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DALES HOUSING LIMITED

TENANT CONSULTATION AND PARTICIPATION POLICY

1.
INTRODUCTION


Dales Housing has a firm belief that providing and maintaining quality services can only be achieved through the encouragement of a healthy and respectful dialogue between service users, Officers and the Board.  The main aim is to enable service users to influence the development and improvement of services which they receive.  Dales Housing intends to harness the goodwill of tenants by focusing involvement activities in an inclusive, informal, fun but results driven environment.

2.
OBJECTIVES OF THE TENANT CONSULTATION AND INVOLVEMENT
(a) To ensure information on tenant participation initiatives is made widely available and that there is regular promotion of opportunities for tenants to become involved.

(b) To integrate tenant participation responsibilities within the duties of all members of staff and ensure they are trained to advise and support tenants competently.

(c) To ensure tenant participation activities are promoted and inclusive and provide all service users, irrespective of ethnic origin, disability, age, gender or locality, to have access to these involvement opportunities.  That the Policy is implemented in a manner which adheres to the principles of the Equal Opportunity, Equality and Diversity Policy.

(d) To communicate the roles and responsibilities of tenant representatives, Board members and individual staff members to tenants.

(e) To align tenant involvement structures which reflect the committee structure and working groups of the Dales Housing Board of Management.

(f) To develop and maximise the use of Dales Housing’s Menu of Participation Options and support activities using the database to promote and provide feedback to tenants on initiatives and service developments.

(g) To provide tenants with the opportunity to monitor and evaluate the performance of service delivery.

(h) To provide tenants with quality training and resources.

3.
SUMMARY OF OPERATIONAL PRINCIPLES OF THE TENANT PARTICIPATION POLICY
1. Dales Housing will work closely with tenants to develop a new Service Agreement (Tenant Participation Compact) which will be the keystone of all tenant participation activities.

2. Detailed procedures will be in place which will be used by staff across Dales Housing to encourage and develop service user involvement in the improvement and monitoring of services which they provide.

3. The Menu of Participation Options will be enhanced and regularly used to provide mailings, information and invitations to individuals registered on its database.  A quarterly tenants’ newsletter will be published and other innovative promotions will be used providing incentives for service users to participate in tenant participation and consultation activities.

4. Particular focus will be given to the development of individual village representatives ensuring community involvement and service development issues can be considered in local fora.

5. Dales Housing will work closely with tenants’ representatives to arrange social and community events to promote the work of Dales Housing.  A specific budget will be in place to meet the costs of advertising and promotion, training and servicing of tenant participation events and activities.  Funding will also be in place to provide starter and annual support grants to any tenants and residents’ associations which emerge under this Policy.  Dales Housing will also ensure that venues for meetings and activities are accessible to all, and in an environment that customers feel comfortable with.

6. Job descriptions, duties and responsibilities of all staff will ensure that tenant participation and consultation is a shared responsibility by Officers of all levels within Dales Housing.

7. Tenants will be given real opportunities to influence the planning and implementation of all services delivered to them by Dales Housing.

8. The Tenancy Agreement, tenants’ handbook and sign up procedure of new tenants will include detail on tenants’ opportunities to become involved in service development and monitoring.

9. A protocol will be devised which will guarantee service user involvement in management projects such as Best Value reviews, inspection and service monitoring.

4. RESPONSIBILITY
The Director of Operations will have overall responsibility for the monitoring and implementation of the Tenant Consultation and Participation Policy.

5.
CONSULTATION

Consultation of the revisions to the Tenant Consultation and Participation Policy will be undertaken through a variety of means with tenants and other customers as appropriate, including through the Tenant Liaison Group.  Consultation will also take place with the District Council, the Housing Corporation and other Landlords and agencies as appropriate.

6.
REVIEW
The Tenant Consultation and Participation Policy will be reviewed at least once every two years or on the introduction of new legislation or guidelines.

7.
PERFORMANCE INDICATORS

A number of local performance indicators and targets will be agreed with tenants and other service users.

8.
MONITORING

Procedures will be monitored and these will be rectified as appropriate.  Monitoring reports will be presented for Area Panels, Tenant Liaison Group and Board which will illustrate how the Tenant Consultation and Participation Policy is being implemented.  The effectiveness of the Tenant Consultation and Participation Policy will be judged on a number of levels, including amongst other factors the number of tenants involved, the range of activities they are involved with and the degree to which all groups of tenants and other customers are engaged.
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