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Mole Valley

Housing Association




Resident Involvement Action Plan 2011/12
This is the Resident Involvement Action Plan Statement for MVHA developed with residents and agreed by the Resident Involvement Group and MVHA. Residents were involved in reviewing the last years Action Plan and have set the new Plan for 2011
The Plan sets out the main ways that residents can get involved with MVHA and help shape the way services are delivered over the coming year.  The Plan is linked to MVHA’s business plan to improve services.
Improving communication with residents

	Project
	What we are going to do
	What is involved
	When we are going to do it
	What do we want to achieve
	Budget

	Develop the Communications Group
	Review the way we contact residents to maximise the opportunities for better communication.
Residents can review MVHA’s communications, including: leaflets, residents newsletter, website etc.
	initially bi monthly  , meetings with residents and staff to review and revise communication methods
	Quarterly for 2 hours at Regent House.  Time to be agreed with residents who take part
	· Good communication tailored to meet residents’ needs.

· Residents able to  influence how we communicate with them

· Residents are satisfied with the way MVHA communicates with them
	£500

	Develop a Facebook page
	MVHA will set up a facebook page which residents can access and share information about services and up and coming activities
	MVHA will set up and maintain the facebook page on a regular basis. Residents will be asked to contribute and monitor the success


	April 2011

Bi monthly basis starting from April 2011
	· Residents will have access to information about events and services at MVHA
· Attract more people to take part and get involved, in particular younger residents
	

	Introduce texting service for resident involvement activities
	Link the TP tracker software to residents mobile phone numbers
	Texting residents to remind them of forthcoming events.  Use to keep residents informed of meeting dates
	2011 and ongoing
	· Create greater awareness of resident events nearer the time

· Encourage more communication between MVHA and residents 


	£250


Supporting more residents to get involved
	Project
	What we are going to do
	What is involved
	When we are going to do it
	What do we want to achieve
	Budget

	Work in partnership with the Resident Involvement Group (RIG)


	Support RIG members to influence MVHA’s business and develop opportunities for residents get involved at all levels
	Monthly committee meetings

2-3 hours per meeting


	Ongoing during 2011
	· Residents influence MVHA’s business plan

· Residents set involvement priorities
· Residents hold MVHA to account


	£8000

	Greater involvement with families, black and minority ethnic (BME) residents children and young people


	Hold a mixture of formal and informal events or activities during the year which will be published in the resident’s newsletter and online

	Families and young people get the opportunity to have some family fun and share views about MVHA services
We will be encouraging our residents who 

undertook the face painting sessions to get involved with us at these events
	Dates and details to be published in residents’ newsletter and online, flyers and posters in communal areas

	· Tailor our services to meet residents’ needs

· Being more accountable to our younger residents

· Increase resident satisfaction

· Continually improve our services as a result of feedback 
	£2000

	‘Get to know your neighbours days
	Holding 4 local events in rural areas round the district

	Residents in rural areas will have the chance to meet staff and discuss local issues and services in a friendly and informal setting 
	Spring and summer 2011
	· Tailor our services to meet their needs

· Being more accountable to residents

· Increase resident satisfaction

· Continually improve our services as a result of feedback

	£500

	Good Neighbour events
	Hold quarterly sessions for residents to nominate good neighbours in their area. 
	Residents nominate people they feel have been a good neighbour by completing an application form.  A Panel will decide the quarterly winner.
	Quarterly from January 2011, holding an awards ceremony annually.
	· Recognising residents’ contributions to local communities
· Reduction of anti-social behaviour in areas

· Increase resident satisfaction with community


	£1500

	Support the Disability Forum which is the ‘Voice’ for MVHA residents living with a disability


	Hold Disability Forum meetings open to all MVHA residents living with a disability


	Four meetings a year, 2 hours per meeting.

