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1.
Summary
1.1
The purpose of this report is to present to the Board a statement around how LSHA should seek to engage with tenants. The aim is to ensure that LSHA listens to tenant concerns and gives tenants appropriate means to influence service delivery.
1.2
The timing of this report follows the findings of the 2014 STAR customer satisfaction  survey which identified concerns amongst  some LSHA tenants in the area of ‘communications, listening, involving and acting’.   

2.
Details

2.1
Regulatory Background:

The Regulatory Framework for Social Housing in England first published in 2012, sets out the consumer standards against which all registered providers are measured. The regulator will only interfere where there is a possibility of ‘serious detriment’. There is no legal definition of serious detriment.

In short, we have to offer all tenants a wide range of opportunities to be involved in the management of their housing, including formulating housing policies and strategic priorities, making service delivery decisions, managing repair and maintenance services, agreeing local offers for service delivery and scrutinising our performance. We also need to provide clear information to tenants, have a clear complaints procedure and understand and respond to tenants’ diverse needs.



These expectations are not prescriptive. They apply to landlords who have stock sizes from the 10s to the 10,000s. It is up to us how we wish to interpret the expectations and for the Board to agree on a

strategy it feels complies with the expectations.


The remainder of this report sets out a proposal for how LSHA should be looking to ensure we improve on current perceptions of how LSHA communicated and engages with tenants.
2.2
2014 STAR Customer Satisfaction Survey


Levels of satisfaction around communication and involvement did come out relatively low in the STAR survey.  


For listening & acting, 51% of respondents said LSHA listens to tenants' views and acts upon them. 23% expressed a negative view. 63% of respondents said LSHA will act on the findings from the survey. 18% expressed a negative view.

For informing & involving, 69% of respondents said LSHA keeps them informed about things that might affect them as a tenant. 14% expressed a negative view. 48% said LSHA does enough to involve tenants in decision making. 26% expressed a negative view.

These figures are noticeably down on the last time LSHA undertook similar exercise in 2009.

2.3
Aspirations


We currently have an objective for 2014/15 of achieving 90% of tenants satisfied with LSHA and 75% who feel that LSHA listens to them. These targets were based on the findings of previous years telephone surveys and do not factor in the 2014 STAR survey results. These figures should be set as objectives for the next time a STAR survey is undertaken which is planned for the end of 2017.  
2.4
Proposal


Our Business Plan is clear as to the role tenants have to play in the way LSHA operates:

	Tenants at the heart of everything
	Serving the community means we will put tenants at the heart of our business.     We will keep up our good relationship with tenants, discover what matters to tenants, and we will continue to improve quality of service and accessibility.   We will learn and build on our surveys of tenant opinion.  We will involve tenants in the working of the Board.



This statement is indeed laudable and no doubt what we would expect to see in a business plan. The real question is how do we give substance to this aim.  We need to remember that we are only one agency looking to engage with our tenants. In the consumer and social media age we do not have the resources to compete with the offers that larger agencies can offer to make customers feel involved. The other important distinguishing factor is that when other agencies fail to deliver customers can increasingly choose to move to another provider. That is clearly not the case with our tenants. If we fail to deliver they are still dependant on LSHA providing their landlord services.
2.5
Outcomes
We anticipate that the benefits of effective tenant involvement influencing service delivery and development would be: 
· more satisfied tenants; 

· improved quality of services that address tenants needs; 

· improved value for money; 

· fewer complaints, better ways of engaging with tenants with concerns about the service they receive and better communication with tenants and increased trust and accountability; and 

· the opportunity for tenants to develop new skills and knowledge. 


On a more practical level:
· We should look to make the information tenants may need to use more easily available;
· Inform, support and engage in ways that suit tenants;
· Respond to tenants ideas and provide feedback;
· Make training and resources available.

In summary, we wish to encourage tenants to engage in the activities of LSHA in a way that suits them. This Statement document looks to provide a framework to make that happen.
2.6
Levels of engagements
2.6.1
Informing residents: tenants are entitled to expect a consistent message when contacting LSHA.

Website: we will use our website to give details of our housing service, performance and key policies and how to be involved as tenants.


Newsletter: we issue our newsletter three times a year with tenant involvement in its content where possible. We also publish an Annual Review which is sent to all tenants. 

Texting: We are implementing a new texting service that will enable us to communicate directly with individual tenants as well as send messages more widely.


Leaflets: we provide a range of leaflets.

Tenants Handbook: will be updated more regularly to provide relevant information.


Ad hoc tenants Meetings: may be held where appropriate to provide and gather information.

