and leaflet to explain the application and bidding process.
· More vulnerable applicants are now accessing the choice based letting system.
· Introduction of a new measure “would you recommend us to a friend?” as requested by tenants and applicants as a measure of satisfaction.
· Better recognition by Bromford staff of their tenants’ needs, rather than making assumptions about what these are.
	julie.walker@bromford.co.uk
https://www.uchoosehomes.co.uk/documents/customerservice.pdf
http://media.uchoosehomes.co.uk/video.htm

	Great Places
	The local offer is set around what applicants can expect when applying for housing with the CBL partners, with common application and processes, and a "no wrong door" policy. It ensures clear and consistent information is given and better prospects advice.
	Great Places opened dialogue with all housing providers in Oldham and built up trust in the choice based letting system. Joint consultations were held with tenants of multiple landlords to develop the local offer. Peacemaker, a local voluntary organisation which works to bring Oldham’s multi-racial community closer, were engaged to ensure involvement and consultation with BAME applicants.

As not all providers could deliver the full range of local offer services within the timescales, a “pack of cards” approach was developed to ensure each partner could deliver.

A set of consistent information and processes for allocations was agreed as part of the local offer to tenants and applicants.
	· More housing providers signed up to choice based letting scheme, meaning more properties available through this channel.
· More consistent information and advice given to applicants meaning fewer bids, freeing up staff time to provide advice and support.
· Shared processes and application forms to make applying simpler.
· “No wrong door” policy for applicants

· In development is an online calculator to give prospects advice to applicants. Planned introduction date April 2011.
	craig.daniel@greatplaces.org.uk
http://www.greatplaces.org.uk/OurOrganisation/PerformanceMatters/Documents/Local%20Standards%20Oct%20Local%20Area%20Forums.docx


	Halton Housing Trust
	Both an internal and a peer review of allocations revealed qualitative issues that were important to tenants, such as communication and information about housing options and prospects. The trust is also working with the local authority and registered provider partners to establish a choice based lettings scheme.
	Halton Housing Trust (HHT) developed a local offer around their allocations process outlining how applicants can apply for re-housing, with a more streamlined, easier to understand process with a single waiting list, application form and allocations policy across Halton. It also incorporates choices applicants have, the support they can receive and the quality of accommodation offered.
Customers were put in the driving seat, with both focus groups and a customer steering group.
	· Customer sign up and application information packs common for the partnership
· Customer interview at point of application where they receive help to complete the application form, and advice about housing options. This has resulted in a reduced number of application forms, customers being better equipped to make informed choices
· Tenancy sustainment assessments enabling customers and the Trust to identify any short term and ongoing support needs. This is anticipated to lead to a reduction in the number of tenancy failures
· Pool of customer inspectors and cross-partner customer scrutiny panel will measure performance of partners against the local offer
· Production of a new home leaflet to indicate what costs will be for living in your own home
	teresa.tierney@haltonhousing.org 


	ASB and Security

	Bolton at Home
	A common service standard for dealing with Anti Social Behaviour throughout the Bolton Community Homes Partnership which sets expectations for tenants in the Borough, regardless of who their social landlord is. This covers how to report an incident of ASB, what response times can be expected, keeping complainants updated and confidentiality of complainants.
	Input was sought from tenants through a number of mechanisms. These included surveys, Housing Service customer meetings and local events. Feedback was sought from customers who had complained about the service in the last 12 months, residents in identified ‘hot spots’ as well as members of the Bolton Affiliation of Tenants and Residents.

There were customer representatives on both the project board and project team to ensure a customer perspective. In addition a core customer steering group, which consisted of two representatives from Bolton at Home and each partner landlord, was responsible for developing the first set of draft standards. Members of the group were consulted on how they would like to be involved and kept up to date on the performance of the standards.


	· Greater level of customer involvement, better approach to how Bolton at Home ask their customers for feedback.
· Provision of 24 hour answer service for reporting ASB with plans to expand this to 24 hour call out.
· Greater clarity and accountability of service provision around ASB.
· Robust monitoring and reporting provision to ensure services are delivered at expected levels.
· Cross-tenure working has enabled sharing of knowledge and policy, and adoption of best practice.
· Approval of board to set up Customer Scrutiny Board to scrutinise performance against the local offer.
· The Council’s Community Safety Team developed and implemented ASB service standards in the private sector. These were developed alongside the pilot taking learning and good practice from the project. As a result, they developed a set of ASB standards which has ensured a consistent service across Bolton, benefiting customers especially where there are mixed tenure estates or areas of mixed tenure.
	Tracey.bailey@boltonathome.org.uk
http://www.boltonathome.org.uk/sites/DocumentCentre/Documents/Antisocial%20behaviour%20local%20offer.pdf