Meetings are held in the afternoon at Regents House or at a local venue agreed by the Disability Forum 


	Quarterly
Ongoing throughout 2011 

	· Residents to help shaping service standards for disabled residents 

· Tailor our services to meet needs

· More accountable to our disabled residents

· Increase resident satisfaction 

	£500

	Supporting the Leasehold Forum
	Hold Leasehold Forum meetings open to all MVHA leasehold residents

Encourage leaseholders to shape the way leaseholder services are provided

	Bi Monthly meetings 
2 hours per meeting

Meetings are held in the evenings at Regent House


	2011 and monthly

	· Influence service standards

· Improve accountability

· Residents to set service standards, monitor performance, recommend changes

· Improved satisfaction 


	£500

	Supporting the Sheltered Housing Forum, 
	Hold open Sheltered Housing Forum meetings to  encouraging sheltered housing residents to have more say in services that MVHA provide residents living in sheltered accommodation
Ask the SHF to set priority areas to review during the year

	Quarterly meetings,

 2 hours per meeting held during the day at Regent House
	Ongoing and throughout 2011
	· Improve accountability

· Residents to set service standards, monitor  performance, recommend changes

· Improve satisfaction

	£500

	Agree a residents training programme

Continue to provide IT training through the Workers Education Association (WEA)

Work in partnership to  provide a variety of in- house courses at our sheltered schemes


	Develop a training programme to support residents gain skills and knowledge

Provide IT training for residents through the WEA and other trainers. 

Encourage residents in our schemes to learn new skills and interact socially
	Training sessions arranged locally at times convenient to residents
Hold weekly WEA IT training sessions at Regent House & Leatherhead

Supplying courses on site for residents to join 
	Ongoing and throughout 2011


	· Support active residents to help them gain skills, knowledge and confidence to get involved

· Increase residents life chances

· Encourage more involvement in shaping services


	£6000

	Continue to meet residents’ out of pocket expenses when they get involved
	Pay for travel, childcare and carer costs for residents to attend involvement activities


	Making provision for residents costs from the annual RI budget
	Ongoing 
	· Ensure that residents are not out of pocket as a result of getting involved

· Remove barriers to getting involved
	£8500


Improving Services

	Project
	What we are going to do
	What is involved
	When we are going to do it
	What do we want to achieve
	Budget

	Continue to support service improvement groups including:

· Repairs service improvement group

· Decent homes group

· Performance monitoring group

· Gas servicing group

· Cleaning and grounds maintenance


	Increase the number of residents involved in shaping our services by involving them in monitoring the services we provide


	Mixture of meetings bi-monthly and quarterly during the year, depending on group.
Meetings will be held in the day or evening 

Maximum 2 hours per meeting
	Throughout 2011
Look out for updates on Facebook, Home Matters and the website
	· To deliver key services that residents want to a high standard

· More accountability
· Residents set service standards, monitor, performance & recommend changes

· Improved satisfaction
· 
	£750


	Set up new service improvement groups for:

· Allocations and empty properties

· Customer services

· Reviewing caretakers service 

· Anti Social Behaviour standards


	Involve residents in setting and monitoring standards for these services groups to set and monitor local performance standards

	Mixture of meetings bi-monthly and quarterly during the year.


	Meetings will be held in the day or evening 

Maximum 2 hours per meeting
	· To deliver key services that residents want to a high standard

· More accountability

· Residents set service standards, monitor, performance & recommend changes

· Improved satisfaction

	£750

	Set up 2 more local neighbourhoods Forums
	Invite local residents to get involved in influencing how we improve their local areas while improving their homes – If the project has been identified to increase security or combat anti – social behaviour then it will be good practice to look at deployment of Good Neighbour Agreements (GNA’S)


	2 hours per meeting locally subject to resident’s request.
For Good Neighbourhood Agreements, consultation with any identified working group can take place whilst works are in progress. Residents will agree what they want in the GNA 
	Ongoing throughout 2011

Start date will be dependent on a project by project basis but generally consultation with residents once works are in progress.
	· Helping create homes and communities where residents want to live
· Increased ownership in solving problems and encouraging people to report matters.

· Meeting respect standards
	£1000

	Continue to Provide Social Fund in each sheltered Scheme
*The £13000 for the Sheltered Scheme Social Fund is allocated from the Sheltered Housing budget; however it is included in this action plan as it is an important Resident Involvement activity.


