


This charter is between the Kirklees Federation of Tenant and Resident
Associations (KFTRA), Kirklees Metropolitan Council (KMC), and
Kirklees Neighbourhood Housing (KNH) which manages council
housing services on behalf of the council.

It is the latest chapter in a long history of working together. The first
tenant and resident associations came into being in Kirklees over two
decades ago and continue to make an enormous contribution to the
success of the Housing Service. KFTRA was founded in November
1987 and our very first ‘Charter for Action” was signed in May 1989.

KFTRA is an independent organisation representing tenant and resident
associations across Kirklees. It is run by a management committee
elected every year by its members.

The KFTRA management committee and its staff are at the hub of
driving tenant involvement in Kirklees forward through many working
parties with Housing Services and Kirklees Neighbourhood Housing
staff.

It is largely thanks to the hard work of KFTRA that tenants are now
involved at every level of decision-making in Kirklees, including the
board of Kirklees Neighbourhood Housing established in April 2002.

This provides new opportunities to strengthen our partnership even
further and to work together to bring about further radical improvements
to the quality of life on our council housing estates.

Our aim, however, stays the same - we want to provide the kind of
service that our tenants really want, but we can only achieve this with
their help. We need to hear their ideas and opinions as no-one knows
better than they do the sort of improvements that they really need in
their homes or on their estates.

In working together for successful communities we need to include
everyone in our consultation arrangements. We recognise that a variety
of approaches are required when working with such a richly diverse
community such as we have in Kirklees.
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Tenants’ and residents’ associations are at the forefront of working for
successful communities in Kirklees. Our staff work alongside these
dedicated volunteers on a daily basis dealing with issues and problems
affecting the lives of local people. However, we cannot over-estimate the
ability of tenants to do things for themselves - they bring resources into
their area and arrange social activities that benefit the community.

Being a volunteer member of the tenant and resident association
committee is hard work. We are grateful to these volunteers for the work
they do and this charter sets out some of the help available to them.

This charter provides a framework for us to continue working together. It
also provides a code of practice which will help our staff to continue to
put the partnership with tenants at the centre of their day-to-day work.

The success of this charter and our communities is in our hands -
it is up to each of us to accept that challenge.
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How we work together

In this section, we will be considering what we mean by working together.

Here we describe the different stages of involvement between the council,
Kirklees Neighbourhood Housing and the tenants. In particular
circumstances, one or more of these approaches might be applied. Of
course, it would not be possible to involve every tenant in every area of
decision-making. Instead, we rely upon a representative structure of
dedicated volunteers based on about 120 tenant and resident
associations to keep us in touch with the views of tenants and to tell us
when we’re going wrong.

In Kirklees, tenants are involved:
® as individuals
e through their local tenant and resident association

* through the Kirklees Federation of Tenants and Residents Associations
(KFTRA)

e as members of the Housing Management Committee

e as members of the Board or sub-committees of Kirklees
Neighbourhood Housing.

Participation in decision-making

In Kirklees, decision-making no longer belongs exclusively with the
council.

When we talk about participation in housing management, we mean
tenants sharing in decision-making with councillors and senior managers
and being involved in the processes leading up to that.

By taking part in this way, tenants are involved in housing management
activities that have traditionally been dealt with by the landlord.

Tenants share in the decision-making process in a number of ways,
including the Board and sub-committees of Kirklees Neighbourhood
Housing and through the local Housing Management Committees and
the appointment of staff.

To ensure that tenants can participate effectively, we will make sure they
have all the relevant information, including the results of consultation with
other tenants and stakeholders.

Community initiatives

People using the Housing Service know best what they need from it and
what kind of estate they want to live in. People living on council housing
estates in Kirklees are encouraged to take the initiative by putting their
own ideas and plans forward. These are considered in any decisions we
make.

Consultation on our ideas

By consultation, we mean involving our tenants and other people whose
views we value in looking at ideas and sharing their opinions with us.
When we consult our tenants, we are asking them to respond to
particular proposals. Although the council or Board of Kirklees
Neighbourhood Housing makes the decisions, when we consult with our
tenants we promise to give careful attention to what they tell us.
Consultation is not simply asking about a preferred option - proposals
can be changed as a result of what people have to say.

Information

Giving information is a way of communicating knowledge. When we give
our tenants information we are telling them about particular rights,
services, policies, procedures, dates or developments they should know
about.

We should make sure that our tenants are aware of all of the facts if we
want them to participate, put forward their own ideas and successfully
take part in the consultation process. Giving information at the right time
is crucial to tenant involvement as without it they cannot make choices or
talk effectively with the landlord.



Monitoring

Tenants play a key role in monitoring service delivery, mainly through
the Housing Management Committee, the Quality Guarantee, Notice of
Concern, and Estate Inspections. Tenants are often able to identify
when things are going wrong at an early stage and have the best
suggestions on how to put these right. Their approach is often different
to that of Kirklees Neighbourhood Housing staff because they have a
consumer’s viewpoint vital to the success of any business plan. The
introduction of mystery shopping will give tenants a further opportunity
to put things right.




Working with the Board of The Board is committed in the company Delivery Plan to this Charter

- - and to working with the council and KFTRA to involve tenants and their
Kirklees Nelghbourhood representatives in decision-making. The table on page 21 tells you more
Housing about the Board and Area Sub-Committees main responsibilities and

sets out how they plan to consult tenants before making any decisions.
Kirklees Neighbourhood Housing is an independent company set up by

the council to manage council housing in Kirklees. The company aims to
provide quality homes and services in successful communities.

The company is managed by a Board of Directors. Board members
work as a team in the best interests of the company and those of
council tenants. They are responsible for implementing the company’s
delivery plan and make key decisions about the management of services
across Kirklees, including investment in tenants’ homes.

The Board has set up two Area Sub-Committees, one covering
North Kirklees and one covering South Kirklees. These Area
Sub-Committees manage the delivery of housing services
locally on behalf of the Board.

The Board and its two Area Sub-Committees each consist
of five tenant members that have been elected by tenants,
five members nominated by the council and five
independent members.

Information about how tenants are elected to the Board
and two Area Sub-Committees is set out in the company'‘s
Articles of Memorandum and is available from the Company
Administrator.

Individual tenants have an opportunity to vote for
a Tenant Director from their local area. One
Tenant Director is elected by KFTRA.
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Working with Tenant and
Resident Associations

There are about 120 tenant and resident associations based on council
housing estates across Kirklees.

These associations have made a huge contribution to improving the
quality of life on council housing estates in Kirklees for over two decades
and we expect will continue to do so in the future. Tenant and resident
associations have not only played a useful role as a consultative body
but their main strengths lay in being a catalyst for change and their
ability to attract resources into the area that would not otherwise be
available.

We will only work with those associations who have been formally
recognised by entering into a Partnership Agreement (see below).

One of the key roles of the tenant and resident association is to work
closely with the council and Kirklees Neighbourhood Housing to actively
promote community cohesion on estates. It is important that they are
able represent the needs and aspirations of everyone living in their area.
Associations can only do this by working in an atmosphere where
everyone feels able to be involved whatever their ethnic origin or
background.