	Derwent & Solway
	A common local offer across three landlords in Workington. Universal performance measures have also been established to allow comparison between the landlords. Local offers were established for three standard areas: anti social behaviour; repairs and maintenance; and tenant choice and customer service. These were defined by tenants and placed an emphasis on delivery of excellent customer service, tailoring services to suit customers’ differing needs, getting it ‘right first time’ and keeping customers informed.
	A local offer customer panel was established, made up of tenants from each of the partner landlords with officer support to assist the process. Existing standards from the three organisations were scrutinised, and good practice was defined from a tenant perspective. This led to the customer panel identifying the draft local offers which they felt would ensure a consistently good service for customers in the trailblazer area, regardless of landlord.
Wider consultation was carried out with customer postal surveys and a series of newsletters, and through door knocking, community events, tenants’ and residents’ meetings, involvement of youth groups, and information on landlords’ websites. Staff and other agencies were also consulted. This ensured that the local offers were representative of local priorities. Once the local offers were agreed, a framework of acceptable performance targets and monitoring methods was established.
	· Training for tenants in E & D and mystery shopping. Mystery shopping is conducted on a peer review basis.
· Development of scrutiny panels and improving customer involvement frameworks. This will enable customers to have the opportunity and capacity to monitor, inspect and scrutinise performance and services, and recommend improvements.
· Tenants can now compare their own landlord’s performance against the other partners.
· Successful working with customers and partner organisations to develop and implement alternative monitoring mechanisms, to overcome differences in ICT systems, in order to measure performance in delivery of the service areas identified BY customers as most important to them.

· Strengthened joint working relationships of the organisations and customers.
· Launching the monitoring mechanisms for the pilot by the TSA deadline date.


	Mary.walker@harvesthousing.org.uk
http://www.harvesthousing.org.uk/content/1746/d-and-s-local-offers-trailblazer.aspx


 



	East Midlands
	The local offer sets out how East Midlands Housing Association (EMHA) and Foundation Housing Association (FHA) will work with the local community, what preventative measures they will take and how they will respond and deal with instances of ASB. It also includes how they will raise satisfaction with ASB services, monitor and review the local offer.
	Tenants have been involved with workshops for customer journey mapping, estate inspections, youth workshops with Streetvibe, attended the group's ASB conference, further training and workshops to develop the wording of the local offer and performance monitoring, tenant inspection training. Because of the large BAME tenant population in the locality, telephone survey were conducted in the native language.
	· Better engagement with customers.
· Increased satisfaction in ASB and neighbourhood.
· Stronger links with frontline partners, formed a joint action group and staff more engaged in local initiatives.
· More events for residents (including those aimed at young people) including Mash Up, environment days, DJing and an activity bus; sustained links with Residents Association; welcome letter from Residents Association for all new residents.
· Estate improvements e.g. walls and fencing repaired and renewed, road surfacing improved on entry roads.
· Case management approach to dealing with residents causing ASB, in partnership with police and housing associations.
· Improved gardening and landscaping services provided by contractors.
· Better methods of keeping residents informed, including joint landlord newsletters.
· Joint procurement of bespoke training for residents.
	policy&info@emha.org
http://www.emha.org/EMHA/AboutUs/News/3a3272f4-6b91-4293-b6ca-d5beaa61d7b2.htm


	LB Hounslow
	To determine best practice in dealing with antisocial behaviour, and adopt a preferred “Hounslow” standard.


	All the landlords involved in the Pilot Project (Safer in Hounslow) have different antisocial behaviour policies. These policies have been collated, and one aspect of the project, is to carry out a comparative study of the policies and procedures adopted by the different landlords.

Hounslow Council’s place survey and tracker survey had identified a number of ASB and safety concerns of their residents. A tenant reference group was established to set the draft local offer and 350 tenants were surveyed for their views.
A project board with representatives from each partner organisation was set up to develop and agree the local offer, with the emphasis on positive aspects of living in a community and making people feel safer a priority.
	· Skills development of the tenant reference group members.
· Improving partnership working has been a key success – relationships are stronger and the way the ALMO works with RSLs has improved.
· Partners are now sharing data (with police and social care providers). There is good quality data from landlords, police and social care providers which can be put to greater use collectively.
· Sharing knowledge and opening dialogue around housing needs, e.g. Hounslow Homes (ALMO) have estate wardens which have been successful and other landlords in Hounslow are now looking at the business case for this.
	joseph.dance@hounslow.gov.uk 

Barbara.perry@hounslow.gov.uk


	Neighbourhood and Estate Management

	Midland Heart
	The key areas for the local offer are around keeping the neighbourhood clean, making tenants feel safe in their neighbourhood and maintaining communal areas. The local offer also includes a glossary so that tenants understand what constitutes offensive graffiti, for example.
	Midland Heart consulted face to face with 2,000 tenants through events including Christmas parties and five carnival days, which enabled discussions around the local offers to be developed. Further consultation took place with 715 tenants (face to face and telephone interviews) to shape the local offer, and a customer steering group was established.

Midland Heart also worked with their contractor for communal services who were prepared to vary service specification in line with local needs and aspirations.
	· Midland Heat developed a process model that could be followed for setting all local offers
· Better communication with customers led to better understanding of their needs
· Changes to performance reporting, tailored to what customers want to see. There is now targeted exception reporting: for example, if a neighbourhood is rated as bronze (not acceptable) it is displayed in communal areas and all affected customers are informed with an explanation of how things will be put right
· Satisfaction with communal services has increased by 15% in nine months
· Face to face engagement with tenants has become the mainstream as Midland Heart has seen real benefits from this type of engagement.
	david.taylor@midlandheart.org.uk
gareth.hopkins@midlandheart.org.uk
http://www.midlandheart.org.uk/default.aspx?id=408372


