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Thursday 11th September 2008 at 6:00pm to 8.00pm,

The Chief Executive’s Conference Room, 1

St Floor,

Christopher Addison House, 72 Wilton Way, Hackney E 8 1BJ

Agenda

Part A AGENDA (Open to the Public)

Item | Presenter Subject Status Duration Time
1. Chair Welcome and Introduction Inforioat 5 mins 6.00-6.05
2. | Chair Apologies Information 2 mins 6.05-6.07
Declarations of Interest Information
a) Minutes of 26 June Decision
2008
3. Chair 10 mins 6.07-6.17
b) Matters arising Information
4. C Graves/Exec| What's happening at Hackney Information 15 mins 6.17-6.32
team Homes Update? (Report)
5. T Hogan Service Standards Information 15 mins 6.32-6.47
(Report)
6. C Taber Resident Participation Strategy Decision 15 mins 6.47-7.02

(Report)




Information

7. C Taber Tenants’ Event update (Verbal Report) 5 mins 7.02-7.07
Hackney Homes Officers-Issues:
8. | R Devot Non Attendance Information 10 mins 7.07-7.17
Communication (Report)
Cancellation of Meetings
Information .
9. C Graves Self Assessment Document (Verbal Report) 10 mins 7.17-727
10. Chair Any Other Business Information mins 7.27-7.32
Date of next meeting:
11. Chair 30" October 2008 at 6.00pm Information 1 min 7.32-7.33

(Christopher Addison House)




Part A Minutes of Resident Liaison Group Meeting, h

On 26 June 2008 at 6.00PM

eld at Christopher Addison house, 72 Wilton Way Hac  kney E8 1BJ

Board members Officers Resident Representatives
Present Rupert Tyson (Chair) Charlotte Graves Lawrence Windle
David Larkin Gary Penticost Rhonda Dewsnap
Terry J Edwards Clive Taber Muriel Gordon
Brian Marsh Peter O'Kane Ron Devoti
Tom Hunt Denise Bingham
Barrie Cotton Peter Kinsey
Housing Partner Representatives Neil Isaac Sid Curtis
Elliot Brooks- Pinnacle Pat Ronayne Michael Gill
John Ferman- Pathmeads Doreen Bullock
Jean — Paul Lawrence Tampu — Eya
Tony Goodchild
Item Open to the Public Action Date
1. Welcome & The Chair introduced and welcomed the following Housing Partners’

Introduction

Representatives:
Elliot Brooks- Pinnacle
John Ferman- Pathmeads

2. Apologies

Apologies were received from:
Audrey Villas
Robin Smith
Jamie Carswell




3.a Minutes of 24 ™ April
2008
b Matters arising

The Resident Liaison Group agreed the Minutes of 24 ™ April 2008.

Matters Arising from Minutes of 24 ™ April 2008
- Clive Taber informed the RLG that mediation services were terminated. He
told the RLG that Hackney Homes were considering alternatives to mediation
services. RLG would be updated at the next meeting

Satellite Dishes .

i)

Clive Taber told the meeting that Hackney Homes was writing to
people reminding them of the conditions of the tenancy. A review was
taking place regarding Satellite Dishes installation.

Muriel Gordon said that there was no enforcement policy on satellite
dishes. She added that this condoned the installation of the dishes by
default. The meeting agreed that more was needed on enforcement.
Sid Curtis asked for clarification of the policy. Clive Taber informed
him that Hackney Homes policy was opposed to Satellite Dish
installation and that possession as a remedy would be difficult and
expensive to implement.

Clive Taber also informed the RLG that permission was not given to
any application for new installation.

He emphasised the problems of enforcement due to lack of
resources.

The Chair added that Hackney Homes allowed the problem to get out
of hand.

vii) Alice Burke mentioned that some residents got permission but

Hackney Homes would need to make a stand to stop the problem
worsening.

viii) Jean-Paul Lawrence Tampu-Eya advised the RLG that leaving the

satellite dishes for too long without any action could be construed as
implied permission. He added that such a position complicated any
measures to implement the policy strictly.

C Taber

11.09.08




4. What's happening at
Hackney Homes?

The Chief Executive outlined Hackney Homes activities and highlighted the
following:
- The Chief Executive informed the RLG that Hackney Homes valued its
relationship with all the stakeholders. She said that the relationship between
Hackney Homes, Tenant and Resident Associations and Neighbourhood
Panels must be consolidated for the mutual benefit of all.
The RLG was informed that the changes made to the resident participation
structure in 2007/8 have not achieved the intended outcomes.

Hackney Homes would be consulting with the stakeholders to find ways to
improve the effectiveness of resident participation.

INSPECTION PREPARATION

The Chief Executive outlined the key task facing Hackney Homes in
preparing for inspection.

Achievement of the 2 stars and the £225m that came with it must be
emphasised.

She added that the achievement of the 2 star rating would help the
improvement of services.

REPAIRS AND MAINTENANCE
- The RLG was informed that the Chief Executive and other officers met with
first year apprentices. The meeting was informed that about 260 applications
were received for 6 posts. Hackney Homes is working with partners.

The RLG meeting was informed that feedback from the Steering group is
promising and resident involvement was encouraging.

Gary Penticost was grateful for resident participation in procuring
maintenance contract. The process was on course to meet the contract start
date of 1% September 2008.

C Graves
/Exec team

11.09.08




LEASEHOLD AND RIGHT TO BUY

Pat Ronayne informed the meeting that the Right to Buy scheme continued to attract
interest. The following points were highlighted:
- Meeting was told that 37 formal offers were made to tenants. 12 sales were

completed.

New service standard to come out due.

Rent strategy to be tabled at the Board.

Resident survey to be conducted over June.

Preparation was underway for a Major Advice Day in September.

ESTATE CLEANING AND GROUNDS MAINTENANCE
Tom Hunt highlighted the following to the Resident Liaison Group:
Performance was being maintained at 92%-94%.
Hackney Homes was recruiting for Estate Cleaning and Grounds.
Maintenance Manager and Business Development Manager positions.

WOODBERRY DOWN UPDATE
RLG noted the report. The following points were hlghllghted

All invited to Fun day scheduled for Saturday 5 ™ July at Rowley Gardens.
Council and Berkeley finalising the s106 agreement for the Old School Site.
Development would start about three (3) months after planning permission
was granted and the agreement signed. A report to protect retailers and
landlords from sub-standard retail occupation was likely to be presented to
the July Cabinet.
Decanting and rehousing was almost complete because only 3 tenants
remained. Meeting was informed that all 3 were in the process of moving to
new homes.
On the Horston and Sherwood Houses Kick Start  site 5 tenants remained.
2 had accepted the offer of new homes. 2 leaseholders agreed to sell with
repurchases to be completed.
Delay on demolition was due to one tenant in Dean House delaying moving.




Lawyers were dealing with issue and negotiations were taking place to
persuade the tenant to move voluntarily.

The Resident Liaison Group noted the Report.

