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Resident Involvement Impact Report for 2010/11
MVHA has a positive track record of actively involving residents in shaping the services it provides.  During the year a number of new projects and groups were established and existing groups have been strengthened.  We started some new projects last year; all aimed at getting more residents involved with helping us improve services. The most important of these was delivering three Tenants Services Authority Local Offers for the Decent Homes Standard, Lettable Standard for empty homes and the Anti Social Behaviour Standard. All three were led by residents who told us what we should be doing, what standard residents expect and what resident satisfaction we should expect to achieve if we ‘get it right’.  In March we held a big resident involvement/ community development event to promote and celebrate diversity, though sharing recipes and food.’ Ready Steady Cook Around The World’ brought residents together to share their recipes from around the world.

We have been out and about in local communities and estates engaging with residents of all ages, asking them to ‘challenge the service’ we provide to them.  We held three Challenge The Service days across the district finding out about community issues are in local areas, finding out what we could do to help and providing feed back through newsletters. Working with RIG we held another successful ‘Resident Involvement Action Planning Day’ last November. All involved residents were invited to shape the RI plan for 2011/12.
We helped get our new Resident Inspection Team off the ground.  Residents were trained and supported by the Tenant Participation Advisory Service (TPAS) to carry out their own inspection using a range of tools to find out what was happening.  “Mole Valley Resident Audit Team” (MVRAT) carried out a very successful first inspection of MVHAs customer services. The team presented their findings to MVHAs senior management team with recommendations.  The report showed that overall customer service is very good but there are some things we can do better.  MVHA is acting on all the recommendations put forward. MVRAT will shortly be inspecting the repairs service.

This report is a summary report that records all the main resident involvement activities carried out during the year.  It shows who has been involved and what has happened as a result.  But, most importantly it shows what difference the involvement activities have made to services and residents life chances. 
How we Measure Impact

We came up with a scoring system to show the levels of impact on the service.

	High impact
	


 INCLUDEPICTURE  "http://www.hscripts.com/freeimages/icons/symbols/famous/right/right-icon16.gif" \* MERGEFORMATINET 
 INCLUDEPICTURE  "http://www.hscripts.com/freeimages/icons/symbols/famous/right/right-icon16.gif" \* MERGEFORMATINET 



	Has resulted in significant change in services, policy delivery or strategic direction that has had a positive impact on all residents

	Medium impact
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	Significant effect on whole neighbourhood or area/has resulted in some change to services or policy that affect everyone

	Low impact
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	Significant effect one person or small area/insignificant impact on service or policy affecting everyone



	No impact
	?
	Unsure of any impact on services or policies 


Costs & Value for Money

Supporting great resident involvement is important to all of us but it also needs to give value for money.  As we did last year we are showing the cost of resident involvement activities.  In this report there is an annual ‘cost’ shown for running/supporting projects/groups/activities.  Staff time has been worked out at an average cost per hour according to roles. We have also given a financial value to the time residents give, very largely voluntarily, to support resident involvement.  We’ve done this by calculating residents’ time at a notional amount of £12 per hour per person. This amount has been agreed with Mole Valley Resident Involvement Group (RIG).  No actual money is paid to residents but the ‘notional value’ helps to paint a more accurate picture of the cost/benefit of resident involvement and highlights the very considerable contribution residents make to our business.

We will show what value for money was achieved using the following@
	Good Value for Money
	☺

	Some Value for Money
	

	Poor/no Value for Money
	


For the purposes of looking at Value for money we asked residents to:

· look at the costs involved in supporting their group or project
· look at the outcomes that it achieved during the year
· form an opinion on whether this represented value for money.
Although not scientific, it is pleasing to see that residents gave this a resounding YES overall!

So What?

2010/11 saw involvement from residents increase as we offered new and more interesting ways to get involved. A total of 153 new residents got involved by taking part in one or more resident involvement activity. The following pages show what’s happened and what has changed as a result of people getting involved. 
Collecting the information
The information contained in this report was gathered by meeting with each group or project and talking to residents and staff about their work during the year to find out how they feel these involvement activities have impacted on service.

Thank you

We couldn’t have done all this without the help and generosity of 100s of residents.  There are too many to name personally but we would like to thank you all for helping us to improve what we do and deliver the kind of service that all residents expect from us.
	Resident Involvement Group (RIG)
	What’s happened?

(Outputs)
	So What?

(Outcomes and Impact)
	Who took part?
	Costs and value for money

	RIG is the key residents group that works with MVHA at a strategic level

RIG meets monthly with MVHA to look at strategic matters which affect all MVHA residents.