	Norfolk RSLs Alliance
	The local offer takes the form of a Charter. It is a voluntary agreement between the (whole) community and organisations that provide services to the residents and businesses. All the organisations that have made a pledge to this charter are committed to creating a clean, safe and green environment in Terrington St Clement so that both residents and visitors can enjoy the quality of life that can be achieved in a beautiful rural community.
	Norfolk RSLs Alliance worked with organisations in Terrington St Clement including the Parish Council, King’s Lynn and West Norfolk Borough Council, Norfolk County Council, Norfolk Constabulary, Norfolk Fire and Rescue Service, with the establishment of a steering group at senior level. Satisfaction levels were measured for the whole community to get local indicator of where there were issues. Residents were also actively involved in agreeing the local standards through focus groups, surveys, drop in sessions and participating in the stakeholder’s workshops. 
	· Clear identification of who is responsible for what in the local community and residents are able to hold service providers to account.
· Multi agency inspections (led by one landlord) now take place, and involve tenants. All issues raised, action owners and updates are recorded on the neighbourhood action plan. The plan is displayed on the community notice boards.
· There is a newly established scrutiny panel who set graduated performance targets for improvement based on local priorities.
· There is now joint procurement and better allocation of estate management tasks between the landlords.
· There has been significant growth in social capital. Residents participated in the pilot, feel listened to and they know who to hold account for services in their community.
· Small but significant environmental improvements were asked for by residents and have been rolled out.
	http://www.circleanglia.org/wherry/news-and-publications/publications/wherry-residents-review,332,LA.html


	Thrive Homes
	A shared set of service standards in the neighbourhood and estate management standard area on Boundary Way. 
	Following a drop in event, two surveys and discussions with the Boundary Way Action Group, the Project Group reviewed residents’ views. A revised set of service standards for neighbourhood services was developed and sent out to all residents on the estate for final comment. 

Residents were invited to complete a short survey advising Thrive whether they agreed with the standards and to post them in a special post box located in the shop at the centre of the estate. In addition three days of door knocking took place to gather feedback from the residents.

The standards were finalised in March 2010 and were sent to all residents, as well as being displayed on all the notice boards in flat blocks and in the Community Hall.
	· Increased levels of partnership working between Thrive Homes and Watford Community Housing Trust, leading to tangible outcomes, such as the provision of dog bins on the estate
· Increased engagement with stakeholders e.g. council shown in a recent well-attended community fun-day where many more stakeholders were involved compared to previous occasions
· Increased levels of community-spirit and positivity from residents (anecdotally recorded)
	Sarah.north@thrivehomes.org.uk


	Town & Country HG
	A new resident driven approach to neighbourhood management and renewal that will deliver quality local services without demanding additional mainstream RSL resources.
	Re-tendered communal cleaning contract. The new contracts were to be ‘local’ and in bite size blocks. it trained 25 residents to help shape its local offer. The offer sets out service standards that residents can expect for cleaning and caretaking and grounds maintenance. It has been about negotiating with the contractors, keeping the local volunteers engaged, and developing and producing the Neighbourhood Charter. Town and Country have tightened up their inspection process and looked at feedback loop.
	· A Neighbourhood Charter which residents have led on and which states how local people want residents to behave, especially relating to the environment
· Local service standards on cleaning and the development of a social enterprise approach
· Local service standards on grounds maintenance and a ‘reduction in dog dirt campaign’ including the dog training courses
· Local co-operation with a wide range of partner agencies
· The involvement of local people in all aspects of the project including the Block and Street champions and gardening schemes
· Work to improve the ‘wider’ image of Sherwood through a PR campaign
	jackie.sumner@tchg.org.uk
http://www.tchg.org.uk/documents/TSA%20Sherwood%20SS.pdf


	Quality of Accommodation

	Bristol Housing Partnership
	This trailblazer aims to create a common standard for disabled adaptations across Bristol. Bristol Housing Partnership working with 13 housing associations has agreed a framework for publicity to tenants, a common structure for the use of housing association resources for both major and minor adaptation works, and a common approach to assessing quality.
	A Steering Group guided the project throughout. One of the members, Knightstone HA, had already carried out tenant consultation on adaptations – the results of which were drawn on to develop the standard. In addition, the other HAs on the steering group interviewed tenants going through, or having completed, the adaptation process.

The City Council Home Adaptations Service was very helpful – both in discussions about what should be included in the standard and in providing data on the findings of customer satisfaction surveys, a database of DFGs (Disabled Facilities Grants) for HA tenants, and the results of a survey of HA adaptation budgets.

An independent consultant was appointed to project manage and liaise between the organisations. This independence was very important to give weight to the needs of tenants and to balance the requirements of HAs and the City Council – especially over the issues such as funding, access to OT services, and communication between the organisations.