5. Communications
a) Wider picture

b) Email
communication

Clive Taber outlined the following formal resident participation structures:

TRA's -Estate manager attends TRA meetings and feedback on matters
raised must be actioned within 15 working days. Currently 90% were
actioned within the deadline.

Neighbourhood Panels- Housing management (partners/housing services
client), Property Services and Estate Environment attend panel meetings
and deal with issues raised.

RLG requires Hackney Homes to send papers out 10 days in advance.

The following issues were discussed by the RLG:

A member of the RLG asked why all Hackney Homes mail was sent to
Hackney Council post room for franking. He said that this delayed the post.
Elliot Brooks (Pinnacle) informed the meeting that residents could not get an
‘out of office message’ response from officers out of their offices. He
suggested the creation of a communal email address and encouraged
residents to copy the communal when corresponding with officers.

David Larkin informed the meeting that Stoke Newington was doing well as
far as communication was concerned.

Email communication

Muriel Gordon was concerned about Hackney Homes
Communication. She said that the process was not followed as
outlined. Residents could not get through although the website
provided information about the system and how to contact officers.
RLG members felt that email system was not efficient. Members




suggested creating a filtering system to ensure more important
issues were attended to first.

Ron Devoti said that there must be a better communication process
so that residents’ enquiries were attended to efficiently and
effectively.

The Chief Executive told the meeting that she would work hard to
ensure that the communication process improved and residents were
given prompt response to their enquiries.

RLG noted the Communications report.

6. Repairs-184/EI1B

Gary Penticost told the RLG that the ‘184 planned walk about programme’ had been
a success in resolving long standing maintenance and anti-social issues on estates.
The following issues were highlighted:

- Meeting was unanimous on the benefits derived from 184 programmes.
Tom Hunt informed the meeting that EIB and 184 went through the same
process with the aim of optimising the process.

Gary Penticost told the meeting that unspent money under 184 might be

transferred to EIB.

Muriel Gordon felt that the process was not clear and that the prolonged

process created confusion.

Sid Curtis requested a letter explaining the position in relation to EIB

process. Tom Hunt informed the RLG that information would be sent out to

Panels and TRAs.

Meeting discussed flexible ways to use EIB funds. RLG members suggested

creating accounts with hardware stores and using the voucher system. The

members believed that such arrangements would ensure that procurement

process was not unnecessarily complicated.

Meeting asked for further discussion of how the process can be streamlined

to ensure funding for the EIB programmes is allocated and used efficiently.
The RLG noted the Repairs-184/EIB report.

T Hunt

G Penticost

11.09.08

11.09.08




7. How to get feedback
from Residents on
Communal
Repairs/Cleaning and
Maintenance

Gary Penticost highlighted the following:
Hackney Homes would develop a process to acknowledge request from
residents.
Residents would get confirmation of when they should expect response for
their enquiry.
Meeting was informed that residents wanted a system that provided prompt
feedback.
Gary Penticost told the meeting that residents were welcome to contact him.

The RLG noted the report.

8. Assets Management
Strategy and Plan

Gary Penticost presented the report. RLG meeting was informed of the following:
The Assets Management Strategy and Plan key objective covered a
sustainable portfolio providing safe, affordable and well maintained homes
for residents of Hackney Homes.

Six delivery areas discussed were:
a) Housing Needs and Economic Stability
b) Environmental Sustainability
c) Stock Condition
d) Service Levels
e) Inclusion and engagement
f) Value for money and affordability

Gary Penticost informed the meeting that the achievement of the six delivery
areas would ensure that the culture of continuous improvement was
maintained.

The meeting was also informed that a complementary Procurement Strategy
would prepare Hackney Homes beyond 2010 when the Decent Homes
contract comes to an end.

Meeting agreed that there was need for clarification on repairs policy on
rented garages.

Tom Hunt informed the meeting that the garage audit was finished.

T Hunt

11.09.08




The garage audit would be brought before the RLG for review.

Muriel Gordon said that the performance report must include information
about leaseholders and communal areas repairs.

Brian Marsh added that a review was needed of investments in
neighbourhood areas. He said that a good communal strategy was needed.
Tom Hunt would report on garages and how Hackney Homes could ensure
revenue from garages was not lost.

The RLG noted the Assets Management Strategy and Plan.

T Hunt

T Hunt

11.09.08

11.09.08

9. Tree Maintenance

Tom Hunt informed the RLG that £450 000 was needed to maintain trees.
Meeting asked T Hunt to inform the Scrutiny Committee that residents were
affected due to lack of tree maintenance.
Members also agreed that the need to maintain trees must not overlook the
need to preserve them.

10. Grants for Larger
Enhanced TRA

The RLG noted the report and raised the following issues:
Clive Taber informed the meeting that the grant levels would consider the
increased costs faced by larger TRAs.
The meeting discussed the proposal. Some believed that the grant levels
failed to consider the need for administrative staff essential in running TRAS
especially those with elderly residents.

The meeting agreed to accept the proposal but recommended proposal was
revisited in wider discussions of TRA issues.

11. Tenant’'s Events

The followmg were highlighted:
Opponents of the proposal said that the key to successful resident events
was that they were spread over several days. Leaseholders and tenants alike
were affected in the same way.
Brian Marsh said that there must be an equitable consideration so that
tenants are given a chance to speak about their concerns.
Further support of the proposal was based on the need to give tenants an




opportunity to know their rights.

Meeting was informed that the day event would give tenants a chance to
discuss issues and problems.

The meeting agreed to the resolution that a tenant event is arranged to encourage C Taber/
greater level of involvement. T Edwards TBC

12. Voids Procedure The report was welcomed by the group, with the following points made:

- The revised voids policy and procedure policy built on existing procedures.
The voids policy redraft addresses several recommendations made by the
Audit Commission at the last inspection.
The RLG welcomed the Rechargeable Repairs Policy, implemented over the
past 8 months to help tackle abuse of property.
They were pleased that Property Services now provided a signed guarantee
that a property meets or exceeds the Hackney Letting standard.
The group welcomed the introduction of a revitalised Void Policy Review
Board which continues to include officers from the Council side.
Noted the Council have final decision on street property disposal.
Members reiterated years of neglect of street property could lead to
excessive disposal recommendations, and would like this monitored.

The RLG noted the Voids Procedure report.

13. Update on Resident - Clive Taber informed the RLG that Hackney Homes was in the process of
Participation and Rents producing a resident participation strategy  setting out the main aims and
Strategy Consultation objectives for the service based on the Compact.

In addition a draft rent arrears strategy  would be presented to the RLG.

The RLG agreed that members can consider the Resident Participation and Rent C Taber 11.09.08
Arrears strategies virtually instead of the special meeting in July 2008.

14. Minutes format The RLG noted the report.
Meeting discussed the different types of minutes.

D Tanhamira/




The consensus among the RLG members was that the minutes needed more
detail without necessarily becoming verbatim.

The RLG meeting agreed that the minutes must be more detailed than action points
minutes.

