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The background to the new strategy

Unity strives to involve its tenants so that we can deliver excellent services.
Since our last strategy was launched in 2004, we have seen a huge increase
in the quantity and quality of resident involvement, with a corresponding
increase in tenant satisfaction.

From our research, it is clear that the things that tenants value most in Unity
are:

An efficient, responsive repairs service
Quality homes

Thriving, multi-cultural communities
Good opportunities for young people

Unity’s customer profile

Unity is a 1000-unit, community-based housing association. Our housing is in
relatively small developments (typically around 20-40 properties) and a
guarter of our stock is miscellaneous rehabs. This makes it resource-intensive
to carry out community development work on our estates.

Unity’s tenant profile is younger than that of comparable local housing
providers and is predominantly BME. The age and ethnicity profile as at
September 2006 were as follows.

Unity tenant profile by ethnicity, Unity tenant profile by age,
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Unity now has a hard core of tenants who wish to become more involved.
Thanks to the flexible and inclusive nature of Unity’s involvement process,
and proactive work to include people from under-represented groups, they are
a diverse group from a wide range of ages and ethnicities. They include
Community Voices, regular focus group participants, panel members and
community activists and are recorded on a Resident Involvement Database.

We will monitor who our active residents are each year as part of the Resident
Involvement Statement Impact Assessment. If this process identifies that any
particular groups are under-represented, we will agree how to rectify this
imbalance and incorporate this objective in the next year's Resident
Involvement Statement.

What does Unity want to achieve from residenti  nvolvement?

The Audit Commission and Housing Corporation state that housing
associations need greater honesty about what resident involvement activities
are designed to achieve:

From ‘Housing — Improving services through resident involvement’,
Audit Commission & Housing Corporation, 2004

Unity needs to balance its tenants’ concerns about service levels (such as
repairs & maintenance) and the condition of its older homes with its original
pioneering aims to work with the wider community to combat the inequalities
that BME residents face, such as poorer educational attainment, income and
life chances.

Over the next three years, the primary focus of resident involvement within
Unity Housing will be to improve services to tenants. In particular, attention
will focus on the repairs and maintenance service as tenants have repeatedly
identified this as their greatest cause of dissatisfaction. There will also be an
emphasis on enhancing accountability, by introducing a suite of performance
indicators and improving opportunities for effective performance monitoring
and feedback by and to residents.

Unity will focus on meeting its wider aims to build social capital and
community capacity through its business arm, Unity Enterprise.

What do our customers want to achieve from resi dent involvement?

Our customers’ main motivation for getting involved is not to assist Unity in
fulfilling its obligations as a social landlord. It is to see that the services they
receive and the environments that they live in are improved. To ensure that
our residents engage, we therefore have to ensure that our resident
involvement structure addresses these needs first.
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From ‘What Tenants Want’, National Housing Federation 2006

Unity residents want to see their basic services improved, in particular the
repairs and maintenance service. This has come through strongly in STATUS
2006, the Estate Satisfaction Surveys 2004/05 & 2005/06 and the focus
groups to consult on this strategy. From STATUS 2006, we learnt that where
tenants expressed dissatisfaction with Unity’s overall service, the service area
that showed the strongest correlation in terms of dissatisfaction was repairs &
maintenance. Satisfaction with this service was lowest quartile when
benchmarked with other social landlords, which makes it the main priority for
improvement.

Many residents have also indicated that they would like Unity to carry out
more community development activities, such as setting up children’s
activities. However, this kind of work is resource-intensive and would have a
high opportunity cost to Unity. It will not therefore be the main focus of Unity’s
work in the near future. Instead, Unity will signpost tenants towards other
organisations providing these services, and will work to bring Unity’s
residents’ needs to the attention of other service providers (e.g. the Youth
Service) to maximise our residents’ opportunities.. We will support and
provide financial assistance to those tenants who want to organise these
activities themselves.

Recognising residents’ preferences

There is a clear business case for consulting and involving tenants to improve
the standards of service delivery. As consumers, tenants should be the
subject of consultation and should have the ability to hold their landlord to
account for the services that they pay for.

However, being a tenant does not automatically imply an interest or
competence in housing management. This is not why people become tenants.
By analogy, whilst homeowners wish to enjoy a good service from their
mortgage lender; they rarely wish to become bankers. Unity’s tenants are
keen to see improvements in the services that they receive and in their
communities, but few have been keen to adopt an activist role or act
collectively. We respect their choice, but will encourage them to take a greater
role by giving them opportunities to build up their skills and confidence.