	· High degree of consistency to dealing with adaptations across the city.
· Increased funding – providers agreed to 50:50 funding for adaptations from £2.5k-£10k and 100% provider funding for works under £2.5k.
· Speed of delivery good and getting better.
· Raised awareness among HAs of adaptation issues. 
· Improved relationships between housing partnership and associations.
· Setting up a resident scrutiny group from pool of adaptation users in the city.
· ‘Adaptations Advocates’ are being appointed to ensure that residents have a point of contact in each association for any enquiries about adaptations and who can provide practical help and advice if necessary. The advocacy role is being extended by some associations. They are collating and submitting the paperwork to the local authority within a landlord grant application, rather than a tenant application, and hence assuming more of the responsibility for liaising with the local authority on their residents behalf.
	david.greenhalgh@knightstone.co.uk 

	Northwards Housing 
	Northwards aimed to improve the management and communication with tenants of its home improvement contracts. It targeted younger members and members from under-represented groups; for example BAME communities and disabled people. Northwards have piloted tenant membership of project working groups on three improvement contracts across Manchester in quite diverse areas.
	Northwards facilitated a tenant steering group for the pilot, which specifically included tenants from under-represented groups. Tenants from the project delivery area are invited to join the project team which delivers the home improvements. Tenants act as advocates or middle-men for the ALMO, helping to gain access to properties, feeding back on the progress of contracts, setting the standard for the quality of finishes, monitoring that quality in individual properties and helping to explain Northwards’ approach to other tenants both at the planning stage of contracts and to help gain access to properties
	· This has helped to set realistic expectations for tenants receiving the works (what will and will not be done, explain why certain works will not be done, and explain how the works will impact on daily life from a tenant’s point of view). Refusal rates are less than 1% for the piloted contracts (compared to 8% for the remaining stock), with greater tenant satisfaction.
· Active tenants can dip in and out depending on their time commitments. Much better communication with tenants with tailored information on a household level.
· Greater engagement with the wider community e.g. discussing the future of communities and the detail of works with local schools.
· Much better relationships with tenants and a better understanding of what tenants want from improvement contracts. Northwards now supply each tenant with a tailored calendar showing what will happen and when at each stage of the contract.
	p.maidment@northwardshousing.co.uk
http://www.northwardshousing.co.uk/nwimprovements/ (go to section called ‘engaging tenants’)


	Spire Homes
	Developed a local offer that tenants can expect on moving into a new home. The re-let standard features 12 promises, such as a decorating scheme, an incentive for tenants moving out to leave their home in good condition, random inspections by tenants of properties ready for re-let and clear information.
	Used a robust and varied customer involvement framework as part of this project. Spire worked closely with TPAS to ensure customers were not only at the heart of developing their new re-let local standard, but also had the relevant skills to help develop local standards in the future. The resident inspector team undertook the consultative work as part of their role. Tenant representatives also sat on the steering group and were therefore involved fully in the decision making process.
	· Have a fully trained team of Resident Inspectors who can undertake future inspections for us.
· Did not have resident inspectors before the local offer project. 
· Got TPAS involved in the training, a good budget and a mentor from a member of the Tenant Involvement Team.
· A steering group was set up to monitor the progress and performance.
	sam.horne@longhurst-group.org.uk
http://www.spire-homes.org.uk/pdf/Relet%20Standard%20Leaflet.pdf


	Sustainable Homes Ltd
	The local standard is to ensure specific energy efficient measures are in place in twenty properties.
	A survey was carried out on the standards that affordable housing providers are using to adapt to and mitigate climate change. Further information was collected on the methods used to inform residents of lifestyles that are mitigating and adapting to climate change. 
	· Residents have had input on a standard developed for improvements. Residents appreciated having input and knowing their input was taken forward.
· It must be noted that Hastoe is not taking forward the local offer as originally intended. Improvements are not as significant as expected. More resources are required in order to undertake improvements that result in significant energy efficiency savings.
	 andrew@sustainablehomes.co.uk
http://green.sustainablehomes.co.uk/blog/bid/50631/Sustainable-Homes-delivers-energy-efficiency-works-to-20-Hastoe-homes


	Repairs and Maintenance

	Bemerton Villages
	BVMO have been working with their tenants to develop a more resident-led approach to repairs.
	After reviewing the repairs service with staff, new standards were drafted. They were then presented at a board meeting. The service subcommittee discussed the standard and the new resident feedback sheet and version two of the standard was drafted ahead of a consultation event early in 2010.
	· They now have agreed local standards that have been clearly communicated to their tenants. They have taken on new services (lift maintenance). There is still work to do but BVMO is aiming for greater transparency and clearer communication. This has been partway achieved through new feedback sheet and services sub committee.
	bemertonvillages@btconnect.com

	Calico Housing Ltd
	Re-appraising the end-to-end process of responsive repairs and developing a customer-focused service that truly has the customer at its heart.
	Calico wanted to explore how well regarded their repairs service was. Their customers indicated where they would like choice. The concept of guaranteeing a quality standard and enabling local variation on top is consistent with the TSA approach to standards. Charging for better quality repairs, consistency across stock/customer group and two-tier approaches appeared to be something that Calico customers wanted them to consider. Focus groups suggested that they link this interest with pride and the concept of wanting to enjoy their home.
	· An increased level of customer involvement – nearly 1/5 of their customer base have been involved 
· Using students from the local college. to survey tenants. This was cost effective and increased publicity of Calico to potential tenants. 
· Good steering group in place, which included customers, staff and partners
· Staff and tenant support for the project has been strong from early on with no resistance being experienced.
	hblackey@calico.org.uk
http://www.calico.org.uk/files/ART38_Annual%20report%202010-11.pdf


	Hanover
	Nearly all of Hanover’s 632 estates (spread over around 190 LAs) have developed a local agreement. These agreements summarise the range of existing services received by residents, and help to facilitate decisions about local services.
	Local agreements were introduced on estates as Hanover wanted tenants to have as much choice as possible, as well as clarity of the services which are provided and those which aren’t.