Governance

11.09.08

15. Any other business

(

Community Service Payback

The report was tabled at the meeting. RLG noted the report and highlighted the

following:
Tom Hunt informed the RLG that Community Service Payback was a
scheme that should complement the service provided by Hackney Homes.
Hackney Homes were in a position to utilise the scheme to the benefit of the
residents. He emphasised that everyone who participated in the programme
would be security checked and supervised by Probation Officers.
Alice Burke welcomed the scheme and added that there were elderly
residents who would benefit from the scheme.
Brian Marsh informed the RLG that NACRO maintained a similar scheme
which was helping young people out of prison.

Cleaning Drains
- Meeting was told that residents were concerned that only drains in the
streets were being cleaned but no cleaning was seen on the estates.
RLG was informed that the drain cleaning programme was a 3 year cycle
targeting areas of concern.

A request was made to include the cleaning schedule on the Hackney
Homes website.

External Painting Programme
Gary Penticost promised the RLG that he would be following up on concerns

to assess if the programme was done properly. He further informed the group




that supervisors quality checked the work.

13. Date of Next Meeting Thursday 11th September 20 08 at 6.00pm, The Chief Executive’s Conference
Room, 1°* Floor, Christopher Addison House.
RLG members said that no meeting is usually held in August. Members
said that a meeting should be held in September instead.
11" September 2008 was the suggested date.

Signed as a true record of this meeting Chair Dated
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1.0 SUMMARY OF REPORT

1.1 The purpose of this report is to ensure that the Resident Liaison Group have an
overview of activity, performance and strategic issues at Hackney Homes.

2.0 RECOMMENDATION

2.1 Resident Liaison Group is asked to note the contents of this report.
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6.0

6.1

BACKGROUND
The Chief Executive of Hackney Homes will be providing a regular report to the

Resident Liaison Group at each meeting providing an update on key issues affecting
Hackney Homes.

FINANCE & RESOURCES

The budget monitoring report was discussed at Audit and Finance Committee.
Hackney Homes’ own expenditure remains on target to be contained within the
management fee. We wish to inform residents that we anticipate an overspend on

utilities this year due to an increase in the price of gas and electricity.

The repairs budget is under close review with the effects of the changes to the bonus
scheme being monitored to ensure productivity increases.

INSPECTION PREPARATION

Inspection Update

The focus for the past few weeks has been on preparing the Self Assessment
document and the requested documentation for the Audit Commission’s initial desk
top review.

Managers have drafted the information for their respective service areas, with the
coordination and editing being overseen by Sally Raphael and Chrys Edwards, who
are seconded to handle all inspection preparation work.

The draft has been widely circulated to all Hackney Homes managers, various
officers at the Council and the Hackney Homes Board.

In addition to this assessment, the Audit Commission requests a large amount of
documentation, including policies, procedures and performance. This has been
assembled and quality-checked.

The deadline for submitting the Self Assessment and the requested documentation is
Monday 22" September 2008. This is our first opportunity to demonstrate to the Audit
Commission that we have improved since the last inspection, and we are seeking to
provide information that demonstrates our suitability for a two-star rating.

Over the coming weeks the inspection team will start their mystery shopping which
will include phoning and visiting offices to test for speed of response, professionalism
and ability to answer queries.

During October the programme will be developed with the lead inspector Patrick
Mulrennan and this will be communicated as soon as it is available.

The inspectors will visit Hackney Homes about a week before the inspection
commences to present their initial findings of their desktop research and mystery
shopping.

REPAIRS AND MAINTENANCE

The preparation for the Inspection by the Repairs Service continues to progress well.
This section of the Self Assessment Document is critical following the previous
Inspection and the officers are pulling together the necessary statistics to
demonstrate our positive direction of travel. We are nearing the final draft.
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7.1

7.2

Work has been progressed on reviewing our approach to customer care and what we
can learn from resident's comments. A joint meeting has been created which pulls
together all the strands of information we receive from our customers. This includes:

200 telephone call-backs which the Call Centre make on completed repairs

The report from the Technical Audit Team which completes approximately 250
post inspections

A review of the 250 Customer Care Cards we receive and

All complaints received from our RESPOND system

This is now providing valuable information in providing an accurate picture of the
perception which our tenants have of the Repairs Service.

Headline information is confirming that residents are definitely reporting an upturn in
satisfaction levels.

The July and August reports on Post-Inspection of repairs continue to report an
ongoing improvement compared to the same month last year.

We have now recruited 6 lucky apprentices from an initial 250+ applications.

We have finalised the procurement arrangements for two building maintenance
contracts North and South of the borough with two contractors and have provisionally
agreed a start date of 1% October for these contracts.

During 2008/09, the Gas Servicing programme is moving from the traditional annual
gas servicing programme to the recommended 12 month Anniversary Date. This is
best practice and enables improved monitoring of outstanding CP12 certificates

A series of further presentations from Property Services to Neighbourhood Panels
and Focus Groups will take place throughout September and October and | will report
on the outcome of these in my next report to you.

A useful visit took place to Hackney Community College recently, where | met lan
Ashman (Principal). The purpose was to explore how our respective organisations
can work closer together. The meeting was very constructive and valuable. A number
of possibilities emerged including training our Apprentices, bespoke Supervisory and
Management courses to assist managerial development, various placements in
Hackney Homes, refresher training for surveyors, call centre training and how we can
capitalise better on the employment opportunities emanating from the Olympics

ESTATE CLEANING AND GROUNDS MAINTENANCE

Wettons contract finishes on the 17" September and we are awaiting personnel
details for the staff transferring. It is envisaged that the agreement reached on
harmonisation of ISS and Pinnacle staff will be applicable to Wettons staff also.

Community Payback

The East London Business Association (ELBA)/Hackney Homes project has
commenced. The scheme provides an opportunity for businesses to undertake team
building by becoming involved in basic maintenance projects. 34 projects have been
identified on Hackney Homes Estates and the first pilot project starts 10" September
2008 on Colville Estate. The Probation Service and Estate Environment Hackney
Homes are working together to provide support.
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Work continues on the introduction of a pilot scheme for Litter Enforcement in Stoke
Newington.

A vehicle and staff are being organised to undertake the collection of evidence and
Estate Environment are working closely with Waste Management and
Communications to develop a publicity campaign.

RECEPTION AREA, NORTH EAST NEIGHBOURHOOD OFFICE

| can report that the new re-vamped reception area is open and providing a full
service. These works have included all doors that automatically open to allow ease
of access for disabled persons or those with prams/buggies. There are low level
counters and a new layout. This is the final Neighbourhood and sub office to be
refurbished.

RECENT EVENTS IN HACKNEY

Regrettably there have been two fatalities recently, namely the deaths of two young
boys, both in the immediate vicinity of estates that are managed by Hackney Homes.

I have been heavily involved personally in the follow up action and have represented
Hackney Homes at ‘Gold’ meetings, which are Borough-wide meetings held following
this type of serious incident. We have done everything possible to work with the
Police to support the family and neighbouring residents involved.