Membership of the tenant and resident association is open to anyone in
the area who is 16 years old or over and associations need to
demonstrate that they have support from across their community.

We recognise that the work of a tenants’ and residents’ association
committee is not easy and a great deal often relies upon a few highly
dedicated volunteers who drive the association’s activities forward. This
section describes the help that is available to tenant and resident
association committees. More detailed information is available from the
local Neighbourhood Tenant Participation Officer.

In this section, you will find information about:
1 Partnership Agreement
2  Help from staff

Support from KFTRA
Correspondence

Insurance cover

Local Tenant Participation Grant
Extra Support Grant
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Community premises

Training

10 Setting up a new tenant and resident association
11 Estate Manifesto

12 Area Forum

1 Partnership Agreement

The Partnership Agreement details the support available to the tenant
and resident association and gives formal recognition to the association
as the body representing its area.

The support available includes:

* help to involve everyone in the area

* helping the association to promote its activities

* help towards achieving the association’s aims

¢ financial assistance

* help to develop an Estate Manifesto (see page 12)

e training

® |oan of equipment

® Qaccess to community premises

e the translation of materials or use of an interpreter if needed.

In return, the association promises to meet a set of agreed minimum
standards in conducting its affairs.



The Partnership Agreement also:
e sets out the rights and responsibilities of each partner
e is renewed every three years

e formally recognises the tenant and resident association as
representing its area. An agreement will not be entered into with a
new association if an existing association already represents that area

® gives the association the right to be consulted about issues affecting
its area

® gives the association the right to be represented on the local Housing
Management Committee and Area Forum.

It is signed on behalf of the tenant and resident association, Kirklees
Neighbourhood Housing and the Housing Management Committee. The
Neighbourhood Service Manager is responsible for ensuring that the
agreement is implemented.

Each year the Housing Management Committee (see page 18) checks
that the agreement is working.

The tenant and resident association may end the agreement at any time.
The Housing Management Committee may end it if the association:

e fails to meet its part of the agreement

e allows the use of racial or other offensive statements, jokes or
remarks in its meetings

e decides to affiliate to a political party or shows support for a political
party or election candidate.
2 Help from staff

The Neighbourhood Service Manager is responsible for the
implementation of this charter in their area including supporting the work
of local tenants’ and residents’ associations.

The Area Housing Manager keeps in regular contact with each
association in the area by attending the Area Forum (see page 12) and

writing to the association committee to tell it about any changes in staff
or working practices.

A member of the Area Housing Office staff will attend the association
meetings when invited to do so to discuss a specific issue. It is the Area
Housing Manager’s responsibility to ensure that the member of staff
attending the meeting is sufficiently qualified and briefed to provide the
information required and to answer any questions.

The Estate Management Officer works closely with the association on a
day-to-day basis to sort out local problems and improve the area. They
also look at ways of helping the association to achieve Estate Manifesto
objectives.

Neighbourhood Tenant Participation Officers are
available to advise associations about
organising activities. This includes:

e ways of involving local people
in its activities

® developing an Estate Manifesto
for the area (see page 12)

* providing advice about
sources of funding for
projects and, where
necessary, helping the
committee to complete a
grant application

® arranging meetings and other
events

e the roles of the voluntary
elected officers

* managing financial affairs

e advice when applying for
community premises and
how to manage them



* setting up a new tenant and resident association where one doesn’t
already exist.

3 Support from KFTRA

KFTRA is run by tenant and resident associations to provide
independent support to tenants’ groups and to represent their views.
KFTRA employs a co-ordinator, fieldworkers and admin staff to help its
management committee deliver the services needed by the tenants’
movement. The council funds KFTRA's running costs but KFTRA
management committee members are unpaid elected tenant
representatives.

Tenant and resident associations can become members of
KFTRA as long as they meet the criteria in the
Partnership Agreement and
agree to follow KFTRA's
equal opportunities policy.
In line with this policy,
KFTRA cannot be linked or
associated with any
organisation which
seeks to promote racial
prejudice and
discrimination.
Associations will not,
. therefore, be accepted as
members of KFTRA if they,
or any of their
representatives, are publicly
committed to such
organisations or advocate
racist views or ideas.

Services to tenant and resident associations from KFTRA include:

® independent support with campaigns and information on tenants’
rights

® help to get their voices heard
® regular information including a monthly newsletter

e training sessions including one-to-one training for committee
members

* help to produce newsletters and publicity

e handbooks, information packs and advice on fund-raising
® arranging seminars and conferences

* help to set up associations and keep them going

e practical help to get everyone involved.

4 Correspondence

Any correspondence received from the tenants’ and residents’
association will be replied to within ten working days. Where an
immediate full response is not possible, a holding letter should be sent
within 48 hours.

S Insurance cover

Kirklees Neighbourhood Housing has taken out two blanket insurance
policies - one providing all associations with public liability cover and the
other providing contents cover to those associations managing their
own community premises.

More detailed information about these policies is available from the
Neighbourhood Tenant Participation Officer.

6 Local Tenant Participation Grant

Tenants’ and residents’ associations can apply to the Housing
Management Committee for a Local Tenant Participation Grant on an
annual basis. This grant is intended to help with their day-to-day running
costs.




These costs include:

e bills for running a centre

e room hire for meetings and other activities

e providing light refreshments

® buying any stationery or small items of equipment

e refunding money spent on the work for the association (including
postage, telephone calls, travel expenses and carers expenses such
as childminding)

e paying for newsletter delivery

e audit and bank charges.

Associations responsible for managing their own premises can claim
additional help.

Conditions

The grant will be paid to the association’s committee. The committee is
responsible for taking good care of the money and ensuring it is spent
properly. When receiving the cheque for the association’s grant the
committee should:

e open a bank or building society account that provides a cheque
book

e nominate at least two people who will sign cheques on the
association’s behalf (but not two people from the same household)

e keep a record of all payments and report to the rest of the
association regularly how money has been spent and how much is
left

® always get a receipt when paying out money

e have the association’s accounts checked (audited) at least once a
year by someone from a list of approved auditors (this list is available
from the Neighbourhood Tenant Participation Officer)

e present a copy of the audited accounts to the association’s general
meeting and send a copy to the Neighbourhood Tenant Participation
Officer.

If the treasurer resigns a balance sheet should be prepared showing
how much money has been spent and what is left up to the date of their
resignation. A copy of this should be given to the new treasurer along
with the remaining funds.

If the association decides to dissolve, any remaining grant money must
be returned.

If the association fails to use the grant for the purpose for which it was
given, the Housing Management Committee could decide to:

e claim part or the whole of the grant back
e turn down a future application
e reduce a future grant by the amount not spent.

7 Extra Support Grant

The Extra Support Grant is intended to help associations wanting to
actively promote community cohesion in their area or explore innovative
ways of seeking the views of local people, especially the hard-to-reach
groups such as young people or people from black or other ethnic
minority backgrounds in the area.