It is Hanover’s view that by getting residents used to involvement in selecting contractors, monitoring performance and agreeing expenditure commitments they will become more confident about becoming involved in other elements of local service delivery. 
	· Hanover has listened to residents who voiced their concerns.
· Estate Managers have recognised local agreements as useful tools to engage with residents.
· Residents who want to be involved have recognised the potential use of the agreements.
· The recording of decisions made is a useful reminder to existing residents of the matters agreed so far (and the service they can expect to receive).
· Prospective applicants will find that Local Agreements have proven useful in allowing an insight into the estate before they move in.
	http://www.hanover.org.uk/supporting-services/customer-service/getting-involved/?searchterm=agreement


	LB Croydon
	To review the existing repairs service by ensuring that tenants are involved in setting the standards and monitoring service delivery.
	Croydon worked in partnership with their repair partners and tenants to provide an excellent service and involve tenants in setting standards and monitoring the service. Also we wish to develop an agreement between tenants, the council and our repair contractors about the way the repair contractors will involve tenants in the delivery and monitoring of the service. 
Consulted with tenants on their responsive repairs service and produced a ‘you said, we did’ in response to their detailed feedback.
	· Focused opportunity to consult and listen to what Croydon’s tenant’s views were on their responsive repairs service.
· Opportunity to look at good practice in other providers and to pick up on good ideas.
· When finalised, the offer will provide tenants with a clearer overview of the Home service that the department has on offer in a single document and a clearer statement of the level of service that they can expect and challenge if they do not receive it.
· Tenants will have more opportunity to question and influence the outcomes in any cases of under performance.
	nigel.sutton@croydon.gov.uk


	West Kent HA
	“Working together for a better home” is a holistic standard that covers all aspects of the TSA Home standard. In practice ‘repairs and maintenance’ were not able to be treated in isolation, as planned works and improvements are fully integrated with repairs in West Kent’s asset management strategy and are delivered by the same contractors and in-house direct labour.
	Two questionnaires were sent to residents to gain feedback on services including adequacy of choice, demand for additional choices (e.g. weekend appointments), willingness to pay for additional choices, specification levels for different elements of the home. Largely this reinforced much of the work already being done by West Kent (WK), but also led to the introduction of the Housing Plus service. Here tenants can buy in additional services (e.g. replacement of fittings before they have reached the end of their lifetime, gardening services, internal decoration) 
	· Greater choices for tenants, including choice of paint colours, additional kitchen cupboard door styles, more choices of worktop finishes.
· The offer is part of a two-way agreement between provider and tenant. For example WK pay £20 for a missed appointment, but tenants are also expected to pay the same amount if they miss an appointment.
· Wider knowledge of, and greater tenant buy in, to WK policies.
· Have introduced “right first time” and define this as jobs done in one visit. Some jobs would never meet this target e.g. boiler replacements or double glazing window replacement. Modest target of 80% was set, but have achieved 86% (although WK acknowledge the sample is too small for this to be statistically reliable).
· Changed working hours of repairs staff and when things will get done. Evening and weekend repairs are now offered for free.
	http://www.westkent.org/Home/Search-results?searchtext=home+standard&searchmode=allwords


	Tenant Choice and Customer Service

	Chapter 1 (t/a Christian Alliance HA)
	Over the 12 months before the trailblazer it had become apparent to Chapter 1 that there was a need to have a clearer definition of good customer service within the organisation and a set of standards to accompany them.

Local Offers were set on an individual basis for the five schemes taking part in the trailblazer, although most focused on house rules and staff management and communication of them.
	Chapter 1 held initial meetings with residents and staff at the schemes to explain what the local offer was, and how both residents and staff could be involved and make a contribution. Feedback was not constrained to short meetings, but methods of capturing input included graffiti walls, scrapbooks and photo walls, and was designed to be non-confrontational.

The wording of the local offer was developed by the residents themselves, in language which was meaningful to them. The residents initially struggled to think beyond typical measures for monitoring performance. A guide was created that advised projects on how to think more creatively and the facilitation teams worked closely with staff and residents helping them to think about what they wanted to achieve with their performance monitoring. Some creativity was achieved with performance monitoring and new methods were identified.
	· Tenant inspectors, trained by TPAS, both from and outside of the participating schemes are working together to monitor and scrutinise performance. This will help disseminate the local offer across the organisation, share learning and aid the roll out of local offers across Chapter 1.
· Softer, more emotive satisfaction measures have been developed. These are more meaningful and creative (such as photo boards, red cards, love hearts/broken hearts and smiley faces) than traditional satisfaction measures.
· Improved understanding of tenants’ customer service needs and the processes for managing and meeting them (e.g. approachability of staff).
· Improved communication with tenants, both in terms of staff really listening to what tenants want and the way staff give information to tenants. This includes for example action plans and text messaging rather than memos.
	richardc@ch1.org.uk 

	Endeavour HA 
	In January 2009 Endeavour worked with supported housing tenants to develop a set of local service standards relating to customer care. It had become clear that tenants would like us to build upon these. Originally setting out to develop a tenant choice and customer service local offer, Endeavour have developed local offers across five standard areas.
	Endeavour were very aware that the involvement process for vulnerable tenants was very complex and were keen to pilot new ways of ensuring that the voices of vulnerable tenants were heard and that local offers were developed meet their particular needs. Endeavour consulted with residents through consultation events at a number of their schemes, and the established steering group took the remit of “holding and shaping” the process. Facilitators were engaged to run some capacity building sessions with tenants.
Endeavour worked with existing contractors to resolve issues which were the cause of dissatisfaction with vulnerable tenants.