Held 11 open meetings last year

To make sure RIG is formally involved in any matters that have a significant impact on residents & that views are taken into account during decision making

Continued

Continued
	Held several open meetings with themed topics that are important to residents where concerns were raised with the landlord

RIG has formed a link with Leasehold Forum. A member of the leasehold forum sits on RIG and other members, including the chair often attend the open RIG meetings.
Have set clear standards for RI with the landlord that are admired by others (feedback from SWIG) and HQN 2 star rating
Led on TSA Local Offers, including running a workshop on ASB & agreeing all three on behalf of residents.

Influenced the consultation on the cleaning contract to insure all residents had same, clear information about service.

Worked with MVHA to make sure notice board were put up in communal areas in blocks of flats.

Reserved the landlord’s decision on the paint used in the Decent Homes programme by showing the landlords decision did not represent value for money
Influenced MVHAs Life Chances Business Plan
Agree the RI Action Plan with MVHA

RIG was consulted on the District Councils changes to Choice Based Lettings

RIG agreed the Annual Report to residents which explained how MVHA was meeting the new regulatory standards set by government.
Agreed MVHAs RI Impact Assessment Report. Our approach has been taken up by the group and validated by HQN

Asked the landlord to change the way the decent homes contractor carries out surveys for new kitchens, making sure it is focussed on resident’s wishes.

Have link to MVHAs Board by inviting board members to RIG meetings

	Residents have increased knowledge of MVHA. More people have been able to raise issues
The groups have built some understanding and begun to break down some ‘barriers’ between residents and leaseholders. Leasehold Forum has offered to share IT expertise with RIG to use social media like Face book.

Residents know what the service standard is and the standards to expect.

RIG agreed resident led Local Offers for Decent Homes, Anti-Social Behaviour, and the Lettable Standard
The consultation was paused and more detailed information was sent out to residents, allowing them to have a better understanding of this new service.
Residents have clear local information about services like cleaning, ground maintenance and estate inspections where they live.

This has improved the quality of finish in resident’s homes and saved money
Residents’ priorities for involvement are agreed and included in the plan. Residents are clear about the changes they wish to see over the coming year.

Residents’ priorities were included in the plan where possible and others have been included in MVHAs continuous improvement plan. This should improve services.
Residents’ views were taken on Board by the Council & residents who took part have a clear understanding of the changes4.

RIG ensured MVHAs report was written in plain language and was a reflection of MVHAs position against the new standards.

Residents can see that through their involvement services are being improved, positive outcomes for residents are being delivered and the landlord is beginning to show how it delivers value for money.

Residents have more control over what happens and get clear information when something they request cannot be done.

Board members are kept informed of residents' issues and can keep residents appraised of the board’s work. This approach promotes openness and transparency between residents and board members.

Impact on service is HIGH. RIG members have been able to significantly influence service delivery, policy and strategic direction which have a positive impact on all residents.
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	How many residents are involved monthly (average) = 18

Gender (average)

Women  13

Men 5

Ethnicity 

White British 

Age

Between 40 to 85 years of age

Disability

8 members


	Residents’ time*:        £5736.00

Staff costs:                  £1634.00

Resources:                  £1638.00

TOTAL cost per year: £9008.00

Value for money?
YES
☺
RIG members give a huge amount of time and commitment to make sure residents views are heard and acted upon by MVHA as part of RIG as well as attending other meetings.




Diverse Groups and Forums

	Disability Forum

	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and value for money

	Residents with disabilities have set up their own forum to raise issues about disability with MVHA and to work together to raise awareness and improve services

	The Disability Forum meets quarterly and has held sessions on the repairs service, complaints procedure and estate services.

The Forum has invited speakers from local agencies to learn about social issues like domestic violence and mental health.

The Forum took up the issue of cookers fitted in sheltered schemes and how it affects physically disabled residents.

The Forum co hosted a resident’s event ‘disability tea party & conversation’, inviting staff members, partnering contractors, local agencies & charities.  70 residents attended.
Residents have looked at how they can work with MVHA to provide assistance garden maintenance to disabled residents.
	The Forum has given disabled residents an opportunity to meet and share views with staff members and residents. Some individual needs have been met.

Improved confidence and skills amongst Forum attendee’s means that disabled residents have a better understanding of how MVHA works.

A number of disabled residents have joined other service improvement groups to share disability views.