Unity’s residents have chosen to vote with their feet when offered traditional
involvement structures such as residents associations and tenants’ forums,
demonstrating that this is not their preferred type of engagement. Unity

recognises and respects residents’ preferences and has therefore based its
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involvement structure on quicker, consumerist-model involvement methods,
such as monitoring feedback and postcard, phone & door-to-door surveys.

Where Unity’s tenants do want to take an active role in our management
structure or within their communities, Unity will fully support and encourage
them to do so.

Our legal obligations

The Housing Corporation and the Audit Commission expect landlords to do
the following.

$%
& ' ( %

From ‘Housing — Improving services through resident involvement’,
Audit Commission & Housing Corporation, 2004

The Housing Corporation also gives clear guidance on the standards that it
expects housing associations to keep to. Section 2 of the Regulatory Code
contains the following relevant paragraphs.

Regulatory Code Regulatory guidance

2.5 Housing associations must The association is effectively accountable to
seek and be responsive to its stakeholders. Current information about
residents’ views and its activities is widely available to residents
priorities and other interested parties.

2.5.1 reflecting these interests in Residents, housing applicants and others
their business strategy have ready access to an effective

complaints and compensation police,
administered effectively. Independent
Housing Ombudsman recommendations are

actioned.

2.5.2 giving residents and other The association considers a range of
stakeholders opportunities methods and opportunities to consult and
to comment on their obtain feedback from residents. It seeks to
performance make an agreement, developed in

partnership with residents, setting out how
they will be involved, consulted and
informed and how this will be resourced,
measured, monitored and reviewed.
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2.5.3 enabling residents to play Where they so wish, residents are
their part in decision-making supported, enabling them to obtain the
knowledge and skills to play an effective
part in investment in, and management of,

2.5.4  providing opportunities for their homes and neighbourhoods. They are
residents to explore, and encouraged and supported to explore
play their part in how options.
services are managed and
provided

The Housing Corporation’s Involvement Policy for the Housing Association
Sector also requires housing associations to produce an annual Resident
Involvement Statement, and to carry out an impact assessment on its
effectiveness each year in conjunction with residents.

The Elton review made various recommendations regarding resident
involvement, which have been reflected in the Housing Corporation’s
forthcoming publication, Delivering change through involvement. Unity has
noted the contents of the consultation document and will ensure that its
resident involvement practice reflects its good practice guidance.

Unity will also strive to learn from and comply with the Audit Commission’s
KLOES — Resident Involvement.
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Resident involvement 2007-10 — the new themes

Unity’s 2004-2007 Tenant Involvement Strategy proved to be a successful
springboard to better customer involvement and the subsequent best value
review produced Unity’s first Tenant Involvement Service Improvement Plan.

Having reviewed the success of the previous strategy, it is clear that although
its aspirations were high, the implementation of the action plan and Best
Value recommendations were hampered by too many separate plans and too
many detailed action points. The previous strategy also failed to include a
clear monitoring framework for measuring progress and outcomes

The new strategy therefore seeks to simplify the resident involvement
structure. It focuses on improving Unity’s core services and accountability to
residents, with clear themes and concise, monitored targets. Its aims are as
follows.

To be an overarching framework, with the detail for the year to be in the
annual Resident Involvement Statement

To give a simplified RI structure with fewer, clearer themes. However,
within these themes the key is flexibility to accommodate a wide range of
different needs (e.g. Community Voices — one simple theme, but a range
of involvement options; getting Complaints Procedure feedback — usually
done through freepost feedback cards, but achieve target levels through
other methods where necessary, e.g. phone surveys)

To set measurable, achievable, monitored targets for resident
involvement outcomes (i.e. targets for return rates for regular satisfaction
surveys, targets for satisfaction ratings from services)

To establish a clear calendar for resident involvement each year,
showing what activities are to be carried out when, enabling smoother
planning and timetabling

To tie in with the Housing Corporation’s publication Delivering Change
Through Involvement.

The new structure therefore contains the following elements.
Overarching Resident Involvement Strategy 2007-10

Annual Resident Involvement Statement , incorporating an annual
impact review and resident involvement calendar

New, simplified Resident Involvement Service Improvement Plan
Clear resident involvement monitoring framework
STATUS 2006 action plan

The recommendations from STATUS 2006 will form the backbone to the

actions for the next three years. Unity will carry out a further STATUS survey
in 2009 to inform the next resident involvement strategy.