	· Residents carry out service performance audits which ensure corrective actions have been put in place where performance has not met expectations. They are also involved in staff recruitment.
· Resident involvement has become embedded Endeavour’s culture. Tenants are much more involved, informed and holding Endeavour accountable.
· Improved and sustainable resident involvement training introduced through a train the trainer programme including capacity building, team building, confidence building, report writing and public speaking. Training can be tailored to the specific needs of tenants as well as being more cost effective.
· Repairs contractors now have flagged up on their worksheet that they are attending a supported housing scheme and can adapt their working practices to accommodate tenants’ needs where possible (e.g. allowing longer for the door to be answered).
	diane.cosstick@endeavourha.co.uk
http://www.endeavourha.co.uk/force-download.php?filename=./downloads/cssfiles/Supported_Housing_Service_Standard_2010.pdf

	LB Lewisham
	The protection and safety of children and vulnerable adults is everyone's responsibility and in the wake of the unfortunate deaths of Victoria Climbie and Baby P, a greater focus has been placed on Local Authorities and their safeguarding role towards children, families and vulnerable adults.

The development of Lewisham's Housing Safeguarding Agreement did not directly emanate from tenants but as a direct response to a number of serious case reviews that the Council heard and the role that housing played in those cases but more importantly to the wider safeguarding agenda.
	The nine main housing providers working in Lewisham came together to develop and sign up to the Housing Safeguarding Agreement. The RSLs involved in the project own more than 80% of the RSL stock in Lewisham.

Other Lewisham Council departments were also involved in the project including strategic, housing needs service, children’s and adult social care.

A vulnerable tenants’ survey was conducted together with a desktop review of existing policies and procedures.

Safeguarding training was provided to enable housing officers and contractor staff who come into daily contact with vulnerable tenants to identify signs of neglect and risk and to know who to raise their concerns with.

A common reporting system was also developed, which includes data on rent arrears, voids, repairs and customer satisfaction.
	· The project has brought together two training strands into one programme which means more efficient use of office time and being more cost effective for the Council.
· There is a more consistent understanding of the Council's referral processes into statutory services.
· Social Services staff time is freed up as providers will have a better understanding of safeguarding issues, what measures they can put in place before a referral is required.
· Housing staff can and should play a crucial role in preventing neglect and abuse. Housing management staff, repairs contractors, gas safety inspectors and many other officers involved in housing visit households on a daily basis. These officers have and will come across households living in very unsanitary conditions, households whose health, safety and well being is at risk. Therefore, all officers should be able to identify the signs of neglect and risk and work with social care colleagues to prevent any potentially serious incidents and to put in place any necessary help and support.
	clare.ryan@lewisham.gov.uk 

	Richmond Housing Partnership
	Continuous feedback from customers highlighted that they would like more choice in current services and the option to access key new services. From this, a range of additional services were developed, some of which are chargeable to tenants, including handyman, decorating, removals, gardening and home cleaning services.
	Residents were surveyed to find out what additional services they would like and whether they would be prepared to pay for them. Indicative pricing was obtained from potential contractors to show what these services might cost.

A tenant focus group was also established to prioritise feedback from the survey and to draft the local offer.
	· Greater resident involvement from diverse areas.
· Residents involved in the trailblazer have developed skills which have enabled them to go on to be part of other activities at Richmond Housing Partnership (RHP).
· Older and disabled residents (a high proportion of RHP’s residents) will be able to take up the additional services for a small fee for this group who are less likely to be able to do the work themselves.
· Collective buying power through negotiating with suppliers means white goods are offered to tenants at better prices. And white goods and furniture can be delivered and installed prior to moving in.
	david.churchyard@rhp.org.uk

	Wolverhampton Homes
	The local offer comprises of a range of customer service access and delivery arrangements to reflect local priorities. Aligning tenant priorities with efficiency and value for money is key to its success.
	STATUS surveys, customer feedback and performance suggested the need to improve access to service and offer more choice in service delivery arrangements.

New ways to involve and empower tenants and leaseholders were introduced, so that service delivery arrangements are more closely aligned to their local priorities. Wolverhampton Homes (WH) 

Worked with tenants through surveys, organised get togethers, focus groups and the new tenant review panel to design the local offer. New groups of tenants have been engaged – where individuals expressed an interest this was followed up and people were invited to be involved.

WH also developed and implemented a comprehensive customer service strategy to ensure a service culture is embedded throughout the organisation.
	· Introduction of new or revised services such as 2 hour appointment times and the gardening service
· Shared learning between the TMOs and ALMO to facilitate adoption of best practice

· Tenants have a better understanding and input into priorities, which has changed the balance of power for tenants

· Different involvement opportunities for tenants – they can join short term special interest groups for projects that they have an interest in

· Comprehensive capacity building programme for new members of the tenant review panel, including succession planning

· There has been a cultural change in the organisation - customer service is now an integral part of WH’s ethos. This has led to a different approach to service design and delivery: customer needs and priorities are even more of a driver

· For the TMOs, there is now more formalised, evidence based performance reporting to give better quality of information to tenants
	http://www.wolverhamptonhomes.org.uk/yourLandlord/WhatWeAreDoing/AnnualReport.aspx