We also recognise that from time to time some associations will have a
large bill or other additional expense (such as decorating their premises)
that they cannot afford to pay for out of their Local Tenant Participation
Grant or other fund-raising activities.

In both of these cases, associations can apply to the Extra Support
Grant Panel for help towards these costs. This panel consists of tenants
nominated by KFTRA and senior managers from Kirklees
Neighbourhood Housing.

The same conditions apply to the Extra Support Grant as they do to the
Local Tenant Participation Grant. See above.



8 Community Premises

It is often difficult for tenant and resident associations to find somewhere
suitable to hold their activities.

The council has already provided over 30 associations with community
premises in their areas. These community premises include unused
shops or converted council houses or flats that are otherwise difficult to
let.

To qualify, the association must demonstrate there is a real need for a
centre in the area and its own ability to manage it.

When applying for a centre the association will be asked to:

e show it has considered all of the alternative options available and
why these options are not suitable

e provide evidence that people living in the area want a centre

e provide evidence that the centre will be used at least two half days or
evenings a week for the benefit of a fair cross section of the people
living in the area

e demonstrate that it can manage the centre.

The association’s committee is responsible for raising the funds needed
to pay the costs of running the centre. Kirklees Neighbourhood Housing
is able to provide help towards these costs in the following ways:

® Dby leasing premises to the association at a ‘peppercorn’ rent of £5 a
year

e providing free contents insurance in addition to the public liability
cover provided to all associations

e through the Local Tenant Participation Grant and Extra Support Grant

The Premises Panel monitors the use of community premises and
considers any new applications for premises. This panel consists of
tenants nominated by KFTRA and senior managers from Kirklees
Neighbourhood Housing.

9 Training

We provide training to give tenants the chance to increase their
knowledge and skills and enable them to represent their communities
more effectively.

It is intended to develop more opportunities for joint training for tenants
with councillors, KNH Board members and staff.

There are several ways in which tenant representatives are able to
access training. These include:

e KFTRA

e Neighbourhood Tenant Participation Officers
e the loan of training videos and other materials
e Northern College

e the Certificate in Tenant Participation at Huddersfield Technical
College

e \oluntary Action Kirklees.

10 Setting up a new tenant and resident
association

We believe there are enormous benefits to be gained by the local
community through having a tenant and resident association in the area.
We want to continue to encourage those areas not yet represented by
an association to set one up.

New tenant and resident associations can apply for a Local Tenant
Participation Grant once they have applied to the Housing Management
Committee for formal recognition through the Partnership Agreement
(see page 7).

Kirklees Neighbourhood Housing will pay any meeting costs directly
during the initial stages of electing a committee and adopting a
constitution. Once the association has elected a committee and
adopted a constitution it can claim an advance of £75 which will be



deducted later from the first Local Tenant Participation Grant (see page
9).

We recommend that a new tenant and resident association develops an
Estate Manifesto as soon as possible. This will provide a new
association with some direction and enable it to plan activities around
the needs of local people (see below).

New associations will find joining KFTRA very helpful. KFTRA staff are
able to offer a new association a huge amount of help and advice
gained from their many years’ of experience working with new groups
(see page 9).

11 Estate manifesto
The Estate Manifesto is the tenant and resident association’s opportunity

to put forward ideas on how to improve the estate and the services it
receives.

It is an important planning tool that enables the association’s committee
to seek the views of local people when planning future activities.

When developing an Estate Manifesto the association conducts a survey
of local people to identify their priorities for the area. The survey covers
these four key areas:

e maintenance and upgrading of tenants’ homes

e improving the quality of housing and other public services provided in
the area

e improving the local environment
e wider community issues.

It is from these priorities that the association draws its future objectives
and produces its action plans. We suggest that the committee keeps
the review of its action plans as a regular item on their agenda. This will
help them to achieve their objectives.

The Neighbourhood Service Manager will take ideas identified from the
Estate Manifesto when setting out their own plans for the area and will

work with the association to achieve them.

Associations are encouraged to be imaginative in the kind of projects
they consider. In the past some associations have successfully used
information from the Estate Manifesto to attract resources and funding
from various sources including the National Lottery, Children in Need and
some council services. For example, funding is available for arts
projects including crafts and the performing arts, sports facilities,
environmental works and activities for children and young people.

Associations should try and develop networks and partnerships with as
many agencies and other voluntary organisations as possible, especially
where there is a Neighbourhood Renewal Programme or Single
Regeneration Budget (SRB) working in the area. Associations may also
find it useful to work with their local ward councillors and Area
Committee in achieving their objectives.

The Estate Manifesto is normally reviewed at least once every three
years. This helps keep it up-to-date.

12 Area Forum

The Area Forum is an opportunity for representatives of tenant and
resident associations and Area Housing Managers to get together
informally to discuss local issues. It is not a formal decision-making
body.

The kind of issues discussed at an Area Forum are: staffing
arrangements and improvements in service delivery, crime and nuisance
in the area, customer care, equality issues, activities for young people,
ways of making the area more attractive to potential new tenants, and
local support mechanisms for vulnerable groups. Discussions may also
take place about joint initiatives between tenant and resident
associations including social activities and organising activities as part of
the Join-In campaign.

It is suggested that wherever possible the Area Forum avoids discussing
the same issues as the Housing Management Committee as this creates



duplication and can be confusing for some tenant representatives who
might think they have already been involved in making a decision when
they haven’t.

Forums are usually organised around the Area Housing Office patch but
can be arranged around Neighbourhood or Housing Management
Committee boundaries, depending upon what works best locally and
what the forum’s tenant representatives want.

Membership of the forum is made up of tenant and resident associations
in the area which have entered into a Partnership Agreement. Members
of the forum can, however, invite others to attend meetings. This
includes any new associations in the area, local councillors, anyone
interested in forming an association and other local groups.

The Area Housing Manager is responsible for organising the Area Forum
on behalf of the tenant and resident associations. The Neighbourhood
Housing Manager and Neighbourhood Tenant Participation Officer
should also attend whenever possible.

It is up to each Area Forum to decide upon its own arrangements for
their meetings. The following guidelines are intended to help members of
the forum ensure their meetings are representative and well-managed.

* meetings should normally be chaired by a tenant representative

* tenant representatives should be given an opportunity to ask for
items to be put on the agenda

* meetings should take place at least once every eight weeks and at a
time and venue convenient to tenants

e additional meetings should be arranged when requested by more
than one association

e every effort should be made by the Area Housing staff and the
Neighbourhood Tenant Participation Officer to encourage the
maximum attendance. For a consultation to be valid the Area
Housing Manager should ensure that all of those associations with an
interest in the subject are consulted, either through the Area Forum
or in some other way.

the Area Housing Manager should keep a record of the meetings
including attendance and agreed action points. The notes of the
meeting should be circulated to members in advance with a written
notice of the next meeting. It is useful to send a copy of the notes of
the meeting to KFTRA for information

anyone making racial or other offensive statements, jokes or remarks
in the meeting should be N
challenged. If this continues, they <
should be excluded permanently. ,.'hl‘l

\
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wOrking to involve everyone 1 New ways of consulting through tenant
and resident associations

Over the next few years we must look at ways in which we can make

council housing a much more popular option for many people than it is We recognise that it can be hard work for members of the tenants’ and
now. This means looking at different ways of meeting the needs of residents’ association committee to get more people to attend public
those people who require extra support. meetings, often with little result.