Residents have been informed of what to do if there is a need for eye level cookers to be fitted for physically disabled residents living in sheltered schemes

Residents had the opportunity to raise issues with new Aids & Adaptations manager. As a result of members involvement a new stair lift has been fitted in one of the sheltered schemes and a disabled resident has had help with clearing their garden.

A member has joined the ground maintenance group to champion disabled residents issues especially regarding assistance with garden maintenance.
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	Attendance (average)

10 residents

Gender

4 men

6 women
Ethnicity

White British 
Age

50 to 85 years of age

Disability

All attendees

	Residents* time:               £ 960.00
Staff costs:                       £ 576.00

Resources:                       £  548.00

TOTAL:£2084                               
Value for money?
YES
☺
Residents continue to help raise awareness of disability issues which helps MVHA improve and tailor its services to meet individual needs.



Sheltered Housing Forum

	Sheltered Housing Forum (SHF)
	What’s happened?
(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	The Forum is the voice for sheltered housing residents giving residents a say in the management of their homes and services

	Meetings take place four times during the year at Regent House

Residents independently choose topics of interest on service areas that they want to discuss at each meeting

Some members of the Forum are part of RIG, MVRAT, repairs service improvement group & ground maintenance group.

Members have looked at different service and have raised issues that need addressing at local areas.

Residents took part in health and safety walk about with the sheltered housing manager

The sheltered housing Forum worked with the RI team to hold the ‘Grey matters event’ inviting all residents over 50 years.


	Residents meet with staff members, partnering contractors and residents from sheltered schemes across the district.
This has given residents more opportunity to have their say at a local level. Residents were consulted on the cleaning service in schemes.

Through the groups input there has been major improvements to individual sheltered schemes.  Examples of some improvements are:

Fitting of new furniture, choice of paint colour, carpets & curtains for communal areas, scooter charging points fitted inside schemes, scooter charging shed fitted at Turner House, stair lift in Dyson court, ramps fitted where needed, garden fenced off at Brookers House.

Residents have a better understanding of health & safety issues and how they can take responsibility.
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	Attendance

(Average)

9

Gender

Women 6
Men 3
Ethnicity 

White British 
Age
Between 55 to 85
Disability 

17 members 
	Residents* time:              £864 .00
Staff costs:                       £560 .00

Resources:                       £160 .00
TOTAL:                             £1584.00

Value for money?
YES
☺
Forum members felt that they could have benefitted from more members.  Regardless, members are pleased with the opportunity to help improve & deliver cost effective services




Leasehold Forum

	Support Leaseholder Forum
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	The Leasehold Forum represents leaseholder issues and views to MVHA.

	The Leaseholders Forum met 12 times during the year.
1 Leaseholder is a member of RIG and some Forum members attend the RIG open monthly meetings.

Leasehold representation on the Board to make sure leasehold perspective at Board meetings.
Link with RIG. Leasehold issues are shared with wider RIG group and leaseholders get to hear about the concerns of other residents.

Meetings held with key staff to link in with decision makers to enable change take place that will improve services to leaseholders.

Meeting with Property Team at MVHA to build relationships, get better understanding of the major works process and look at how leaseholders can get more involved with this.
	Opportunity for leaseholders to work in partnership with MVHA to look at issues that affect leaseholders.

RIG is made aware of Leasehold issues and RIG support is given where possible.

Board have an awareness of Leasehold issues and Board member has benefited from support and knowledge from the Forum.

Barriers have been broken between tenants and leaseholders

Some issues discussed and progressed include:

· The management fee for major works has been reduced

· The funding options for loans to leaseholders have been changed and improved

· greater understanding of the funding process for leaseholders, which has been very helpful.

Leaseholders have a better understanding of their rights and responsibilities.

It has been helpful for leaseholders to get together and share experience.
	Attendance (average)

Gender

Women 50%
Men 50%
Ethnicity

White British

1 x Asian

1 x white European

Age

25 to 80 yrs

Disability

4 members

	Residents* time        £ 10,080.00
Staff costs                 £      394.00
Resources:                £     100.00   

TOTAL:                      £   10,574.00
Value for money?
YES
☺
The Leasehold Forum has helped improve services for all leaseholders, has brought leaseholders together and has improved members’ knowledge of leasehold issues.  There cost to MVHA has been minimal.



	
	Link to LEASE (Leasehold Advisory Service) to increase knowledge and understanding of rights and responsibilities for leaseholders

To build the capacity of the Forum

Social Impact – to bring leaseholders together giving a space to share ideas and raise concerns.

To hold social activities

Improve communications with leaseholders

Strengthen communities

	The Forum has been given a much better understanding of the legal rights and responsibilities of leaseholders.