	Your Homes Newcastle (YHN)
	To give sheltered housing tenant’s greater choice and a wider range of services. 
	All of the local offers were developed in partnership with existing tenants of the service and a number of non-tenants at a number of consultation events prior to April 2010. YHN have not changed the offer since implementation but are monitoring take up and outcomes on a regular basis and have fed back results to the Community Care Alarm Service (CCAS) Customer Group. 
	· Launching the pilot by the deadline date which was quite challenging. 
· Reduction in the number of refusals on properties offered.
· Reduction in void levels from 55 to 25 which in turn has led to increased rental income of £13,300 since 1 April 2010.
· The introduction of an enhanced property standard for all sheltered housing properties making the process of moving into sheltered housing easier for new tenants.
· 97% satisfaction how easy moving into sheltered accommodation is.
· 46% of sheltered housing tenants have been involved in some way in the development or monitoring of the offer.
· Increased tenant influence on environmental improvements to their schemes through devolved budgets.
	neil.scott@yhn.org.uk
http://www.yhn.org.uk/getting_involved/you_said,_we_did/you_said,_we_did_-_tenant_serv.aspx


	Tenant Empowerment

	Accord Group
	Developed a framework to allow locally set standards to be evaluated and benchmarked, as well as a performance-grading system for delivering under the new regulatory regime.
	The framework methodology has four stages to it:

· Agreeing a long list of priorities across the standard.
· Working locally with residents via each organisational sub-pilot to choose main priorities and set targets.
· Ensure that tenant-led scrutiny mechanisms and structures are in place across all the sub-pilot organisations to continue to measure the impact and performance against the local offers.
· To compare and contrast the priorities that tenants choose, the targets they set, and the actual performance delivered across the different sub-pilots to assess:

· Whether the methodology works in all contexts

· What lessons can be learnt from the differing priorities and targets tenants set given their local circumstances

· Whether the methodology works to improve standards

All providers but WATMOS and Rooftop used the agreed long list. Additionally Trent and Dove added to the long list to produce a ‘local PLUS’ offer.
	· Involvement of new customers over and above those who usually engage. This has been a result of how Accord structured the pilot with specific groups of customers/ schemes identified from the outset, e.g. new tenants, tenants of a particular scheme for those with learning difficulties, young tenants etc.
	saraw@accordha.org.uk


	Adactus HA
	Worked with residents to review existing structures for resident involvement in decision-making and scrutiny and develop new structures if and where appropriate. 
	Adactus produced a main document which is broken down into five sections: Information & Communication, Consultation, Decision-Making, Scrutiny & Monitoring, and Support. Each section clearly sets out the standard (based on what residents told them they wanted), the SMART target agreed with residents, how the standard will be measured and who it will be monitored by. In addition, the Local Area Panels also have the responsibility for monitoring that standards are being adhered to.
	· The process has helped to develop good working relationships amongst panel members, some of which had only recently joined. This will help with the continuation of the learning and implementation process.
· Development of local area panels, skills and capacity of tenants, decision-making power – neighbourhood fund and the work from the local offer will help across Adactus and the group as a whole.
	suzannah.robinson@adactushousing.co.uk
http://aha.adactushousing.co.uk/Tenant-Empowerment-Local-Offer-in-Manchester


	CCH
	Developed an accreditation framework (guidance and workbook) for housing co-operatives and their service providers which links to a risk analysis model. 
	Discussions with the TSA RASA team initiated the idea of this project. It was found that co-ops took a lot of their workload up, especially problem cases. Therefore it was thought that a way of addressing the problem would be to provide good practice to co-ops.
	· The project demonstrated a real appetite from housing co-operatives and organisations that provide services to them to be actively involved in shaping the frameworks. Much discussion and interest has been generated among housing co-ops not directly involved as information about this project has begun to be disseminated by CCH.
· Such a large number of organisations have signed up to the accreditation scheme outside of the immediate network (those that CCH would normally have day-to-day contact with).
	blase@cch.coop
http://www.cch.coop/cch/accreditation.html


	Home Group Ltd
	Developed a framework through which an organisation’s effectiveness in involving and empowering tenants in housing with care and support can be assessed.
	Clients and customers have been involved not only in drawing up standards against which organisations can self-assess, but also as the final arbiters, through assessment. This is to determine whether the organisation is performing effectively in certain areas of work and whether improvements in service delivery are resulting.
	· Home have recognised that to deliver the best service, they need to consult with clients/customers because if they don’t consult, they can’t deliver the best service that meets the client’s needs.
· There is now a sense that tenants can influence and changed what happens through Home and they can see these changed being implemented.
	sally.parsons@homegroup.org.uk


http://www.homegroup.org.uk/insidehomegroup/Documents/TSA%20local%20service%20standards%20pilot/Newsletter.pdf


	LB Hillingdon
	The local housing partnership developed a local authority-wide tenant empowerment standard. 
	This pilot was driven by the commitment of its participants, and underpinned by robust decision-making structure and progress monitoring arrangements. It built on Hillingdon Council’s ‘Putting Customers First’ initiative which was launched at an Adult Social Care Health and Housing conference held in June 2009. This was attended by 168 delegates from a variety of stakeholders and customers. The initiative involved 10 good practice standards which focused on essential processes that any organisation could follow to “Put Customers First”. The 10 standards had been developed with stakeholders over the previous year and received overwhelming support at the conference.
	· Tenants have a stronger voice in local housing decisions made at a strategic level. There is now more transparency about what the strategic partnership is going to do in the future. Tenants are directly involved in getting housing on the map.
· Tenant’s access to information has really improved – the website shows opportunities and will show performance. They have more access to the way decisions are made. Opportunities to learn new skills.
	jnuth@hillingdon.gov.uk
http://www.hillingdon.gov.uk/tenants