In achieving successful communities we need to be inclusive in our However, some tenants’ and residents’ associations have been very
consultation arrangements and ensure that these arrangements are successful in using new approaches to involving younger people, people

) from a BME background and other
AN + ‘hard to reach’ groups when
’\ consulting about specific renewal
_schemes.

appropriate to the needs of the changing population building on past
successes, including the work pioneered by KFTRA in working with
young people and black and minority ethnic (BME) communities.

Tenant and resident associations have an important part to play in
continuing to represent the needs of this changing population. It is,
however, unfair to put the entire burden on this
already over-stretched group of volunteers.

t ! We shall explore ways to extend
t" _ this more creative consultation
’ approach to benefit tenant and
resident associations

~ _»_ more generally.
{97 p
.

That is why, over the next 12 months, we will
look at new ways of involving those people we
don’t currently hear from. In this section, we
begin to look at the ideas we shall be exploring
and you will find information about:
1 New ways of consulting through %
tenant and resident associations - h'l.
2 Areas not yet represented by a
tenant and resident association

Areas of mixed tenure

Consulting black and
minority ethnic tenants

Discussion groups

KFTRA's Tenants
Talkback Team

7 ‘Door to Door’.



2 Areas not yet represented by a tenant
and resident association

It is intended that the Neighbourhood Service Manager will at least once
a year seek the views of those tenants living in an area not yet
represented by a tenant and resident association. This will be achieved
by organising an informal discussion group inviting everyone living in the
area.

Information from these consultations will be included in the
neighbourhood business plan and feedback will be provided to those
involved.

At these meetings, every effort will be made to encourage local people
to form a tenant and resident association.

3 Areas of mixed tenure

We think every tenant should have the opportunity to influence the
management of their home no matter who their landlord is.

We are committed to working with both the Kirklees Community
Association and local registered social landlords (such as housing
associations) and their tenants to share good practice in tenant
involvement and to learn from each other.

There are already a small number of tenant and resident associations in
Kirklees where some tenants have a different landlord. For example,
CHOBB residents’ association in Brackenhall includes 308 council
tenants and 45 Chantry Housing Association tenants.

Although people may have a different landlord, there are still many
issues that are of shared concern such as the environment, crime and
the welfare of the local community.

We will continue to encourage tenant and resident associations in areas
of mixed tenure, if they meet the standards set out in the Partnership
Agreement.

We will continue to:

* provide an appropriate level of support depending on the number of
council tenants and former council house tenants in the area

* help tenants to produce an Estate Manifesto for the area
e encourage other social landlords to involve their tenants in decisions.

Only council house tenants or those living in a property sold under the
Right to Buy will be entitled to sit on the Housing Management
Committee. The same conditions of grant will apply to areas of mixed
tenure as any other.

4 Consulting black and minority ethnic
tenants

We recognise that black and minority ethnic tenants are under
represented in Kirklees council housing. So we need to look at ways in
which we can meet the needs of this section of the population much
better than we have done in the past.

We shall make a start over the next few months by consulting with both
our existing tenants and the representative organisations of the BME
community about their needs.

From these initial consultations we intend to develop a strategy for the
longer term and sustained involvement of the BME communities in our
future planning.

In addition, we shall look at how we might break down any barriers that
prevent members of the BME communities getting involved in their
tenant and resident association. This includes looking at how we might
offer more support to tenant and resident association committees to
enable them to develop an atmosphere where anyone feels able to be
involved whatever their ethnic origin or background.

S5 Discussion groups

We also know that many of our tenants of the future will be either young
or older people, or have a disability.



The needs of each of these groups are quite different and in some cases
specialist and can be easily overlooked if care is not taken in the
consultation process.

We plan to arrange a series of discussion groups working with existing
organisations. These discussion groups will enable us to focus on the
needs of young people, older people, people with different forms of
disability, as well as gay men and lesbians. The purpose of these groups
will be to identify any special needs that might otherwise get overlooked.
This information will be used to develop our business planning process
(see page 25).

These discussion groups will involve both our current tenants and
prospective tenants and be repeated annually to enable us to update
the information received. We will share this information with KFTRA and
members of the Housing Management Committee.

6 KFTRA’s Tenants Talkback Team

A Tenants Talkback Team of about 200 people is being developed by
KFTRA to enable individual tenants to influence the Housing Service
without joining a formal group. KFTRA wants to build a team of people
from all council estates who will let us know what they think of housing
services. KFTRA will ask Talkback Team members about the condition
of their home and estate, what they think of the repair service and their
local housing office. KFTRA will use the information to lobby and
campaign for improvements to housing services and will keep all team
members in touch with how they get on.

Talkback Team members will be sent a short questionnaire three times a
year on aspects of their housing service. In addition, they can volunteer
to take part in telephone surveys and focus groups to discuss some
issues in more detail. KFTRA will be trying to ensure the Tenants
Talkback Team reflects the full mix of council tenants in Kirklees and that
all estates are represented. KFTRA will be approaching people who are
not involved in tenant and resident associations and those who do not
go to public meetings to make their views known.

In this way individual tenants can help change things for the better -
from their own armchairs!

7?7 ‘Door to Door’

Tenants will be invited to give feedback about the services that they
receive as a regular item in ‘Door to Door’, our newsletter to all tenants.

Tenants are asked to provide comments by completing a simple coupon
and returning it through our Freepost address. This feedback is included
in the monitoring information considered by the Area Sub-Committees
of Kirklees Neighbourhood Housing.

Where appropriate this feedback will be passed on to the Area Housing
Manager to be dealt with.



This section looks at what we do when making decisions together.

If we want our tenants to participate effectively, we will have to make
sure they have all the relevant facts - this includes the views of other
tenants and stakeholders on the issue at hand.

The process starts with the consultation of our tenants and other
stakeholders

This section contains information about:
1 Procedures for consultation
Decision-making in the council
Housing Management Committee
Housing Consultative Group

o b~ W N

Different areas that tenants are involved in
and who makes the final decision.

1 Procedures for
consultation

This section concentrates on consultation with our
tenants and contains specific guidelines that !
both council and Kirklees

Neighbourhood Housing staff

should follow. Consultation on i
home improvement schemes by
our Construction Partners is
dealt with on (page 27). The
same principles set out below,
however, also apply to our
construction partners.

By consultation, we mean
involving our tenants and other

people whose views we value in looking at ideas and getting them to
share their opinions with us.

When we consult our tenants, we are asking them to respond to
particular proposals, although either the council or management of
Kirklees Neighbourhood Housing will make any final decision.