Page | 8



2.1

2.2

2.3

Draft Resident Involvement Strategy 2007-10 Freakion Sept 2007

Annual Resident Involvement Statement (RIStat)

The RIStat will be set in conjunction with customers at the beginning of each
financial year and will be based on an impact review of the previous year’s
RIStat.

The RIStat will contain the detail for that year, including the following.
Main themes for the year
Resident involvement calendar
Resident feedback structure
Priority estates for action
Performance indicator targets
Actions for the service improvement plan

Resident Involvement service improvement plan ( RISIP)

The previous tenant involvement service improvement plan was completed
and signed off in May 2007. Unity is putting new service improvement plans in
place from June 2007, incorporating the recommendations from the Audit
Commission’s inspection report. The new RISIP will be SMART (Specific,
Measureable, Achievable, Realistic, Timetabled) and be based on the
recommendations from STATUS 2006 and input from customers.

It will be a live document and constantly updated. Unity’s Operations
Committee will review progress via quarterly reports.

Resident Involvement monitoring framework

The purpose of the monitoring framework is as follows.
To monitor progress on resident involvement.
To find out what works.
To find out what activities do not serve an effective purpose.

To ensure that all residents are offered good resident involvement
opportunities regardless of where or how they live.

To record how residents influence the delivery of services with a view to
driving up service quality.

To feed into annual review of resident involvement.
To account for the time and money spent on resident involvement.

This will be achieved through the annual impact assessment and the
establishment of resident involvement performance indicators and targets.
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Working in conjunction with customers, Unity will set resident involvement
performance indicators and targets at the beginning of each financial year.
The targets will be reported to the Operational Committee on a quarterly
basis.

Unity’s active tenants will be asked to participate in a customer panel to
receive quarterly reports and review progress.

Progress against the targets will be reported back to the wider tenant base on
a quarterly basis in Unity News.

The following performance indicators have been suggested.

Complaints: number of complaints, percentage of complainants who
have given feedback, satisfaction with handling of complaint, satisfaction
with outcome of complaint

Community Voices: number of Community Voices, number of interviews
carried out

Scheme improvements: satisfaction levels with property/estate before
and after scheme improvements

Anti-social behaviour: percentage of customers who have given
feedback, satisfaction with handling of case, satisfaction with outcome of
case

New tenants/shared owners: percentage of new tenants who have given
feedback, satisfaction with property, satisfaction with service

Exiting tenants: percentage of exiting tenants who have given feedback,
satisfaction with overall service

Day-to-day repairs: percentage of tenants who have returned their
satisfaction slips, satisfaction with service

Cyclical/planned maintenance: percentage of tenants who have returned
their satisfaction slips, satisfaction with service

These performance indicators will be monitored on a quarterly basis by the
Customer Service Performance Officer. If satisfaction levels fall below target
levels, the CSPO will establish what the problems are and co-ordinate action
to raise satisfaction with the service. Reports on resident involvement
performance indicators and any remedial action taken will be given to
Operations Committee on a quarterly basis.

The performance indicators and targets will be reviewed at the end of each
financial year and used to set new targets for the next year.

STATUS 2006 action plan

Unity used its in-house expertise to ensure that the compulsory 2006
STATUS survey was a real exercise in involving tenants and using their views
to drive the service forward.
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The STATUS 2006 action plan is being set in conjunction with residents and
will detail how the recommendations are to be implemented. Each action point
will be directly linked to a service improvement plan, so that it is fully
integrated into Unity’s business.

STATUS 2006 will form the backbone of Unity’s resident involvement work for
the next three years. It is being used to shape three main service areas.

Planned maintenance

This is the key area of tenant dissatisfaction identified in STATUS 2006. As
well as exploring improvements in procurement methods to get better value
for money in this area, the programme needs to reflect residents’ priorities
and preferences.

Methods to increase resident involvement in this area could include a tenants’
conference focussing on the repairs & maintenance service.

Day-to-day repairs & maintenance

Again, this is a service with a high level of dissatisfaction. Resident
involvement in this area needs to be improved with greater input into
contractor choice and performance monitoring. Unity’s contractors also need
to be more accountable to residents, especially as regards missed
appointments.