CHARLOTTE GRAVES
CHIEF EXECUTIVE
HACKNEY HOMES



Customer Care

Introduction to service standards

Working with residents we have
developed a number of service
standards. These explain the

service you can expect from
Hackney Homes.

These standards are regularly

measured and we will report back
to you about how we are dol




Customer Care

Opening Hours

We aim to deliver excellent customer service by putting our customers
at the centre of everything we do and by having regard to their
diverse needs.

Our service standards...

Our Neighbourhood Housing Offices and the Leasehold and Right to Buy
office are open Monday to Friday between 9am -5pm. Some offices may
offer extended opening times. Full details of extended opening times are
given on our website www.hackneyhomes.org.uk and are displayed in

these offices

The Housing Contact Centre (for reporting repairs) is open Monday to
Friday Bam to 7pm and Saturday 9am to 1pm

We offer online services, including online rental payments and repairs
reporting, 24 hours a day at www.hackneyhomes.org.uk. This website is
updated weekly. It provides comprehensive information about Hackney
Homes' services
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Customer Care
Visiting Our Offices

We alm to deliver excellent customer service by putting our customers at the centre of everything
we do and by having regard to their diverse neads.

Our approach is to...

Be welcoming and treat you with faimess
and respect

Provide offices that are accessible, clean
and tidy

Ensure our staff are wearing name badges,
including photo identification. This will also
b= the case if a staff member visits you at
your home

Provide prompt, accurate and honest information

Respect your confidentiality and the right to view
infarmation, in line with the provisions of the
Data Protection Act

Make private interview rooms available in all our
offices, If you want to tallk to a fernale or male
member of staff, we will do our best to assist
with this

Ensure all our offices are accessible to people
with dizabilities

Provide comment cards in all offices and use the
feedback received to improve senvice.

Orffer home visits to any resident wha is
unable to make use of our offices due fo
age or disakility

Aszsist those with hearing difficulties with the use
of induction loops and access to Minl com and

BT Typetalk’ service

Offer interpreting and trarelation serdces
when required

Provide a range of information written in
Jargon-free plain English

Provide irformation on our website
wwrw.hackneyhomes, org. uk

Provide all information, on request, in a way that
helps those with special needs, including large
print, Braille, on disk, or on audio tape

Fublizh our Service Standards and provide
details of how we are doing

Consult and fmvohe customers in
decision making

Respond to complaints prompdy. f we have
made a mistake, we will apologise and offer

a remedy. & complaint can be made by
phore, email, fa, letter in person or
through a third party

Provide extra help and support to service users
who are vulnerable as a nnltufll haalll
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Customer Care

Contacting us, complaints
and performance

We aim to deliver excellent customer service by putting our
customers at the centre of everything we do and by having regard
to their diverse needs.

Our service standards...

When you visit our reception you will see a receptionist within 5
minutes and you will be interviewed within 15 minutes

When you contact us by phone we will answer within 5 rings

We will reply to all letters, faxes emails and enquiries made during
a visit to our offices, with a written response, within 10 working
days of receipt

We will offer you an appointment within 5 days of your request

We will respond to all complaints in full within 15 working days

We will publish information about our performance quarterly and
annually in April

We will send all tenants and those who pay service ch
of Hackney Homes News every month




\We aim to provide a high quality and responsive estate cleaning and
grounds maintenance services.

Our approach is to...

Publish our cleaning standards and grounds
maintenance schedules in a

visible location on estates and on our
website www hackneyhomes.org.uk
Provide an emeangency sarvice at weakands.
Aocess this service by calling

Tel: 020 8986 4707

Provide exarmples of our required cleaning
standards on request, including
phatographic examples of the standard.
Clean areas identified as ‘hotspaots' (such
a5 closa to shopping centres, clubs,

public houses, transport links or areas
identified with ASE issues), either on
Saturday or Sunday, or on both days,
depending on nead

Carry out bulk refuse collections weakly,

in line with published schadules

Our service standards...

We will hold programmed quarterly estate
walkabouts with tenants

We will raise orders on the same day for
any work that Is required

We will undertake cleaning on estates every
day. This includes: cleaning communal
entrances; sweeping courtyards, paths and
roads; keeping lawns and flowerbeds clear
and safe by remaving litter and dangerous
waste: keeping the bins and bin areas clean D
and clear; and replacing broken bulbs
Estate cleaners will clean the inside of
windows in communal areas, in line with
our published window cleaning schedules.
We will remaove offensive graffiti within

3 hours of being reported. Other graffiti

will be removed within 4 working days of
being reported

We will ensure the grounds of estates are
well maintained by keeping plants in good
health: pruning shrubs; and preventing the
build up of leaves in Autumn
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Our approach is to...

Support and encourage residents to play a part
in influencing decizions made about their homes
and lving ervironment

Ensure that residents who want to get imvolved
are aware of the opportunities to do so

Explain how our decizions have been influenced
by resident feedback and consultation

Record your preferences for how you'd like

to get involved

Ensure residents receive clear and imely
inforrnation about howsing sericas and

are directly involved in evaluating the

sarvice provided

Encourage and support the empowermeant

of residents and build the capacity of

individuals and groups

Ensure resident involvernent reflects the diverse
communities in the borough

Be innovative and encourage involement
amongst tradtionally under—represanted groups
Inviohe residents in walkabouts and mystery
shopping to monitor and improve the condition of
estates and senices provided

Ensure that resident groups receive relevant
training and other resources available to
aupport themn

Dedicate space to resident issues on the
Hackney Homes' website

wiwrw. hackneyhomes.org.uk and in Hackney
Homes News

We aim to give residents the chance to have a say in decisions that affect their homes and environment.
Our service standards...

We will coreult with residents and undertake
an annual review of the resources and support
available for resident involement

We will monitor the Resident Participation
Compact every six months, reporting back

to the Besident Liaison Group. In addition,

one annual meeting of the Resident Compact
Review Panel will ba hald to formally review
the content

We will airn to improve resident satisfaction with
our participation opportunities

We will collect 10p from tenarts’ rents each
week to fund the Tenart Lewy. This fund will be
distributed to registered Tenant and Resident
organisations, according to critena sat by the
Tenant Lewy Steering Group

We will pubdish an annual report detailing the
expenditure funded by the Tenants" Levy

We will circulate the minutes of the Tenants”
Lewy Steering Group, by hard copy or email
within 15 working days of the meeting
Hackney Homes" staff will attend the quartery
Enhanced Tenant and Resident Association
(TRA) mestings: take the action notes and
agree these with the Chair



We aim to support residents and provide a range of services to tackle anti-social behaviour, nuisance,
hate crime and domestic violence.

Our approach is to...