In Kirklees, we consult tenants:

® as individual householders

e through their local tenants’ and residents’ association

e through KFTRA

e through their Housing Management Committee representatives.

Any consultation with local tenant and resident associations is carried
out under the direction of the Area Housing Manager. It can also involve

the Estate Management Officer and any other member of the Area
Housing Team.

Any one of the following can carry out consultation with the Housing
Management Committee representatives and KFTRA:

e the Director of Housing
e  Service Managers

e Chief Executive Officer of Kirklees Neighbourhood
Housing

e Operational Managers
. * Neighbourhood Service Managers
e any other appropriate manager.

A table is set out on page 21 listing
various housing management tasks and
providing details to inform staff who they

should consult for each task. The table
also states who is responsible for the
final decision.



Although the arrangements for consulting tenants will vary according to
the issue being covered and who is being consulted, staff should always
follow the principles set out below.

Before entering into any sort of local consultation exercise, staff should
contact the local tenants’ and residents’ association to discuss the
format and timetable of the consultation. For example, the consultation
may include a door-to-door survey of the tenants concerned, a postal
survey, a series of informal discussion groups, a public meeting or a
more creative format.

Where there is no tenant and resident association in the area staff will
find it helpful to seek the advice of KFTRA or their Neighbourhood
Tenant Participation Officer.

Information provided at the right time, and in the appropriate community
language and format, is essential to effective consultation. Kirklees
Neighbourhood Housing has developed a database identifying the
specialist communication needs of individual tenants. Staff will check this
database at the start of any consultation exercise.

When consulting tenants, staff must make sure that tenants have all the
relevant facts and background information. Tenants need to be clear
about what it is they are being asked, why they are being consulted,
what options are available and the likely consequences of them
choosing any of these options.

When consulting tenants staff should always follow these key principles:

e provide information in the appropriate format and community
language (see page 29)

e use plain language
® give a clear explanation of the changes being considered

e tell tenants at the outset who will be making the final decision and
when they can expect it to take effect

e provide a name and contact details of the member of staff leading
the consultation

e explain all the options available

e outline the consequences of choosing particular options
e allow tenants to put their own ideas forward
e allow tenants sufficient time to consider their response

e provide those tenants involved with feedback about the final decision
and provide a reminder of when they can expect the final decision to
be implemented

e f there is a delay in implementing the decision, contact the tenants
involved once again to explain the reasons for the delay and continue
to keep them up-to-date.

2 Decision-making in the council

This section describes the formal mechanisms within the council for
tenant participation.

The council’s Cabinet is the main decision-making body and is
responsible for the day-to-day management of the council including
decisions about housing issues. The Lead Member for Housing is a
member of the Cabinet.

The work of the Cabinet and of council services is scrutinised by the
Overview and Scrutiny Committee. The scrutiny of any housing matters
is delegated by this committee to the Housing Overview and Scrutiny
Panel. This panel includes a representative from KFTRA.

3 Housing Management Committee

Tenant and resident association involvement in formal decision-making is
centred around eight local Housing Management Committees. The
Housing Management Committee is a formal committee of the council.

The Housing Management Committee plays a crucial role on behalf of
the council in scrutinising services for tenants and examining housing
policies.

The Housing Management Committee makes an important contribution
to the success of our communities by:

e discussing issues of concern to local people on their estates



e scrutinising the delivery of services locally by Kirklees Neighbourhood
Housing and other council services though the Quality Guarantee
and Notice of Concern process (see page 30) and ensuring these
services are delivered efficiently

e acting as a catalyst for change. The Housing Management
Committee is encouraged to challenge current policies and
procedures and suggest better ways of working

e commenting on the council’s own proposals affecting Housing
Services before final decisions are made

* helping the Kirklees Neighbourhood Housing Area Sub-committee to
prioritise estate improvement programmes (see page 27)

e contributing to the development of the Neighbourhood Business Plan
(see page 25)

e awarding the Local Tenant Partnership Grant (see page 9)

¢ the formal recognition of tenants’ and residents’ associations through
the Partnership Agreement (see page 7).

The Housing Management Committee may make recommendations or

refer items to the:

e Director of Housing

e Housing Consultative Group

e (Cabinet or the Lead Member for Housing

e The Board or Area Sub-Committees of Kirklees Neighbourhood
Housing

e The Housing Overview and Scrutiny Panel or Overview and Scrutiny
Committee, if there is concern about an issue relating to another
council service.

Boundaries

Four Housing Management Committees cover North Kirklees and four
cover South Kirklees. These areas coincide with those managed by the
sub-committees of Kirklees Neighbourhood Housing (see page 6).

The four Housing Management Committees covering North Kirklees are:
e Batley and Birstall

e Calder

e Dewsbury

* Spen.

The four Housing Management Committees covering South Kirklees are:
e Colne Valley and Crosland Moor

e Huddersfield North

e Huddersfield South

¢ Newsome and Holme Valley.

Membership
The Housing Management Committee is made up of:

® two representatives from each tenant and resident association in the
area

e |ocal ward councillors
e a representative from KFTRA
e an observer appointed by CHAS Housing Aid.

Members of the public can attend Housing Management Committees
and ask questions. Prior notice of a question is always helpful to staff in
preparing a response.

Chair

The Housing Management Committee is chaired by a councillor elected
by councillors at the first meeting of the new municipal year. The Deputy
Chair is elected from amongst the tenant representatives at the first
meeting of the Housing Management Committee of the new municipal
year.

There will be a briefing for the Chair and Deputy Chair normally two
weeks before each meeting of the Housing Management Committee.



Agenda

An agenda-planning meeting is held prior to each cycle. The Deputy
Chair and Neighbourhood Service Manager for each Housing
Management Committee area are invited to this meeting along with a
representative of KFTRA. It is the responsibility of those attending this
meeting to ensure that items requested by the tenant members of the
Housing Management Committee appear on the agenda.

Further information

A separate detailed information pack is available to members of the
Housing Management Committee from the Director of Housing.

4 Housing Consultative Group

The Housing Consultative Group enables the Lead Member for Housing

to engage with tenant representatives, the spokesperson for each of
the political groups and other stakeholders before advising Cabinet
on housing issues.

The group discusses policy and service development issues
including the council’s response to any new initiatives
introduced by central government. It monitors the
effectiveness of the Housing Service and Kirklees .
Neighbourhood Housing and where necessary, o
makes recommendations for improvement. t‘-... .

The group attempts to reconcile any '.-,:"t.r. :
differences of views between the eight ;

Housing Management Committees - if need
be they can call for further consultation
before any advice is given to Cabinet.

'I

The Housing Consultative Group is made up of:

e tenant representatives from each Housing Management Committee

* arepresentative from KFTRA

¢ the housing spokesperson from each of the political groups and
other senior councillors

e a representative from the Board of Kirklees Neighbourhood Housing

¢ the Director of Housing

e CHAS Housing Aid

e trade union representatives.