The link with LEASE will be helpful to the forum going forward, allowing it to access expert knowledge quickly and easily.

A number of activities have been held including: A barbeque, creating a Facebook page, building relationships through varied activities.

The social impact is valued very highly by participants. Many have said it’s good to know we’re not alone.

Using Facebook helps the Forum communicate with its members and allows them to share ideas.

Plans to start ‘Mole Mob’ which has the potential to bring about real improvements to local area through voluntary effort.

[image: image13.png]


[image: image14.png]




 INCLUDEPICTURE  "http://www.hscripts.com/freeimages/icons/symbols/famous/right/right-icon16.gif" \* MERGEFORMATINET [image: image15.png]




	
	


Service Improvement Groups

We have several service improvement groups where residents meet to discuss and contribute to improving and shaping our service areas. Listed below are the groups that meet with us on a regular basis. All residents are welcome to come along and give their views on various service areas

Performance Monitoring Group

	Performance Monitoring Group
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	Residents meet with Head of Continuous Improvement to scrutinise how each service area is:

· performing against regulatory guidelines and performance targets
· Monitoring trends in MVHA complaints

· Managing contractors,
· Delivering resident satisfaction
It examines results of mystery shopping exercises, compares MVHAs performance with other housing associations and challenges MVHA to improve.

	The performance monitoring group meets quarterly for 2 hours
The group:

Suggested staff training to help improve staff acknowledgement/response time to complaints made by residents.

Asked MVHA to include complaints received through contractors in the complaints procedure.

Influenced changes made to the Circle Group Quest Back survey form

Approved the way MVHAs performance is reported in Home Matters using ‘thumbs up & down’
Some of the members took part in setting MVHAs key performance indicators (KPIs).

	Increased confidence and understanding of how MVHA is performing.  Increased confidence and capability to scrutinise performance of each service area.
MVHA organised staff training.  Complaints handling has improved following staff training.

Complaints about contractors are now added to monthly complaints reports so that no information is left out.

Input made by the Performance Monitoring Group has been added to Circle’s survey form making it shorter and reader friendly.

Residents now have clear and easy understanding of how MVHA is performing in Home Matters.
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	Attendance (average)

6

Gender
Women 4

Men 2

Ethnicity 

White British 
Age

Between 40 to 75 years of age

Disability

0
	Residents* time:                £576.00
Staff costs:                         £224.00

Resources:                         £124.00

TOTAL:                               £924.00
Value for money?
YES
☺
The group feels they have made a positive Impact to MVHA performance during the year. 



Repairs Service Improvement Group

	Repairs Service Improvement Group (RSIG)
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs  and Value for Money

	The group is made up of residents, the MVHA in-house Repairs Team and MVHA staff.
Purpose and aims:
For residents to assist in the development of a high quality, value for money repairs service
To share residents’ experiences of the repair service and receive feedback which will influence and improve services


	The group meets bi monthly for 2 hours
RSIG considers every aspect of the service from performance, policies customer satisfaction and communications with residents.
During the year the group have put forward a number of useful suggestions to MVHA for repairs service improvements.

The group went out on a site visit to view some properties that had undergone repair works.

The group supported the repairs team in carrying out a residents training session on condensation.


	Members of the RSIG have gained a better understanding of how the service works
As a result of suggestions made by the RSIG:

· Repairs MOTs have been introduced as a pilot

· The repairs team introduced visiting cards which say who has attended and what they are supposed to have repaired
· No access and job incomplete cards have been introduced by the repairs team

Residents who attended the session now have a better understanding of condensation, how MVHA deals with issues relating to condensation and how to avoid getting condensation in their homes.
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	Residents attended (average) 7

Gender

Women 3
Men 4
Ethnicity 

White British 
Age

Between 50 to 85 years of age

Disability

4 members 


	Residents* time               £1008.00
Staff costs                         £768.00
Resources                          £100.00

TOTAL:                             £1876.00
Value for money?
Yes
☺
Residents’ input has been invaluable in helping shape the repairs service.  This is reflected in the high satisfaction residents report with the service



Resident Inspection: Mole Valley Resident Audit Team (MVRAT)
	Resident Audit Team (MVRAT)
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	Team of trained residents carry out independent inspection of MVHAs services
They look at the standards and test services against these using different techniques.  
They report what they find. They identify good practice, look at areas for improvement.