Respond quickly to all contact about nulsance,
antl-soclal behaviour, hate crime and domestic
violence whather reported by phona, emall, In
person or through a third party

Tregt all reports In confldence

Carry out Interviews promiptly and agree a
written action plan, Where appropriate we will
carry out a risk assessment

Ensure all contact and agreements made with
complainants, witnesses and parpetrators Is
recorded and confirmed In writing

Fund a speclallst advice, advocacy, counsaling
and support sarvice for Hackney Homes'
residents who are experlencing hate crime or
domestlc volenca, This services 1s providad by
Hackney Councll’s Domestic Violence and Hate
Crime team and can be accessed by a free
phone number 0800 056 0905

Provide Information about sercas avallabla for
victims of nulsance, antl-soclal behaviour, hate
crime and domestc vidence In all
Melghbourhood Housing Offices, In the Tenants'
Handbook, on the welsie
www.hackneyhomes.org.uk and, In the
nevsletter Hackney Homes News

Conault residents about our Antl-Soclal
Behaviour Stratagy and local Implementaton

Our service standards...

Wee will arrange emergency accommaodation for
atenant or leaseholder who I3 a victim of
domestic violence or hate crime, and Is
assessed as being In immediate danger, i this
will reduce the risk

We will respond to nelghbour disputes, reports
af nulsance and Incldents of antl-soclal
bahaviour and hate crimea within 3 days

We will respond to serlous Incldants of Antl-
Soclal Behaviour, Hate Crime, Nulsance and
Domestic Violence by offering an Interview or
parsonal vislt within 24 hours

An Interview will take place within 5 working
days of recaiving the Inftlal complalnt, and an
action plan will be agreed

Complalnants will be contacted to review cases
at an agread frequency (at least monthiy
Complalnants, witnasses and perpetrators will
be Informed In writing, within 5 days of a case
balng closad, giving the reasons for doing so
We will remove offensive or hate crime graffitl
within 3 hours of this beling reported to us.
Other graffitl will be removed within four
working days

b
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We aim to provide services that help residents maintain and understand their tenancy.
These services are provided through our five Neighbourhood Housing Offices.

Our approach is to... Our service standards...

Frovide advice about the options that are available
to a tenant who wants to move home

Maintain a waiting list of tenants who have asked o
moive to another Hackney Homes property and/or a
Housing Association property

Asgess the level of housing nesd and wse a band
gystem to prioritise applications and to find homes
firat for people in greatest nesd

Advise applicants of their allocated banding

Accompany you on visits o new homes, provide
yioll 'with a copy of Minimum Letting Standard and
ArEwer any questions you have

Confirm the waiting time for any outstanding works
neaded in the property

Yisit new tenants shortly after they move in

and to help with any questions they have about
their new home

Prowide new tenants with advice and information
about the conditions of tenancy, services
provided, paying rent, reporting repairs and
plannad improvements

Prowide new tenants with: two sets of door keys;
keys to lockable windows; a copy of the tenancy
agreement; a copy of the Tenamts' Handbook;
various useful advice lsaflets; information about
housing benefits; and an up-to-date inspection
record for any gas installations provided by

Hackney Homes

We will investigate, process and action all requests
for changes of tenancy and natify all residents of
deciziong reached within 10 working days. This
includes assignment, succession, name changes,
joint tenancy and discretionary tenancies

We will respond o requests o make improvements
or alterations within 15 working days

We will respond to applications to move home
within 10 days and confirm the outcome
within 10 days

We will review all re-housing applications annually
We will visit all tenants within 20 working days of
maoving into a new home

We will start Investigations within 3 days of
recaiving a report of an
illegal/urauthorised/abandoned vehicle

We will work with Hackney Council to remaowve
abandoned vehicles within 10 days

We will process and register parking applications
within 10 warking days of recaipt

We will review our parking waiting list every 2 years
We will undertake estate inspactions not

lesa than onca a month to identify
illegalurauthorisad parking

We will start Investigations within 24 hours
of recaiving a report of an
illegal/urauthorised/abandoned vehicle




Customer Care
Home Ownership Services

We aim to provide excellent services for residents interested in home ownership.
This is provided by our Home Cwnership Customer Services Team, based at
298 Mare Street, London E8 THE and open 9am - Spm Monday to Friday.

Our approach is to...

@ Provide a professional home ownership @ [ you do quality, we will make the formal
service through our dedicated Right to offer, setting cut the terms of your proposed
Buy Team purchase, including the price, within 12

@ Provide easy access to free Right to Buy weeks of the RTB2 (8 weeks if you are
application forms, through the Right to Buy buying a freehold property)

Team or online at W Once you have received your offer, we wi
www.hackneyhomes.org.uk give you the statutory period of 3 mont

@ Offer help and advice and process all you want to appeal against the valuation
applications and enquires quickly. This will the: Independent District Valuer
include confirming your right to buy, ® [f you do not respond to the offer we will
arranging a valuation and making a formal not cancel your application until at least
offer to you, giving the purchase price of 12 weeks after your offer AND after we
your property have given you at least a further period of

4 weeks notice, in writing.

Our service standards... i
@ We will send out a Right to Buy application

form within 24 hours of one being requested
@ We will tell you within 4 weeks of receiving

your application, via the form RTB2, whether

or not you have the right to buy (or within 8

weeks if you have besn a tenant with us fo
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Customer Care

Leaseholders and Freeholders

We aim to provide excallent sarvices for leaseholders and freeholders. This is provided by our dedicated
Leasenold and Freehol Customer Service Team, basad at 298 Mare Street, London E8 1HE and open

between 9am - Spm Monday to Friday.

Our approach is to...

B Accurately calculate annual service charges
for leaseholders and fresholders who pay
service charges

B Frovide advice and support to assist with the
payment of annual senvica charges

B Provide all leaseholders and freeholders with
comprehensive information about Home Ownership
services, This includes: the Leassholder and
Freeholder Handbook; the wehsite
wowow hackneyhomes.org.uk; a welcome pack for all
new leaseholders; a dedicated newsletter twice a
year and information in the monthly Hackney
Homes newsletter

B Provide leaseholders and freshalders with
opporunities to attend events including a major
works advice day, an annual conference and a
firancial advice day

@ Ensure that a dedicated Leasehold Officer is
provided ineach Neighbourhiood Housing Offics
to assist Leaseholders and Freeholders who
pay sarvice charges

B Frovide a full breakdown of the detalls and costs
of all major work charges

B Provide a breakdown summary of actual service
charges an request, with appropriate job tickets

| Carmy out full corsultation with leassholders, in ling
with legal requirements and pm' to initiating

B Offer a dispute resolution sanvice

B Offer a range of repayment options for service
charges, including payments on-line and by
telephone, by payment book, standing arder
and direct debit

B Offer a wide range of repayment options for major
works, Including a one year, Interest-free option

B Provide support and debt advice, Including
to independent financial advica

B Supply an assignment package, containing
essential information for leasshalders selling
their home, within 10 days of receiving payment
for this service

Our service standards...
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1.0 SUMMARY

1.1 This report is for consideration of the draft Hackney Homes Resident Participation
Strategy 2008-2011 and approval of the Strategy. This is a key document for
submission to the Audit Commission.