5 Different areas that tenants are involved
in and who makes the final decision

B We recognise the need to balance our commitment to

. consult widely with our tenants with the need to
streamline our current decision-making process.

v ' We will therefore review the arrangements
" below over the next 12 months.



Subject

Access to services

Who to involve

Tenant and resident association
KFTRA
HMC

Type of involvement

Consultation/Participation

Who will make the final decision
KNH Board

Addressing shortcomings in local
service delivery

Tenant and resident association
KFTRA

Consultation/Participation

KNH Area Sub-Committee

HMC
Allocations and lettings policy KFTRA Consultation/Participation Cabinet
HMC
KNH Board
Anti-social behaviour policies Tenant and resident association Consultation/Participation Cabinet
including neighbour dispute KFTRA
and harassment HMC
KNH Board
Budget and rent setting KFTRA Consultation Council
HMC members
KNH Board
Changes to the delivery of locally Tenant and resident association Consultation KNH Board or Area Sub-Committee
based services including voids and ~ HMC
estate caretaker service
Developing and implementing Individual householders affected Consultation/Participation Cabinet

regeneration programmes

Tenant and resident
association affected
KFTRA

HMC

KNH Board

Local Strategic Partnership

Developing new
council/strategic policy

Tenant and resident association
KFTRA

HMC

KNH Board

Consultation/ Participation

Council

Developing new KNH
policy and procedures

Tenant and resident association
KFTRA
HMC

Consultation/Participation

KNH Board



Subject Who to involve Type of involvement Who will make the final decision
Disposal of stock Individual householders affected Consultation/Participation Cabinet
Tenant and resident association
affected
KFTRA
HMC
KNH Board
Effects of new legislation Individual households Information
Tenant and resident association
KFTRA
HMC
Environmental works Individual householder Consultation KNH Area Sub-Committee
Tenant and resident association
Estate Caretakers - Tenant and resident association Consultation Area Housing Manager
local arrangements Area Forum
Estate Improvement Budget Tenant and resident association Participation KNH Area Sub-Committee
HMC
Financial support for tenant and KFTRA Consultation KNH Board
resident associations HMC
Homelessness policy KFTRA Consultation/Participation Cabinet
KNH Board
Housing Strategy Tenant and resident association Consultation/Participation Council
KFTRA
HMC
KNH Board
Improvement Plan (Quality Guarantee) HMC Participation HMC
Improvement schemes - Tenant and resident association Consultation KNH Investment Team
design stage
Improvement schemes - Individual householder Consultation KNH Investment Team
work on individual homes
KFTRA - future levels of support KFTRA Consultation Cabinet

KNH Board



Subject
KNH Business Plan

Who to involve

Tenant and resident association
KFTRA
HMC

Type of involvement

Consultation/Participation

Who will make the final decision
KNH Board

KNH Delivery Plan

Tenant and resident association
KFTRA

HMC

KNH Board

Consultation/Participation

Cabinet

Local performance indicators

Tenant and resident association
KFTRA
HMC

Consultation/Participation

KNH Board or Area Sub-Committee

Marketing and publicity

KFTRA

Participation

KNH Board

Monitoring and review of services

KFTRA
HMC

Participation

KNH Board or Area Sub-Committee

National Housing Week

Tenant and resident association
KFTRA

Participation

KNH Area Committees

Neighbourhood Business Plan

Tenant and resident association
HMC
KNH Area Sub-Committees

Consultation/Participation

KNH Board

Planned maintenance priorities

KFTRA
HMC
KNH Board

Consultation/Participation

Cabinet

Planning investment

Tenant and resident association
KFTRA

HMC

KNH Board

Consultation/Participation

Cabinet and Council

Plans to implement new legislation

Tenant and resident association
KFTRA
HMC, KNH Board

Consultation/Participation

Cabinet

Partnership Agreement

Tenant and resident association

Participation

HMC

Rent collection procedure

KFTRA
HMC

Consultation/Participation

KNH Board



Subject Who to involve Type of involvement Who will make the final decision
Right to Manage Individual householders Information
Tenant and resident associations
Repairs and maintenance KFTRA Consultation/Participation Cabinet
specification HMC
KNH Board
Review of this Charter Tenant and resident association Consultation/Participation Cabinet, KNH Board and KFTRA
KFTRA
HMC
Service Level Agreements and KFTRA Consultation/Participation Cabinet or KNH Board
contract specification HMC
KNH Board
Service plans and budgets Tenant and resident association Consultation KNH Board
HMC
Service review and restructuring Tenant and resident association Consultation/Participation KNH Board
KFTRA
HMC
Service standards for the Tenant and resident association Consultation/Participation Cabinet
Quality Guarantee KFTRA
HMC
KNH Board
Tenancy conditions and Individual householders Consultation/Participation Cabinet
tenancy agreement Tenant and resident association
KFTRA
HMC
KNH Board
Tenant Partnership Grant HMC Participation HMC

applications



These Best Value Service Improvement Plans play an important part in
the rest of our planning process.

2 Neighbourhood Business Plans and
This section looks at how we will work together to achieve quality Service Plans
services and successful communities in the future.
There are two key planning tools used by managers - the

When planning we need to be inclusive in our consultation Neighbourhood Business Plan and the Service Plan.

arrangements. A variety of approaches are needed to ensure that these . . ]
arrangements are appropriate to the needs of the changing population The Neighbourhood Service Manager produces the Neighbourhood
on our estates (see page 14). Business Plan. It sets out the strategy for both the short and longer-

This section includes information about:

Best Value
Neighbourhood Business Plans and Service Plans

1
2

3 Investment Conference and Service Planning Conference
4 Budgets

1

Best Value

When conducting a Best Value Review we are
conducting a detailed examination of a particular
part of the service, based on the ‘4cs’ (consult,
compare, challenge and compete).

At the end of each review a plan is produced
outlining how the service should be delivered in the
future.

It is important that tenants are involved at every stage
when conducting a Best Value Review.

Each review is conducted by a team consisting of a
group of tenants nominated by KFTRA and a
group of staff. This includes consultation with
the various stakeholders and the
production of a Best Value Service
Improvement Plan (SIP) at the end of the
review.



term management of that area and for bringing tenants’ homes up to
the council’s modern standard. This includes looking at the future of
homes that are difficult to let. This plan feeds into the overall business
plan for Kirklees Neighbourhood Housing and is updated annually.

The Service Plan concentrates on how managers deliver the day-to-day
management of their part of the service to tenants, including any
improvements contained in each Best Value Service Improvement Plan
and the local tenant and resident association Estate Manifestos (see
page 12). The Neighbourhood Service Manager produces an annual
service plan for the delivery of services in their neighbourhood.

In producing these plans, managers look at the overall quality of life on
our estates and at the needs of different parts of the community in
addition to the services provided. This makes sound business sense if
we want to make our estates more attractive to potential tenants and
retain those tenants already there.