They make recommendations to improve services.
RAT Reports are sent to MVHAs Board

	Residents worked over 5 days to carry out an inspection of MVHA customer service standards
Methods used for Inspection included:

· Work shadowing staff

· Interviewing key staff and Board members
· Mystery shopping the service

· Staff focus group

· Telephone interviews with residents to hear views on services received

A number of recommendations were made and presented to MVHAs senior management team.
Recommendations included:
· Customer service standards are clarified and online and paper based standards are brought into line with this.
· All staff are briefed on and given a copy of the current standards
· A simple guide to telephone answering is produced, containing telephone answering standards.
· Seating is reviewed in the light of the access audit and a number of higher chairs purchased with arms.

	We have started to develop a group of residents who can check MVHAs services on their own and report their findings to management and the Board.  As the group develops it will be very influential in helping services to improve.

The findings show that overall MVHA delivers great customer service.

MVHA SMT looked at the recommendations and agreed to act where it could
Actions included:

· MVHA removed all the old standards
· MVHA reissued the telephone standards guide to all staff
· MVHA have put a higher chair in the reception area
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	5 Residents  

Gender

3 Female

2 Male
Age

45 to 75 
Ethnicity

White British

Disability

0

	Residents time:               £2100.00

Staff time:                          £ 455.00 

Resources:                     £10383.35
Total:                             £12,938.35
Value for money?
Yes
☺
We made a considerable investment in setting up the resident inspection team and training them.  Although this has been expensive, MVRAT and MVHA believe this is value for money as the inspection findings will genuinely help improve services.

Resident Inspection has been a valuable method of carrying out an independent, in-depth check of service standards.



Policy Group

	Policy Group
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	Residents meet with the Head of Housing Services to share views, and contribute to shaping MVHAs and Circle’s policies

	The group met eight times a year for two hours.

The group have influenced the direction of individual polices before they are adopted by Circle and MVHA.

Some members are part of the strategic residents group (RIG)


	Residents involved in the group have gained awareness of policies, increased knowledge of local and group level polices and confidence in sharing views.

During the year residents have influenced and given views on the following MVHA polices:

Bad Weather, Customers Who Pose a Risk, Safeguarding Children, Safeguarding Adults, Decants, Translations and Interpreting, Scalding & Hot Water, Fire Safety, Aids & Adaptations, Contract Management Domestic Violence, Former Tenants Arrears, Legionella, Scooter storage, Anti social behaviour (ASB), Pets 

Group has also influenced the style of policies and leaflets. 

MVHA & Circle policies are clearer and easy to understand.

Increased awareness and knowledge of MVHA and Circle’s policies helps when sharing views with MVHA staff as well as residents at other meetings

Impact
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	Gender

Women 4
Men 0

Ethnicity 

White British    
Age

Between 50 to 80 years of age

Disability

2 members


	Staff time:                         £448.00

Residents time:               £768.00
Resources:                      £168.00

TOTAL:                             £1384.00
Value for money?
YES
☺
During the year residents have been committed to reading lengthy and often complicated polices. The group has been dedicated to contributing by making useful comments and suggestions ensuring that policies are written with resident’s interest being at the centre of every policy.




Gas Servicing Group

	Gas Servicing Group
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	The  group is  made up of residents, the MVHA gas service/contracts manager, and gas contractors 

Purpose and aims:
To discuss targets for gas contractors, and to share residents’ experiences of the gas service.
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	The group met for ten meetings during the year.

Residents on gas servicing group pass communication from MVHA to residents in their community. One of such examples is on the importance of gas checks.

Over the year 100% gas servicing was achieved with the residents help
Residents also provide MVHA with useful information from their local area which helps gas contractor.  An example of this is information on scaffolding.

Residents on the group have raised the issue of ID checking for gas workmen with the landlord.

	Members of the Gas Servicing Group have gained a better understanding and awareness of procedures for gas checks.

More residents have allowed MVHA to gain access to properties for the purpose of gas checks.  This helps MVHA make sure we have safety certificates for all homes.
As a result of information sharing, the landlord has saved time and money by carrying out gas checks to properties where access is readily available.

Work men urged to show identification during gas servicing visits. Residents are also encouraged to identification before allowing access.

Impact
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	Gender
Women 3
Men 0
Ethnicity 

White British 
Age

Between 60 to 85 years of age

Disability

0

	Residents* time:                £720.00

Staff costs:                         £380.00
Resources:                         £    0.00
TOTAL:                            £ 1,100.00

Value for money?
Some

The gas servicing group agree that this type of involvement is very technical and might not appeal to many residents. However, the gas team and participating residents value the contribution from the group which impacts on a number MVHA residents.