2.0 RECOMMENDATION(S)

2.1 That the Hackney Homes Resident Liaison Group approval is given for the draft
Resident Participation Strategy.



3.0 BACKGROUND —

3.1 The Resident Participation Strategy is a key document that sets the framework for
resident participation in Hackney Homes. The Resident Participation Compact sets out
in detail the way we engage with residents and this document compliments the
Compact giving the strategic overview required to take Hackney Homes forward in this
area over the next three years.

4.0 Proposal

4.1 The draft strategy is attached for consideration. The strategy has been produced in
consultation with residents (Consultation Process and Findings section), service
departments and our housing management partners.

4.2 A summary of the main points are as follows:

Sets out the policy statement and strategic objectives for Resident Participation.
Sets out the changes to the resident participation arrangements and the
establishment of a wider level of participation methods to suit all residents.

That Hackney Homes will, through these changes, maximise the level of
involvement.

We will ensure that hard to reach groups are involved and their views are heard and
taken account of.

To improve the satisfaction residents have with the way their views are taken into
account in the decision making process.

To ensure residents views help shape the service we provide.

Measure the impact of resident participation in terms of effectiveness and value for
money.

5.0 IMPACT UPON THE HACKNEY HOMES BUSINESS PLAN

A key element of the business plan is the need to ensure we involve residents in the
service we provide and this strategy addresses the business plan objective of
‘Excellent and Accessible Services'.

6.0 IMPACT UPON THE HACKNEY HOMES RISK REGISTER

Resident Participation is an important area and Hackney Homes needs to have a
Resident Participation Strategy to guide our work in this area and ensure the future
development and enhancement of this service in line with best practice and the
business plan. The Audit Commission will be expecting to see the Resident
Participation Strategy as key document and it is important this is in place for the
Inspection.

7.0 THE HACKNEY HOMES EQUALITY & DIVERSITY STRATEGY 2006 /
ACTION PLAN 2007 — 2010

The resident participation strategy demonstrates our strong commitment to being
inclusive and details the provisions being made to ensure hard to reach groups are
able to participate and that their views are taken into account in the decision making
process.



8.0 CONSULTATION PROCESS & FINDINGS

A consultation has been undertaken with RLG members who have reviewed and
commented on the Strategy. The comments received have been incorporated into the
strategy as appropriate.

9.0 ICT IMPLICATIONS

N/A

10.0: HUMAN RESOURCES IMPLICATIONS

N/A

11.0: FINANCIAL IMPLICATIONS

There are no direct financial implications but the strategy may require in the future
more resources are directed towards alternative forms of engagement.

12.0: LEGAL IMPLICATIONS / ADVICE

N/A

13.0: OTHER RELATED DECISIONS / GUIDANCE

N/A



Hackney Homes
‘WORKING TOGETHER’

RESIDENT PARTICIPATION STRATEGY 2008-2011

1  Vision for ‘working together’

We believe that all residents should have a real say in how Hackney Homes is run and
have influence on decisions which directly affect them.

We want to continuously improve our services by engaging residents in a meaningful way.
This means that we must regularly review participation methods to see if they are effective
in achieving benefits to customers and value for money.

We use the term ‘resident’ to mean tenants, leaseholders and freeholders who receive our
services. Whenever possible, we will also involve and consult local communities.

2 Background

Hackney Homes (HH) was set up by Hackney Council in April 2006 as an Arms Length
Management Organisation (ALMO) to deliver housing management services for council
tenants in Hackney. Tenants and leaseholders were central to the development of the

company and in formulating its aims and values.

Hackney Council is responsible for making sure that Hackney Homes provides good
guality services to council tenants and leaseholders. The Board of Directors at Hackney
Homes, which includes residents, elected councillors and independent members with
specialist knowledge, have the responsibility to make sure that tenants’ homes are well
managed and maintained.

This strategy compliments the Resident Participation Compact.
3  Strategy Statement

Our strategic aims are to ‘deliver excellent, responsive housing services with decent
homes and estates’, and to ‘help residents lead healthy lives in safe and sustainable
communities’.

We will develop and promote a ‘working together’ culture where residents have a real
say in the quality of their homes, how services are designed and delivered, so that we can:
Make sure our standards meet residents needs and expectations;
Maximise the value of the services delivered to residents;
Achieve a reputation for excellence in all we do;
Embed resident participation throughout Hackney Homes;

Understand the make-up of our residents and how they wish to be involved so that we
can respond to their needs.



4  Strategic objectives

This strategy demonstrates our commitment and focus to develop the range and extent of
ways in which our residents can become involved in planning services and monitoring
performance. It is designed to set out where we are now, where we want to be and the
steps we are going to take in order to reach our goal of giving every resident the
opportunity to get involved at a level which suits them.

The main objectives of this strategy are to:
Put residents at the heart of everything we do by enabling them to effectively influence

strategies, policies and procedures;

Enable residents to monitor our performance so that we can make continuous
improvements and achieve value for money;

Encourage involvement and participation in a manner and extent that best suits a
diverse range of residents;

Promote an inclusive and a fair approach so that everyone can give their views and
opinions;

Give residents information that is appropriate, timely and understandable so that
tenants can make appropriate decisions;

Ensure that all staff have an understanding of, and are encouraged to actively seek
views of residents, consulting them when designing policies and delivering services;

Make available resources to encourage and achieve effective resident participation;

Implement the action plan agreed as part of the Resident Participation Compact.

We recognise that residents have rights to:

Be consulted and have a say about how their homes are managed and maintained,
and about any changes which may affect them;

Participate in the method of their choice and have their support needs met so that
they are enabled to take part effectively;

Have information about terms of their tenancy conditions, what services are provided,
how services are arranged, and any other non-confidential information they need to
make decisions or give views;

Manage their homes through a Tenant Management Organisation should they choose
to do so;

Be treated fairly, with respect and courtesy so that everyone is encouraged to take
part;

Review the Resident Participation Compact  to make sure that Hackney Homes and
Hackney Council keep to the promises they have made.



5  Scope for involvement and participation
We will involve and consults residents on service provision, including:-

Anti-Social Behaviour, Hate Crime and Domestic Violence policies;
Business Plan and Performance Plans;

Cleaning services;

Comments and Complaints;

Customer Services and Customer Satisfaction;
Environmental works and budgets on estates;
Equality and Diversity issues;

Leasehold issues and charges;

Letting of contracts;

Major works and the Decent Homes programme;
Re-letting standards;

Rent and service charge levels and budgets;
Arrears Collection;

Repairs and maintenance services and priorities;
Resident Participation arrangements;

Service Promises and Standards;

6 Resident Participation Review 2006-07

Following the Indicative Inspection carried out by the Audit Commission in December
2005, we have thoroughly reviewed arrangements for resident participation to strengthen
engagement at all levels, increase satisfaction with opportunities for participation and
achieve value for money.