A good deal of useful information about tenants and other customer
needs and their views about our current services are already available to
managers from a number of sources. This information should be used
when producing both the Neighbourhood Business Plan and Service
Plans. These sources include:

e the tenant and resident association Estate Manifesto (see page 12)
e the council’s community engagement database

e reports of the KFTRA Tenants Talkback Team (see page 16)

e comments from KFTRA mystery shoppers (see page 31)

e feedback from Estate Inspections conducted with tenant and
resident associations in the area (see page 30)

e discussion groups including those in areas not yet represented by a
tenant and resident association (see page 15)

e minutes of the Area Forum (see page 12)
e community plans produced by the council’s Local Area Committees

It is important that Neighbourhood Service Managers consult with the

Housing Management Committee on both their draft Neighbourhood
Business Plan and Neighbourhood Service Plan before submitting these
to the Board of Kirklees Neighbourhood Housing for approval.

3 Investment Conference and Service
Planning Conference

Two conferences are organised jointly with KFTRA each year to look at
our overall plans. One looks at investment in council houses and the
other at planning future service delivery. Representatives from the tenant
and resident associations and Kirklees Neighbourhood Housing staff are
invited to both conferences.

The Investment Conference looks at the coming year’s overall priorities
for investment in council houses and at ways this investment can be
sustained using information received from the Neighbourhood Business
Plans and Stock Condition Survey.

The Service Planning Conference looks at the coming year’s overall
priorities for improving the delivery of the service, based on Best Value
Service Improvement Plans and any common themes emerging from
tenant and resident association Estate Manifestos. The outcomes of the
Service Planning Conference provide a framework for the following
year’s budget and Neighbourhood Service Plans.

4 Budgets

Once we have received our annual financial allocation from central
government further consultation takes place with tenant representatives
before the council decides upon its final plans, the level of rent to
tenants and budgets for the year.



Working together for modern
homes

This section looks at how we will work with our construction partners
and other contractors over the next few years to provide council tenants
with modern homes.

In this section, you will find information about:
1 Our investment priorities

2  Estate improvements

3 Consultation on schemes.

1

Our investment priorities

The bulk of our investment in home improvements over the next few
years will be driven by the commitment to bring all council housing up to
a modern standard. This modern standard agreed with our tenants
exceeds that of the government’s ‘Decent Homes’. Construction
partners have been appointed to help complete this programme.

Work will be prioritised through the Neighbourhood Business Planning
process (see page 25) enabling tenant and resident associations to have
an input through their Estate Manifesto and consultation with the
Housing Management Committee.

Each programme of work will be packaged with our construction
partners in order to obtain the maximum quality and economic benefit
for tenants.

Kirklees Neighbourhood Housing will publish an annual list of those
areas where work is due to be carried out along with an approximate
timetable.

2 Estate improvements

The remainder of the investment programme will be geared towards
estate improvements identified by tenant and resident associations in
their Estate Manifestos and through other consultation mechanisms
where there is no association in the area.

The budget for estate improvements will be prioritised by the Area Sub-
Committees of Kirklees Neighbourhood Housing following consultation
with the local Housing Management Committees

3 Consultation on schemes

Our Construction Partners are responsible for consultation on individual
schemes.

These consultation arrangements
will vary depending on the size and
type of scheme. For example,
tenants may feel there is very little
benefit in becoming involved in a
house re-roofing programme
but would benefit from
being involved in the
design of a kitchen
replacement
programme.

The same basic
principles apply
when we are
consulting about
home
improvements
as they do to
any other
project. Please
see page 17 in
addition to the
information
below.



The design of a scheme

The Construction Partner will contact the local tenant and resident
association as far in advance as possible before a scheme starts in the
area to discuss the various options.

Once the design has been agreed, the Construction Partner will confirm
this to the tenant and resident association in writing.

Before the work is carried out

The Construction Partner will forward an information pack to tenants
about a month before the work on their home is due to start. The pack
will give the name of the contractor and inform the tenant what they can
expect to happen including arrangements for consultation about the
work.

Recording individual tenant options

Individual householders will be given the opportunity to make their own
preferences from a wide range of choices. The Construction Partner’s
staff will be available to discuss all the options and provide the tenant
with technical advice to make their choice.

Once a tenant has made their choice, this will be confirmed in writing
before the work starts.

Sorting out any problems

The involvement of tenants and residents in monitoring the progress of a
scheme by representation at site meetings has proven to be a very
useful way of sorting out any difficulties. This will continue under these
new arrangements.

The tenant and resident association will be invited to nominate two
members to represent them at site meetings and be local contacts
during the progress of the scheme.

The first of these meetings will take place before the work is due to start.
This provides an opportunity for the contractor and tenant
representatives to get to know each other and discuss any initial
concerns.

Further meetings will be arranged on a regular basis for the duration of
the contract. This will give representatives the opportunity to raise any
concerns with the contractor as they arise.

Tenant representatives will also be given the opportunity to take part in
the handover of completed properties.

All meetings will be held locally and at a time convenient to the tenant
representatives.

Asking how well we did

Tenants will be invited to complete a survey form at the end of a scheme
saying how well they think the scheme went.

The Construction Partner will share this information with the tenant and
resident association and a representative of Kirklees Neighbourhood
Housing at an evaluation meeting at the end of each scheme. This
information will be used to improve the way we manage similar schemes
in the future.



wOrking together for qua“ty been made. Therefore, we shouldn’t rely on it as the only way of

- sharing information.
services ) . . .
Each Area Housing Office must develop a local information strategy as

We are committed to working together to provide quality services. part of its service plan. This will set out ways of letting tenants know

This section describes tenant involvement in achieving quality services. about the services available and how they intend to tell local people

In this section you will find information about: about what is happening in the area.

1 Keeping tenants informed about the services available Teqants whose flrst Iarjguage is not English can obtain |nformat|on from

) their Area Housing Office about the key services we provide in any of the

2 Your Quality Guarantee main community languages. Surgeries are also available with a bilingual

3 Estate inspections member of staff.

4 Mystery Shopping A nominated member of the Area Housing Office staff checks at least

5  Aopointing new staff once a month that any information on display in the office is up-to-date
PP 9 and can be found easily by the public.

6 Complaints and compliments.

Information about our services can also be

1 Keeping tenants informed about the found on both the Kirklees Council and
services available Kirklees Neighbourhood Housing
websites.

Often tenants don’t know about services available to them, or they may
have heard that particular services exist but have no idea how to get
them. It is good housing management practice to keep people informed
about the range of services provided.

Although the law says there are certain pieces of information tenants are
entitled to receive, they also have a right to be told about any changes in
policies and working practices that affect them.

When reviewing policy or working practices, we will consider how any
changes will be communicated to tenants and any other potential users
of the service. Any reports about such changes will also include
proposals for communicating these to tenants.

Methods of providing information

The tenants’ newsletter, ‘Door to Door’, has an important part to play in
sharing information. However, as the newsletter is only published a few
times each year it can only carry an outline of any changes that have



The tenants and staff in the Colne Valley, Crosland Moor and Newsome
areas have produced their own website that informs tenants not only
about the local services available but of the activities of the tenants’ and
residents’ associations. It is intended to extend this pilot to other areas
of Kirklees.