Going forward the group has agreed to meet bi monthly to give enough time for staff to feed back on issues raised at meetings.



Residents’ Groups (community groups and residents’ associations)

	Residents’ Groups
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	Purpose and aims

These groups are formed by local residents who have an interest in improving the area where they live

These groups hold monthly meetings, promote themselves in their local community and hold a variety of activities to bring people together and raise community issues

	Support for 3 MVHA recognised community residents groups;

Goodwyns Community Group, Dorking. Some members belong to a number of service improvement groups

R.O.M.E – Residents of Middlemead Estate, Bookham. The residents group meets monthly at Bookham and also holds one open meeting per year. Some members are part of RIG as well as other residents groups

C.O.B.R.A Community of Beare Green Residents Association.  The committee meets monthly.  Members have attended one off resident involvement activities during the year


	Achievements during the year include:

· Estate litter picking activity around the Goodwyns estate

· Successful community car boot sale

· All age community Christmas lights and carol evening

· All age community street party

· Summer community Fun day

· All age community Christmas lights and carol evening

· Residents update news letter giving updates from MVHA and covering estate issues.

· Community fun day

· Family community coach trip

· Residents update newsletter

· Car boot and table top sale

· Estate bulb planting to beautify neighbourhood

· Cream tea morning for elderly residents

Residents brought local issues and highlighted various service issues to MVHA
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	Residents of all ages have got involved across the district at various times during events held by the 3 groups.

Attendance (average)

22 committee members

Gender

Men 7

Female 15
Age

range (average) 25 to 85 years old

Ethnicity

White British

Disability

4

	Overall cost for providing resources for residents groups

Residents grants:           £1,154.28

Staff time:                         £  562.00
Residents time:              £5,688.00

TOTAL:                            £7,404.28
Value for money?
Some

Residents groups continue to have an impact on local communities, helping to improve local neighbourhoods and creating a community spirit


Residents Voices

	Residents Voices

	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	Individuals who want to represent a, road, block of flats or small local area

Residents Voices act as a point of contact for residents and staff.
	We supported 5 actively involved residents voices representing  blocks or Roads in:

· Potteridges Goodwyns

· Church Gardens Dorking

· Rough Rew Dorking

· Heathersland Dorking

· Wayside Capel

The Resident Involvement team met with Residents voices 3 times during the year for 2 hours each.  Meetings are held to share experiences of residents voices work in local areas and to raise issues.

MVHA have provided training on estate inspections.


	Residents have informed MVHA of issues on individual areas and MVHA has provided residents with useful information about service provision.  There is a greater knowledge of service areas, staff members and what they do.
Residents living in the areas covered have benefited from having a voice to put their issues forward to MVHA.
Some examples of changes include:

· RV raising area issues at service improvement groups and RIG.

· Some RV’s have also joined in estate walk-abouts with Area Housing Managers
Some of the local improvements achieved include:

· Door numbers placed on some properties in Rough Rew

· Repair of community bench by community warden

· Cutting back overhanging tree on Rough Rew, making for nicer looking and safer neighbourhood

· Improvements to flower beds at Wayside

Impact
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	Gender
Women 3
Men 2
Ethnicity 

White British 
Age

Between 40 to 75 years of age

Disability

None


	Residents time                 £576.00

Staff time                          £357.00
TOTAL:                              £933.00

                                      £1,866  . 00

Value for money?
Some

Residents said that they have found this approach very useful in engaging with staff and as well as keeping abreast with what is happening where they live


Challenge The Service
	Challenge The Service fun days

	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	Purpose and aims
To encourage residents to come along to venues in their local areas and discuss issues with staff including topics about rent, repairs, improvements, further resident involvement
	Interactive outdoor event held on estates across the district. Residents meet and interact with staff members from repairs, housing management, resident involvement and income teams.

Challenge days held on Clements Mead, Charlwood and Dorking town.

Report from the events were written up, residents issues were acted on and community newsletter was produced letting residents know what happened as a result
Some queries raised include:

· Complaints about holes left in cavity walls

· Re-glazing of glass in bin rooms

· Complaint procedure needs better publicity

· Residents asked for clearer information about the fencing policy


	Residents have met with staff on their estates and had the opportunity to discuss individual issues on various areas of service. Community issues have been highlighted to MVHA.

Issues raised by residents followed up and feedback given to residents.