The review involved an extensive consultation programme with residents to find out more
about their preferences, areas of interest and ways of participation. Results were shared
with residents at a Borough-wide event in May 2007 where residents discussed findings.

The review resulted in the following significant improvements:

The Resident Liaison Group (RLG) has replaced the Tenants and Residents
Convention to strengthen resident consultation and participation at a strategic and
Borough-wide level. The RLG comprises representatives from local participation
structures;

Estate Committees were replaced by quarterly enhanced Tenants and Residents
Association meetings to make the system more effective. In addition, the role of
Estate Managers was reviewed and strengthened to enable them to work more
effectively with Tenants and Residents Associations on local, day to day services;



The function of the Resident Participation Team was reviewed to provide advice and
support to TRA’s and other groups, and in running a programme of alternative
engagement activities including focus groups, special interest groups, surveys etc.

7 Achievements as at March 2008

The above changes were implemented during 2007/08. Since the ALMO was set up we
have achieved the following:
Residents have places on the Hackney Homes’ Board;

There is a strengthened Borough-wide strategic and policy consultation framework
with the establishment of the Resident Liaison Group;

Standards have been developed for conducting public consultation events to reflect
good practice and ensure consistency;

A Start-up Resource Pack has been developed for new Tenant and Resident
Associations;

A ‘menu’ of involvement opportunities has been developed so that everyone knows
about different methods;

Two new Tenant Management Organisations have been developed;

A ‘Community Leadership’ award has been created to recognise the voluntary efforts
of resident representatives. This is known as the Resident Award Scheme;

Residents are now involved in carrying out telephone mystery shopping;
A survey of residents has been completed and results published;

Residents have been involved in the renewal of partnering contractors for capital and
Decent Homes Programmes;

Residents participated fully in the decision making process for the new multi-million
pound housing management contracts

Residents have a say in deciding priorities for capital spend;

There are increased opportunities for traditionally hard to reach groups such as Asian
Women and Turkish, African and Caribbean communities. ‘Community Outreach’
events have been held to increase participation by young people, people with
disabilities and BME groups as they are under-represented at Tenants and Residents
Association levels.

A ‘clock rating system’ has been developed so that residents can more effectively
choose participation methods according to the amount of time they have.

8 Reuvision of Resident Participation Compact in 200  8/09
The underlying principles of this strategy form the basis of the Resident Participation

Compact that we have developed with residents and Hackney Council. The purpose of
the Compact is to make sure that we:



Demonstrate that working together is a central part of our business;

Work effectively with residents to determine the best way of involving them;

Clearly demonstrate how residents have helped to shape our strategies and services;
Encourage resident participation at all levels so that we continuously raise the
standards of work and delivery of services.

During 2007/08 the Compact was reviewed with residents and new Compact signed in
April 2008. Progress will be reviewed every six months, and formal reviews will take place
annually.

9  Revised participation methods

We believe that residents should choose how they wish to give views and opinions and get
involved. Following the Resident Participation review residents decided that levels of
involvement fall into four broad categories:

Responding to information given through written correspondence of meetings.

Taking part in consultation exercises, which can be through written information,
meetings, exhibitions or other events.

Participation in a wide range of formal activities such as joining groups and forums.

Having delegated responsibility to control budgets or manage services.

Therefore, we have developed various ways in which people can take part as follows:
a) Informal and individual level

Contributions from those people who wish to get involved on a one-off and individual basis
are very welcome. Participation methods include:

Reading Hackney Homes Newsletter for residents and give views and opinions on the
information and news;

Completing survey forms and questionnaires;

Becoming ‘mystery shoppers’;

Attending focus group meetings;

Observing non-confidential parts of Hackney Homes Board meetings;

Contacting any member of staff to give views and suggestions;

Giving opinions through our website;

Attending conferences and other events.
b) Formal and group participation

There are a vast number of ways in which people can help us to make the right decisions,
including:



(i)

(ii)

(iii)

Appendix 1 lists current involvement methods.

Appendix 2 shows the different participation methods and inter-relationships
between formal groups and informal methods.

The Resident Participation Compact provides more details about the rights and

Local level

Tenants and Residents Associations;
Quarterly Estate Walkabouts;
Neighbourhood Panels.

Special interest groups

BME Forum meetings;

Disability Forum;

Estate Development Committee (EDC);
Youth Committee;

Street Property Sounding Board.

Borough-wide level

Board of Hackney Homes;

Tenant Management Organisations;
Tenant Levy Steering Group;
Resident Liaison Group;

Borough-wide Leaseholder and Freeholder Forum;
Quarterly Neighbourhood Performance Monitoring Meetings;

Reading Panels;

responsibilities of different groups.

10 Resources to support resident participation

HH recognises that resident participation needs to be properly resourced. We will
agree priorities and discuss the budget to support resident participation with the

Resident Liaison Group (RLG);

Any major decisions regarding the revision of budgets will be made in consultation with

the RLG;

There will be a particular focus on ensuring that resources are available for training
and other support needs so that residents are actively encouraged and properly skilled
to fully participate. Training needs will be identified for groups and individuals;



Residents will have the opportunity to contribute to Hackney Homes’ Newsletter for
residents;

Hackney Homes’ website will have pages dedicated to resident participation and with
links to appropriate documents and sites of interest.

11 Key targets and performance indicators
The overall targets are to:

To increase satisfaction with opportunities to participate by year on year to achieve top
quartile

To increase year on year the number of residents who feel their views are taken into
account in the decision making process

Make sure that Hackney Homes complies with the law and reflects good practice in
resident participation.

Ensure we comply with the Resident Participation Compact.

That participation arrangements allow all group making up the diverse community
Hackney Homes residents to participate

That diversity issues are fully reflected in our participation arrangements

Obtain favourable performance when benchmarking resident satisfaction levels with
similar organisations.

Deliver positive outcomes as assessed by residents.

Undertake regular impact assessments of different forms of engagement to ensure
they are cost effective and provide value for money.
12 Action Plan
The Revised Resident Participation Compact includes the following Action Plan:
Key: A — Substantial progress within 6 months of compact signing

B — Progress made and updated within 12 months
C — Ongoing work to be reviewed periodically

Action Who is leading Category
Monitor the current review of the Housing Services Division

availability of meeting rooms/halls and the B
availability of resource centres

Set up Black and Minority Ethnic/hard to | Resident Participation Section

reach focus groups to explore methods of A
wider participation

Recruit and train mystery shoppers for all | Service Development Section A
neighbourhoods

Ensure that TRA database is up to date Resident Participation Section

and all TRAs are properly registered C




Establish a Compact monitoring Resident Participation Section

mechanism C
Encourage TRAs to increase the level of | All Tenant and Resident associations

resident participation (first year to B
concentrate on youth)

Develop the use of IT for the sharing/ Hackney Homes/TRAs & Other

dissemination of information to and Resident Groups B
between residents and resident groups

Encourage TRAs and Neighbourhood Tenant and Resident Associations

Panels to network with strategic partners | Resident Participation Section C
such as the Police

Be aware of and bid for external Resident Participation Section

resources e.g. Housing corporation B
Grants

Actively work towards raising the number | Resident Participation Section C
of resident groups in the borough

13 Monitoring and review

The Resident Participation Strategy will be reviewed bi-annually and the Resident
Participation Compact will be reviewed annually and reports made to Board and the
Resident Liaison Group as required.