	Moat
	Focused on its estates in Merton, where it developed a new resident-driven inspection regime. The inspections will result in estates getting a bronze, silver or gold rating for security, upkeep and cohesion. Estate ‘champions’ (a role undertaken by tenants) will play a key part in the process.
	Moat used to carry out bi-monthly estate inspections for all of its estates and residents were invited to attend. They wanted to transform this process and ensure that residents were leading estate inspections and have the ability to hold Moat to account if they do not deliver. They therefore piloted a new regime for an estate award pilot and estate champions.
	· Tenants have become closer both with one another as well as with Moat staff. Moat and their tenants have developed good relationships with TPAS who are delivering training. Services will change as a result of the offer/pilot will be rolled out across the whole of Moat.

	Colin.tanner@moat.co.uk 

	Sahil
	Focused on working with Metropolitan Housing Trust Somali tenants living on the Chalkhill estate in Brent. It aimed to ensure tenants and residents voices were heard in the management of their homes. 
	A series of focus groups followed by linkages with existing autonomous tenant groups and the formal consultation processes of MHT.
	· The project has resulted in a 30% increase in involvement by Somali residents. It has provided greater insight into the needs of the Somali community for MHT. They are now able to tailor their housing management service differently such as saving costs on maintenance call-outs
	abdullah@sahilhousing.org.uk


	Sentinel
	An agreement between all the key housing providers in Hampshire, working in partnership with all their respective resident forums to develop county wide community involvement standards. 

	The project came about as a result of the successful formation of the Hampshire Forum, following a Multi-landlord approach to the National Conversation. Leading resident representatives attended local conversation events and decided to continue with the formation of a countywide residents group, and the development of county-wide standards.
	· The range of services offered has been an outcome. Developed new relationships between tenants, staff at operational and senior levels, as well as with LAs and other organisations that wouldn’t ordinarily work with. Learning and development processes have changed as a result of the LOT project.
· Has raised tenants’ expectations. The pilot has opened up their eyes and given them more confidence regarding the services they have received and should be receiving. It has developed new processes, and galvanised focus.
	val.bagnall@sentinelha.org.uk   

http://www.hampshire-residents.org.uk/local-standards/


	Stockport Homes
	Have a tri-partite Partnership Agreement (tenant compact) with customers and Stockport Council. This was fully revisited in order to develop a new borough-wide tenant empowerment Standard (to be contained within the partnership agreement).
	The key aims and objectives of the pilot were outlined at the beginning of the process and a project group and action plan created. The approach of the local offer included targeting particular client groups, such as residents with disabilities and those from black and minority ethnic communities, to ensure their views are heard.


	· Revised, clear standards for customers in place that focus on getting the basics right and increased involvement and satisfaction of hard to reach groups.
· Increased awareness of opportunities and the standards customers can expect when getting involved.
· For tenants, the offer has given them increased confidence that service standards for involvement are tailored to customer needs and requirements. Establishment of customer led scrutiny creates a new line of accountability between tenants and the board and increased transparency and further commitment to tenants driving forward real service improvements.
	customer.involvement@stockporthomes.org
http://www.stockporthomes.org//documents/Getting%20involved/Partnership%20Agreement%202010.pdf


	Tristar Homes
	Developed a local empowerment standard and framework to cover all 10,500 homes it manages. Its offer is designed to ensure that tenants have the tools, training and capacity they need and that they are empowered to prioritise and monitor local service delivery and standards.
	Before establishing local standards across a range of service areas Tristar wanted to make sure that tenants have in place the structures, framework, support and training to ensure they can achieve their full potential in the co-regulatory approach and drive organisational improvements. They thought it timely for this to be achieved as part of the stock transfer process. Tristar were already refreshing and reviewing their involvement structures including a greater emphasis on scrutiny and influence to the new board. They wanted to deliver an organisation where the opportunities exist for customers to work with and alongside them, challenging what they do and “succeeding together”. To ensure that the maximum impact occurs from the approach, they felt they needed “empowerment” to be an even greater embedded culture.
	· The local offer has raised expectations of customers who are, as a result, being more challenging. The empowerment of customers has become a foundation for monitoring both local standards and other standards that Tristar are working on. Tenants’ role in performance has been renegotiated due to their increased understanding and capacity and they now have a key role in setting and monitoring performance.
· By challenging themselves, partnership working for Tristar, as well as their customers, has improved. This includes the realisation of positive behaviours when engaging with customers and developing stronger working relationships.
	david.pickard@tristarhomes.co.uk


Our offices

Maple House

149 Tottenham Court Road

London W1T 7BN

Fourth Floor

One Piccadilly Gardens

Manchester M1 1RG

For Referrals & Regulatory Enquiries Team, contact us at:

Tel: 0845 230 7000

Fax: 0113 233 7101

Email: enquiries@tsa.gsx.gov.uk

Website: www.tenantservicesauthority.org
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