Some examples of issues dealt with include:

· Repair works carried out to holes in walls left following cavity insulation work
· Broken glass to a bin door has been re-glazed
· Article on complaints procedure went out in autumn edition of Home Matters
· MVHA published a fencing policy last year and a copy can be sent to residents when requested

Impact
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	Local residents approximately 46 were seen 

Gender

Not collected
Age

Not collected

Disability

Not collected
Ethnicity
White British

	Residents time:               £3312.00

Staff time:                          £624.00 Resources:                        £650.00

TOTAL:                            £4586.00
Value for money?
Some


Residents were pleased that MVHA had taken the time to come and see them in their local areas. Residents were happy with the opportunity to have a say about services.



Focus Groups

Focus groups are set up as required to capture and share resident’s views on specific areas of service. This is a useful and cost effective way to get resident’s ideas for improvements to our services. Many residents who haven’t been ‘involved’ before will attend focus groups which sometimes lead to further involvement on other groups.  
	Service Area
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact)
	Who took part?
	Costs and Value for Money

	Cleaning service
	Residents met with Estate service manager, Cleaning contractor (Clean scapes) to consider the service standards for the new cleaning contract and agree the performance indicators that will shape effective service delivery. 

To ensure:

· Residents receive quality, cost effective and timely services that meet their aspirations.

· Residents will continuously be involved in monitoring the delivery of service and standards

· Residents and staff review cleaning maintenance standards annually to continuously help improve services

· MVHA and Clean scapes work together to deliver a consistent service to all residents


	Residents shared their views on the cleaning contract and agreed standards. These included:

· MVHA responding to residents within 3 days of an issue regarding cleaning being raised

· All complaints should be directed to the estates team

· Health and safety issues will be responded to in 24 hours/next day

· Non urgent matters to be responded to in ten days.

Residents received information on when the contract will commence and how often the cleaning will be carried out in blocks of flats as well as in sheltered schemes.

Residents were encouraged to get involved in monitoring the services. Suggestions on how to monitor the service were discussed.
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	12 Residents

8 Female

4 Male

Ethnicity

White British

Disability

Not recorded
	Residents Time:                £264.00

Staff time:                          £248.00

Resources:                        £110.00

TOTAL                                £622.00                            

Value for money? 
Yes
☺


	Grounds maintenance
	Residents met with estate services manager to consider the service standards for the new grounds maintenance contracts. The group agreed the key performance indicators (KPIs) and local performance indicators used to monitor contract effectively.
KPIs help ensure:

· Residents receive quality, cost effective and timely services

· Grounds maintenance standards meet the changing needs and demands of our residents

· MVHA and Burleys work together to deliver a consistent service to all residents.


	Residents agreed the ground maintenance service standards.

Residents received information on the service residents should expect from Burleys.

Residents looked at proposals on how to monitor grounds maintenance KPIs as well as how they can get involved in the process.

‘Keeping up appearances’ event was organised to give more residents the opportunity to share their views on the service standards and to get involved in monitoring the standards.
[image: image35.png]


[image: image36.png]



	8 Residents

5 Female

3Male

Ethnicity 
White British
1 white European

Age

Between 50 & 80
Disability

1
	Residents time:                 £192.00
Staff time:                            £46.00
TOTAL:                               £238.00

Value for money?
Yes
☺



Training

MVHA is committed to providing training for residents in order to build confidence and skills to support residents to take part in involvement activities.

Training has increased knowledge of MVHAs work and there services it provides.  It has helped residents gain skills and confidence to enable them to question and challenge MVHA.  This helps MVHA to improve what it dos.  A number of training courses also provide personal/career development for residents.

	Training 
	What’s happened?

(Outputs)
	So What?
(Outcomes and Impact
	Who took part?
	Costs and Value for Money

	New staff Interview skills


	Residents attended In-house training on interviewing MVHA staff members.


	More residents are able to sit on front line staff member interviewing panel. This ensures residents views are taken on board when employing front line staff.

It also sends a message to would be staff that MVHA takes residents views seriously, including who is employed

Following training 2 residents have assisted on interview panels.

Impact
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	Gender
Women 4
Men 1
Ethnicity 

British white
Age

50 to 74 years
Disability

Not collected
	Residents time:                   £96.00     

Staff time:                            £26.00

Resources                           £35.00   

Total________________ _£157.00
Value for Money?
Yes
☺
Training has provided our residents with a new skill to assist MVHAs work as well as giving residents an added skill which they can use (life chances).


	IT skills

Gaining and updating IT skills
	A number of general needs and sheltered housing residents attended weekly digital photography and basic computer skills training at Regent House.