2.6.2
Local Options:

a) Registered Tenants Organisations 

Due to the relatively small size of LSHA schemes we tend not to have active tenants groups. Where there is support for such a group we can provide support through staff time, funding, (start-up grants, annual grants) advice and training.

b) Scheme walkabouts 


We will organise estate inspections on all our schemes at least four times a year. This is an opportunity to discuss issues tenants may be having. All tenants are notified of these visits and welcome to accompany their housing officer.

c) Local Events
LSHA will, from time to time, host one off social events to give tenants an opportunity to meet board members and staff.
d) Tenants Scrutiny Panel

Tenant Scrutiny Panel is the primary way of seeking tenant feedback and involvement. It is made up of tenants from SoLFed member associations. The Panel’s role is to ensure that tenant voice - in terms of needs, concerns and aspirations - is listened to, heard and acted upon by the SoLFED landlords.

 The Panel seeks to: 

• Monitor performance of each landlord against service standards that reflect the needs and priorities of residents 

• Explore where good practice is across SoLFed and seek to understand how other landlords in the Federation can learn from that 

• We report on the Scrutiny Panels work in our Annual Review.
2.6.3
Satisfaction Surveys:

Customer satisfaction surveys have their limitations and it is important that we pay regard to the findings but do not allow what, after all, is a relatively low absolute number of respondents to disproportionately influence policy. 

LSHA has traditionally operated three tiers of survey:


Repair feedback: All repair slips have a customer satisfaction slip attached which tenants are encouraged to return. There is a £50 prize draw which is help three times a year.


Annual telephone survey: This has been undertaken annually and is benchmarked with other SoLFed members. It is proposed that LSHA stops these surveys.

STAR survey three years. Going forward it is proposed that these surveys be held every three years. This survey is also incentivised. 
2.6.4
CEO Surgery:

A benefit of LSHA’s size is reflected in the easy access of the CEO to residents. One of the benefits of working in a small organisation for the CEO is the ease with which they can engage with residents. Being so close to the ‘front line’ enables them to hear the positive messages as well as the occasions when we may have got it wrong. 

A CEO surgery is not about circumventing our complaints process. The purpose will be to give tenants a new forum for communication. Staff need to feel that they will be supported and we need to be clear that just because a tenant gets direct access to the CEO that they would override a decision that has been made in accordance with LSHA policy. If it’s a case of saying ‘no’ then hearing it from another source, along with the reasons why it isn’t always possible, may prevent a formal complaint materialising.   
2.6.5
Complaints:

The LSHA complaints policy was reviewed in 2014 to bring it into line with best current practice and to comply with the Housing Ombudsman rules. It is not due for a further review until 2017.

2.7
Conclusion:

LSHA’s main driver for wanting to improve the levels of positive engagement with tenants is to ensure that LSHA tenants are happy with us as their landlord and feel listened to and valued.


There is no simple answer to how we achieve this but we can use the skills and experience of staff and the Board to ensure we look at every interaction with tenants as an opportunity to engage; to never be complacent and accept that we will not always get it right first time. 

The Statement pulls together a number of recent recommendations that have come out of discussions with tenants and findings of the STAR survey.


There is one proposed recommendation, to replace annual internal phone surveys with a three yearly STAR type customer satisfaction survey.
3.
Reasons for Recommendation
3.1 This report is being recommended to:


3.2 a)
Ensure that LSHA establishes itself as the landlord of choice for the maximum number of LSHA tenants.


3.3 b) 
Ensure LSHA complies with HCA regulatory expectations.
4.
Budget Implications
4.1
All financial costs are included in the proposed 2015/16 Budget.   
5.
VfM Implications
5.1
Implementation of an effective tenant engagement strategy will provide higher levels of tenant satisfaction; will enable LSHA to target resources on areas of importance to tenants and will minimise staff time spent on unproductive distractions.  
6.
Legal Implications
6.1
The regulatory expectations are set out in paragraph 2.1 above.

7.
Equal Opportunities Implications

7.1
Undertaking a comprehensive survey every three years enables us to include more detailed profiling of respondents. This helps us target those outlying groups who express greater levels of dissatisfaction.   
8.
Staffing Implications
8.1
n/a  
9.
Environmental Implications
9.1
n/a  
  
10.
Risk Management Implications
10.1
The ability to demonstrate improved levels of tenant engagement will mitigate the risk of LSHA being found to be in “serious detriment” by the HCA.
11.  
Recommendation


Members are asked to APPROVE the Tenant Engagement Statement. 
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