Appendix 1: Resident Involvement Options

Gr(_Ju_p/ Purpose Membership How often Contact
Activity
takes place
Mystgry Shopping ReS|d(_ants take part in mystery Residents who wish to/are able be involved and are trained. As/when Service Development Team
(Resident Inspectors) shopping , to check service quality required
One-off working groups, | To investigate/consult on issues put . . . Resident Participation
Road-shows and Focus | forward by Hackney Homes or the As requlreq from residents, Tenant and Resident Groups (TRAS) As/when Officer or other designated
: o and councillors. required .
Groups Resident Liaison Group officer
Tenant and Resident e ff”“?"'t"%te tenant and res_|dent . . As/when Resident Participation
iy participation and community All residents in the catchment area. . .

Association (TRA) : required Officer

improvement

To engage with young people on .
Youth Committee Hackney Homes' estates on a wide Young people from Hackney Homes’ estates. As/when Housm_g Youth

. required Co-ordinator

range of issues
Neighbourhood Panel _nghbourhood wide and strategic Two feps from e_ach registered Tenant & Resident Associations & Monthly Resident Participation

issues TMO'’s in the neighbourhood area. Team
Executive Board of Main decision making forum for 5 residents, one freeholder/leaseholder, 5 Council nominees and

. Monthly Governance Team
Hackney Homes Hackney Homes. 5 independents.
Routinely

Tenant Management
Organisation (TMO)

To allow residents to manage
housing services on their own estate

Board consists of elected residents.

monthly, may
vary

Tenant Management
Organisation Team

Tenant Levy Steering
Group

Administer the Tenant Levy in the
form of grants to resident groups

Resident reps. from Neighbourhood Panels.

Every six
weeks

Tenant Levy Officer




Estate Development
Committee (EDC)

Work with officers and partners on an
estate going through major
redevelopment/

Regeneration

Elected residents.

Every two
months

Estate Renewal Team

Resident Liaison Group

Borough-wide representative role
(replaced the Tenants and Residents
Convention)

Considers: strategic and Policy
issues service issues where they
affect the whole or a large part of the
Borough; service improvement on a
service wide basis; matters referred
by Neighbourhood Panels and Estate
Service Boards; results of
consultation.

1-2 reps. from each Neighbourhood Panel;

1 rep. from each established BME Forum;

1 rep. from Disability Forum;

1 rep. from the Leaseholders Forum, Cabinet member for
Housing; Chief Executive, Directors and senior officers from
Hackney Homes.

Every two
months

Resident Participation
Team/Governance Team

BME Forum meetings

To break down barriers to
participation by addressing people’s
needs and providing a safe,
supportive environment for BME
residents to have their say on the
housing service.

BME residents who have expressed an interest in becoming part
of this group.

Quarterly

Resident Participation
Team

Borough-wide
Leaseholder and
Freeholder Forum

An independent group working to
improve services and raise
leaseholder and freeholder concerns.

All leaseholders/freeholders in Hackney.

Quarterly

Leasehold & Right to Buy
Services Team

Disability Forum

To consult residents with disabilities
on the housing services that affects
them directly.

Residents with disabilities from Hackney Homes’ estates.

Quarterly

Resident Participation
Team




Enhanced Tenant and

Enhanced role at estate level —
including certain functions and

TRA reps, Councillors, the Housing Manager and other officers,

Estate Manager/Resident

Resident Association budgets, including the Environmental | by specific request in advance of the meeting. QLT Participation Officer
Improvement Budget (EIB)
Oz B FEVER W MEETEE 1D BE elonE on Anyone who lives on the estate/in the area. Quarterly Estate Management Team
Walkabouts an estate
e To review the performance of
Neighbourhood . P All residents in catchment area, Councillors, Housing Managers . . L
L neighbourhood partners and ' Quarterly Housing Services Division
Performance Monitoring . and other Officers.
. services.
Meetings
. Read newsletters and feedback Any resident who has expressed an interest to become part of o
Reading Panels . Quarterly Communications Team
comments. this group.
To facilitate street property resident . S
Street _Property participation and community All residents in catchment area. Quarterly RESTEIE PERE pEie
Sounding Board : Team
improvement
Resident Compact Monitor the Compact, highlights non- | Residents/nominees from resident groups, Neighbourhood Every six Resident Participation
Review Panel compliance Panels and BME Forums. months Team
. . . . Jointly by Estate
To identify, with local residents, . . _
184 Inspection works which may be funded from the Resident representatives from the Neighbourhood Panel, TRA Annually Management and the

annual ‘184 budget’

committee members and other Officers.

Estate Safety and Security
Team




Appendix 2: Inter-relationships in participation | evels —



Report Title: Hackney Homes Officer Issues
Non Attendance;
Communication;
Cancellation of Meetings.

Date of Meeting : Thursday 11 ™ September 2008

Report Author: Ron Devoti (Chair, Clapton Neighbour  hood Sub-Committee
Panel)

1.0 Background

Since Hackney Homes failed to achieve a Two-Star rating from the Government
Inspection last year myself and members of the Clapton Neighbourhood Sub-
Committee Panel have found that a number of the Hackney Homes senior staff and
officers are now failing to meet Hackney Homes commitments to liaise, communicate
and meet with individuals and groups patrticipating in the Tenants

Participation movement.

2.0 Observations / Concerns
| would suggest that the failings fall under the following headings:

2.1 Non-attendance. Officers failing to attend meetings without submitting apologies
prior to meetings and/or arriving at meetings and leaving within a short time period on
the basis that they have other meetings to attend . The above not only completely
disrupts pre — arranged meetings but results in important agenda items not being
discussed and lead officers not answering relevant questions.

2.2 Communications. It has now become increasingly difficult to contact senior
officers as on most occasions they are not available. Telephone messages left with
junior officers or on answerphone machines normally tend to be ignored and no
responses are received, this also applies to emails which may have been sent two or
three times. It is also found that officers may ring up to apologise for not contacting
you on a particular issue and will advise that they will ring back the next day.
However, this promise is very rarely followed up. Apart from being unacceptable this
creates a lot of extra work and expense to officers and members of Panels, TRAs
and individual tenants.

2.3 Cancellation of meetings. It now seems to be accepted by some officers who
have arranged an appointment or meeting with an individual tenant or group to
contact them on the day of the meeting that, because of other commitments they
cannot attend. It is appreciated that with the next Two-Star inspection taking place in
November every effort should be made to achieve the required rating. However, the
tenants are a big part of this project and when an officer commits himself/herself to a
meeting this should not be on the basis of "if available" but a firm commitment which
should be honoured.