	Resident s increased their knowledge and confidence to explore new technology. Residents acquire new skills to help out with daily living (life chances).
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	Gender
Male & Female
Ethnicity 

White British
Age

Not collected
Disability

Not collected
	Residents time:          £not known

Transport costs:                £ 00.00
Staff time:                          £  00.00

Total                                   £00.00

Value for money?
Yes *
☺
* The WEA provided the training free to residents

	Mystery shopping
	In-House mystery shopping training 3 times a year for 1 hour 30 minutes. Mystery shopping debriefing sessions 3 times a year for 2hours.

Mystery shopping techniques used included telephone, visits, letters and email.

Some Issues raised included:

· Queries over response to emails

· generic email responses need to be clearer 
· Some shoppers felt that responses to emails are quick and staff members are helpful.

· Letters not responded to

· During visits residents noticed some staff were not wearing name badges


	Residents have participated in mystery shopping MVHA services. 

Managers now check staff inboxes when on leave or during longer term absence. 

Letters which did not receive responses were referred to officers concerned for further investigation.  All staff members have been reminded to wear name badges.
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	Gender
Women 24
Men 0
Ethnicity 

White British
Age

30 to 65 years
Disability

Not collected
	Residents time:              £6,048.00
Staff time:                           £273.00
Resources                       £1,410.00
TOTAL:                           £.7,731.00
Value for money?
some

Mystery shopping continues to be a good tool for checking on service delivery. It gives residents the opportunity to do an on the spot check on services received as well as staff member approach when dealing with issues.


	Condensation
	2 hour information session

The repairs team looked at ways to manage, avoid and repair condensation in properties
	Residents who attended the session have a better understanding of condensation, how MVHA deals with issues relating to condensation and how to avoid getting condensation in homes
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	Attendance

9 residents
Gender

7 Female

2 Male

Ethnicity 

British White

Age

50 – 75
Disability   2
	Residents time:                 £216.00

Staff cost:                         £    72.00                                           
Resources                        £31.50  
Total                               £319.50
Value for money?
Some



	How to complain successfully


	2 hour information session

Continuous Improvement Officer met with residents to give information on how to make a successful complaint
	Residents who attended the session have a clearer understanding of how to make a complaint and the general procedure involved. 
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	Attendance

7 residents

Gender

5 Female

2 Male

Ethnicity 

British White

Age

45-75


	Residents time:                 £168.00
Staff time:                          £  52.00
Total                                   £220.00

Value for money?
Some



	Know you Area Housing Manager
	2 hour information session
Housing management team met with residents to talk about the team’s responsibilities, estate inspections/walkabouts and raising ASB issues.
	More residents join the housing management team on estate walk about, where issues raised are dealt with and feed back is provided to residents who take part.
Residents gained a better and clearer understanding of the roles and areas covered by area housing managers. 
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	Attendance
4 residents

Gender

2 Female

2 Male

Ethnicity 

British White

Age


	Staff time:                         £180.00

Residents time:                   £96.00

Resources:                        £ 13.00

Total                                  £289.00
Value for money?
No

Only 4 residents attended this session. This was not good value for money considering the staff time involved. 

	Committee skills
	Resident Involvement team met with residents from a number of involvement groups to share knowledge on essential and useful committee skills.

Residents shared their experience of working on committees. The RI team shared hints and tips on chairing skills, roles of officers, secretaries and treasurer as well as how to run effective meetings.
	Residents learnt form each others experiences of working on a number of committees.

Resident gained knowledge of various committee roles and more confidence on how to run committees successfully.
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	Attendance

 5 residents
Gender

4 Female

1 Male

Ethnicity 

British White

Age

65-74

Disability

2


	Residents time:                   £96.00

Staff time:                            £52.00

Resources:                          £19.00

Total:                                  £167.00
Value for money?
No

There were only 5 residents in attendance which did not give value for money

	Face Painting
	The RI team organised accredited face painting course with younger residents.  The aim of this was to engage with younger residents get them to share their views on services and give them a chance to learn a useful new skill

	Residents have gained a new skill which they can use and which can be beneficial to MVHA when holding events.  (Participants have agreed to support RI events)
Some of the residents attended and took part in the Halloween youth competition.
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	Attendance

6 Residents
Gender

6 Female

0 Male

Ethnicity

White British

1 Black/British African

Age

25- 65

Disability 

1


	Residents time                 £504.00

Staff time:                          £182.00

Resources:                     £1400.00      

Total:                              £2086.00
Value for money? 
No

Residents have so far only participated in one event.  

However the residents were given a chance to learn a new skill
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