What to do when communicating with tenants

When communicating with tenants, staff should always start by checking
the Kirklees Neighbourhood Housing database to see if anyone has any
special communication needs. Help and advice on producing
information in different formats or community languages is available from
the Community Languages Service.

The Communications Service can also offer help and advice on
achieving the council’s clear print and plain language standards.

2 Your Quality Guarantee

We believe that every tenant on our estates has a right to know what
they can expect in return for their rent and council tax.

The Quality Guarantee provides this information by setting out in detail
the services provided by both Kirklees Neighbourhood Housing and the
council on housing estates and the standards of performance people
can expect.

It is the Neighbourhood Service Manager’s responsibility to ensure that
the services provided in their area are to the standards promised in the
guarantee.

If a tenant is not satisfied with the service they have received, they can
complain using the complaints and compliments procedure (see below).

If the problem is not resolved the local tenant and resident association
can decide to issue a formal Notice of Concern asking the Housing
Management Committee to act on its behalf to put things right (see
page 18).

The Housing Management Committees can:

e call on the Neighbourhood Service Manager to investigate the
problem and to produce an improvement plan to put it right

e recommend a change in policy or procedure that will prevent any re-
occurrence

¢ refer the matter to the Director of Housing who will conduct an
independent investigation on their behalf.

The services and standards covered by the guarantee are monitored by
the Housing Management Committee through the complaints and
compliments received, reports following the Estate Inspection and
through regular reports on performance.

Information about the Complaints and Compliments procedure and a
copy of the Quality Guarantee has been delivered to every household
and is given to every new tenant when they sign up for their new home.

A booklet is available from the Director of Housing which gives more
detailed information about issuing a Notice of Concern and the role of
the Housing Management Committee once a notice has been served.

3 Estate inspections

At least once every three months representatives from the tenant and
resident association will get together with their local Estate Management
Officer to walk around and inspect their estate. Representatives of other
services provided on the estate may also be invited to join the
inspection.

These inspections enable the tenant representatives to point out the
association’s concerns about the area. This includes repairs to
communal areas, environmental issues, repairs needed to roads or
footpaths, or improvements to recreational facilities.

An action plan is drawn up at the end of each inspection and agreed by
both tenant representatives and the Estate Management Officer. The
Estate Management Officer then sends a typed copy of this action plan
to the tenant representatives within 10 working days.



The Estate Management Officer is responsible for processing the action

plan by ordering any work needed or contacting the appropriate service.

The Estate Management Officer will also keep the tenant and resident
association up-to-date with the progress made in rectifying any areas of
concern.

The Housing Management Committee monitors the progress of the
Estate Inspection in improving the quality of estates in its area.

Any common issues arising across the neighbourhood are dealt with by
the Neighbourhood Service Manager and reported to the Area Sub-
Committee of Kirklees Neighbourhood Housing.

Issues affecting the whole of Kirklees are discussed with KFTRA and
reported to the Board of Kirklees Neighbourhood Housing.

The Estate Management Officer continues to identify any areas that may
be of concern between Estate Inspections and acts on these.

4 Mystery Shopping

Volunteers have been recruited by KFTRA from tenant and resident
associations to carry out a series of unannounced ‘mystery shopping’
checks on services provided by Kirklees Neighbourhood Housing. This
includes, for example, checks on reception facilities, telephone
answering and the availability of information leaflets.

Mystery shoppers are able to identify both good and bad practice. The
results of these checks are reported to the local Neighbourhood Service
Manager who will take the necessary action to address any
shortcomings.

The Board of Kirklees Neighbourhood Housing monitors the mystery
shopper checks every six months.

S5 Appointing new staff
We believe that tenants have a right to say who should deliver their
services. In Kirklees this right extends to the appointment of new staff.

Tenant representatives were first involved in the recruitment of Housing
Services staff in 1990 with the appointment of the new Chief Housing

Officer. Tenant involvement in recruitment of all staff began in 1992.

Both Kirklees Housing Services and Kirklees Neighbourhood Housing
have now adopted this practice.

Tenants are involved at every stage of the recruitment process, including
the short-listing of candidates, setting interview questions or any
exercises, asking questions at interview and the assessment of
candidates. Tenants are provided with training before they are invited to
be involved in the process.

6 Complaints and compliments

Complaints and compliments received by our tenants and other
customers provide us with a useful insight into how well we are doing.

Both Kirklees Neighbourhood Housing and the Housing Service have
adopted formal Complaints and Compliments Procedures.

Copies of these procedures are available from all Area Housing Offices.

If someone wishes to complain about the conduct of their local tenant
and resident association, they should contact the association secretary
and ask the committee to investigate the complaint.

If they are still not satisfied, they should contact the Neighbourhood
Tenant Participation Officer for the area, who will attempt to mediate
between the complainant and the tenant and resident association.

In extreme cases (for example where racist or other offensive remarks
are allowed to be made at meetings without being challenged) a report
will be presented to the Housing Management Committee which can
then consider withdrawing the recognition of the tenant and resident
association under the Partnership Agreement.



As well as working in partnership to implement the promises we have
made in this Charter, we are committed to a process of continuous
improvement in tenant involvement.

We have set up a Tenant Participation Council whose job it is to oversee
and develop tenant involvement. This includes setting targets for the
involvement of tenants from a BME background and other hard-to-reach
groups.

This Tenant Participation Council is made up of tenant representatives
appointed by KFTRA, the Neighbourhood Service Managers and other

senior managers from both Kirklees Neighbourhood Housing and the
council.

The Tenant Participation Council meets once a month to:

i
|

develop plans for the delivery of this charter across
Kirklees

set each neighbourhood both long and short-term
targets and review progress against those targets
on a regular basis. 4

examine the training needs of both tenants
and staff in tenant participation

share experiences and good practice
across neighbourhoods and between
KFTRA and Kirklees Neighbourhood
Housing staff

identify resources required for tenant
involvement

search for new ideas including identifying
good practice from other local authority
areas and landlords.
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Further information

To find out more about the Tenants’ Consultation and Participation Charter contact your local area housing
office, KFTRA (address below) or:

The Tenant Participation Development Manager
Kirklees Neighbourhood Housing

Civic Centre 1

High Street

Huddersfield

HD1 2NF

Tel: 01484 221223
Fax: 01484 221225
Email: philip.hardstone@kirklees,gov.uk

KFTRA

41 Estate Buildings
Railway Street
Huddersfield

HD1 1JY

Tel: 01484 223466
Fax: 01484 223478
Email: gen@kftra.demon.co.uk




If you want to join in and help us work
together for successful communities,
write (no stamp needed) to:

Join In Campaign

(c/0 Kirklees Neighbourhood Housing)
FREEPOST NEA11706

Huddersfield

HD1 2PG

WWW.joinin.org.uk



-
sion of this document is also available in large print and on audio
ne: 01484 221223
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