Estate management

Since STATUS 2006, the Community Voices initiative has given residents the
opportunity to work in partnership with Unity staff and have a direct input into
how their estate is managed. This has been complemented by partnership-
working with the Groundwork Trust on the scheme improvements programme,
which has been radically transformed how much say residents have in how
the available budget is spent on their estates.

STATUS 2006 pinpointed the neighbourhoods with the lowest satisfaction
ratings. Using this data, the following estates have been targeted for
improvement initiatives.
2007/08: Kimberley Place/Kitcheners, Leicester Close, Briarsdales
2008/09: Stonegates, Fielding Gate

The form that the intervention is taking on each estate is dependent on its
needs as stated by residents in the following ways.

in STATUS 2006

through the Community Voices initiative

as anti-social behaviour complaints

through informal contact with Unity staff

There also needs to be greater accountability to residents who pay a service
charge, with new methods to enable them to monitor the services they get.
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Value For Money and the Efficiency Agenda

Resident involvement is integral to the efficiency agenda, which requires Unity
to produce greater outputs for the same or less resource input. Where Unity
makes savings in terms of inputs, we have to demonstrate that this is not at
the cost of tenant satisfaction and that the changes to the service meet our
customers’ requirements. From our customers’ perspective, better outcomes
for them can include accessibility, effectiveness, acceptability, equity,
responsiveness, timeliness, reliability and openness. These can all be classed
as non-cashable gains.

By seeking residents’ views on a wide range of services, Unity can establish a
base-line for its performance information, from which future improvement can
be measured. The suite of performance indicators are therefore an essential
part of measuring value for money.

We will involve residents in reviews of service standards and will work in
partnership with Leeds Tenants Federation to use mystery shopping to
provide a quality cross-check on services. In particular, we will seek to involve
residents in the delivery of the repairs & maintenance service and
procurement in this area, and will provide training to ensure that they can
have an informed input.

As part of the Resident Involvement Statement Impact Assessment process,
we will analyse resident involvement activity in terms of cost and impact each
year.

We will follow the Housing Corporation’s guidelines on where resident
involvement can have the greatest impact:

From ‘Delivering Efficiency: Integrating Quality and Efficiency’,
Housing Corporation 2006
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3. Involvement methods

Unity will use the following methods to involve its customers. As we develop
the service, these methods may change. However, we will always offer a
flexible, varied menu of options that enable all our customers to get involved,
no matter what their personal circumstances, skills or abilities are.

3.1 Low commitment
Postcard consultations in Unity News

Doorstep community consultations, e.g. for scheme improvements or
local lettings policies

Letters

Freepost feedback cards

Comment cards

Email surveys

Phone surveys

New tenant satisfaction questionnaires
Repair satisfaction slips

Exit questionnaires

Anti-social behaviour questionnaires
STATUS survey

3.2  Medium commitment
Focus groups
Ad hoc panels
Contractor interview panels
Community Voices
Policy reviews
Organising community activities
Taking part in training

3.3 High commitment
Tenant Board members
Co-ordinating activities for other residents or young people
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Appendix 1: Themes for Resident Involvement
Statement 2007/08

Our main area of focus for 2007/08 is the repairs & maintenance service.
Dissatisfied residents have clearly stated that this is their major area of
concern, and the one that they want to see Unity radically improving this year.

Repairs & maintenance focus groups

To enable residents to have an informed say on what changes we make,
we will hold a series of information sessions and focus groups on the
different elements of the repairs & maintenance service. These will be
run by maintenance staff, bridging the gap between their perspective
and that of residents.

Planned maintenance programme

We will publish the planned maintenance programme for 2007/08 to all
tenants, so they know what is happening and where.

Scheme improvements

We will focus on the estates that have the highest levels of
dissatisfaction (from STATUS 2006) — Kimberleys/Kitcheners,
Briarsdales and Leicester Close.

Landscaping and cleaning contracts

To make sure that we are providing value for money for service charges,
we will give residents the opportunity to make changes to our biggest
service contracts.

Improving satisfaction

We will measure satisfaction in the following areas — complaints, repairs,
scheme improvements, planned maintenance, anti-social behaviour, ex-
tenants. We will set targets for satisfaction levels and take action to
improve them if we fail to reach our targets.

Educating residents about involvement

We will produce a specialist newsletter for residents who want to be
more active, telling them more about how they can get involved and
showing them what has been done elsewhere.
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