	Continue to offer residents living in sheltered accommodation opportunities to purchase something for their community


	Each scheme is given a grant of £25 per property. Residents can decide through a vote how the money should be spent
	Ongoing throughout 2011
	· Residents can make their own local improvements to communal areas or hold their own event 

· To encourage community spirit.
	

	Continue to support the MVHA policy Group
	Review operational frontline policies
	Holding monthly meetings up to 2 hours per meeting
	Ongoing and 2011
	· Resident’s views used to shape policies.

· Increase resident satisfaction


	

	Continue to hold ‘Challenge The Service’ events
	Hold  sessions throughout the spring and summer of 2011 taking the service out to local communities and asking residents for their views
	We will publish these events locally so please just turn up if there is an event where you live

	Ongoing and through out 2011
Dates & times to be published  in ‘Home Matters’ and on website
	· Opportunity for residents to have their say via informal structures.

· More accountability in local communities

· Improved satisfaction 


	£1200


Improving Performance
	Project
	What we are going to do
	What is involved
	When we are going to do it
	What do we want to achieve


	

	Hold the Annual Resident Involvement Planning Day
	In partnership with RIG organise and hold the planning day
	RIG, residents and the Resident Involvement Team plan RI activities for the following year.
	November 2011
	· Residents get a chance to share what RI has achieved and make recommendations for improvement

· Residents develop the plan for RI for the coming year linked to the RI budget.

	£4000

	Resident Involvement Group (RIG) to monitor & scrutinise this Resident Involvement Action Plan and make recommendations to MVHA


	Review the RI action plan on a quarterly basis


	RIG will review MVHA’s performance against the plan, monitor targets and make recommendations
	May 2011  and ongoing
	· MVHA held to account

· Increase residents satisfaction
	

	Develop and support Residents’ Voices
	Encourage more Residents’ Voices across the district
	Local residents nominated to represent their neighbourhood and feedback views and ideas to MVHA

	Ongoing throughout 2011
	· Views of local residents are captured

· Better resident satisfaction locally
	

	Continue to support 

Financial Inclusion Initiatives
	Work with residents to raise awareness of financial issues including debt and money advise and safe borrowing
	Holding meetings and events round the district to raise awareness 
	Ongoing in 2011
	· Residents able to maximise income

· Increase and measure residents satisfaction

· A more resident focussed service 

	£750

	Continue to support residents/community Associations and help set up new ones
	Support residents/community groups across the district
	Residents can set up their own groups to work in partnership with MVHA and other local organisations to improve their local areas & communities.

Each group decides how often they meet and how much they do

	Ongoing and 2011
	· Give local residents increased opportunities to influence decision making with MVHA and other organisations

· Support activities that create communities people want to live in


	£2500

	Publicity and Contingency

fund
	Publicise Resident Involvement Activities  and Information

Make provision for funding to cover any unforeseen Resident Involvement costs
	The RI team to keep residents well informed of RI activities and  through letters, flyers, posters and the MVHA website and facebook page

	Throughout 2011
	· Improved communication

· Residents more aware of RI activities 

· Increased Involvement


	£4500

	Continue to encourage residents to ‘mystery shop’ MVHA


	Residents will mystery shop MVHA services and Invite younger residents to take part

	Training, shopping exercise and debrief session carried out 4 times a year
	Quarterly throughout 2011
	· Use residents’ experience to monitor how well services are delivered

· Use the results to improve services
	

	Expand ‘Resident Inspectors’ Team and carry out more service inspections


	Train and support interested residents to carry out further inspections of MVHA’s services, They will scrutinise performance and recommend changes
	Residents are trained to carry out independent inspection of all aspects of the service

	2 per year


	· Resident scrutiny of  services

· Residents able to hold MVHA to account through the inspection process

· Increased customer satisfaction
· Resident led service improvements
	£8000

	Develop a Residents Scrutiny panel
	Explore the options to allow residents to review MVHA’s performance at a high level
	This will depend on what kind of group residents and MVHA decide on.  Residents who take part will be supported and trained to carry out their role in an independent way


	October 2011
	· Residents are able to independently scrutinise MVHA

· Residents can recommend changes based on their findings

· Residents are able to influence MVHA at all levels

· Resident recommendations lead to improved services, resident satisfaction and improved value for money
	£3500
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