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FOREWORD

This statement sets out our ams and obgctives for theinvolvement of our lesidents in
improving rvices and influencing outomes. It will be reviewed each year with
residents as pat of an oveall assessment made in the quest for ogimum involvement
and influence of residents in the shaping d services.

Our commitment to thisis embedded in the busness plan through vhich we
demondrate that resident invdvement is an integrd pat of al our activities.

We recognise that to develop ful effectiveness and dfi ciency we need to develop
policies and srvicesin conjundion with residents.

It is dso accepted that direct involvement in dl matters affecting the stability of the
community within which Assodation residents reside is acentral feature of service
provision.

Definition
The Assodation sees resident involvement as ashared pracess involving the sharing

of information and ideas where residents are able to influence decisionsand take pat
in wha is hgppening.



INTRODUCTION

Theinvolvement of residents in the management of ther homes is an essential
element of effective housng management. Not only does it provide invduable
feedback as to what our residents think about their services, it aso contributes
signifi cantly to the development of communities. Residents of Cosnopolitan
Housng Assodiation as aresult of this strategy nowhave moreinvolvementin
matters tha directly affect ther everyday lives and thar hones.

Theimportance of maximising paticipation is fully recognsed by Cosnopolitan
Housng Assodiation with the puldication of this strategy dacument and the
investment made in gaffing resouraes and training enaures tha the Assodation is
propely equipped to deliver wha it promses and aspires to and wha is required by
its residents.

Coninuing to effectively develop this approach ove the next few yearsisvital, na
jud to ensure that our residents are provided with thar full rights as residents of a
registered sodal landord, butaso 9 we can demondrate our commitment to (Best
ValueOprinciples.



STATEMENT OF AIMS

Our Aim

All Assodation rvices will be ddfined, designed, implemented, monitored and
reviewed in partnership with residents.

Key Principles

I We want our residents to shgpe and comment on these services - this has been our
approah & Cosnopolitan Housng Assodation formany years and will continue
be s0

I Wewill respond b residentOs/iews as amatter of course and u ther opinions
to shape services

I We will explorethe best way to get residents involved in away that suits thar
drcumstances and needs

' We will plan our bugnessto dlow usto carry outtheaboveto best effect and
provde adequate financial support

I Residents are central to our dforts to continudly improve services

I We want to involve as many residents as possible and will provde awide
rangeof opportnity for thisto happen

I We are prepared to look afresh & wha we do in involving residents and attempt
© fit in with the way residents think is best

I Wewill adhee to the requirements and expectationsof the Housng
Corporéion Reyuatory Cock

' We will hdd ourglves accourtable to residents for our ations and provide
opportinities for involvement and influence in howwe deal with complaints

I Residentswill be involved in the govenance of the Assodation, howwe
manage property and develop nev homes

' We will openly demongrate and maintain recordsas to howwe:
I involve residents in srvice reviews and nonitoring $andards

I take residents views into account



STATEMENT OF AIMS (CONTOD

give feedback
deal with complaints and learn from them

Encourggemore resident involvement in the well-beng of mmmunities
geealy

Record resident satisfaction and cmpare this with others
Provide opporunities for local resident control

Adhee to prindples of equd oppotunity.



STATEMENT OF INTENT

1. PUBLICITY

The Assodation recognises tha in orde to involve residents in shgping srvice
ddivery and gandardsit is essential that it pronotes the oppotunity to g involved at
every posible level and opportinity. It will use avariety of mediato do tis, which
indudes:

(a) Newdletters

The Association will publsh a minimumof 2 editionsof its residentOsewd etter
OrhresholdOper year and will indudeonhow residents have influenced ervices.

(b) Best Value Annual Report

Thiswill be prodiwced annwally and gives residents the oppotunity to address the
services tha have been received durngthe past year and offers the chance to become
involved in Annud Review Groupsduring the following year.

(c) Annual Conference

An Annud Confaence will give residents the opportunity to meet and $ae views
and ophionsand meke comments aboutther services.

(d) Resident Involvement | nformation Leaflet

The Assodation will make available to residents in its offices and at events and
functions information abouthow they can become involved with the Assodiation.

(e) Sian-Ups

All new residents of the Assodation are required to go tirougha sgn-up when they
move into their accommodation. This Sgn-up is an important event and will be used
to inform, encourageand discuss with residents how they can influence the services
they receive. The number of new residents becoming invdved with the Assodation
will bedosely monitored to ensurethe eff ectiveness of this process.



2. TRAINING

It isvital for the successful implementation of this Strategy and theinvolvement of
residents, tha a comprehensve robug and regular training progranme is introduced.
Trainingis important on wo levels.

(a) Staff and Board Members

Both gaff and Boad Members need to urderstand and supportthe am and datements
of intent contained with this Strategy. All new gaff to the Assodiation nmug be made
aware of the Onvolvement cultureDand regular refresher training will be ddivered to
al existing gaff. In addition the Tenant Involvement Offi cer will deliver a
progranme of awareness, rasing througlout the Association on @ annwal basis.

(b) Residents

The Assodation will offer a variety of training tailored to individual needs It is
important to recognise that residents will wish to have avariety of levels of
involvement and training should besuited to the levels of invdvement they choo.

Whiletraining on @rtain subjects or aspects of the service will assist with residentOs
development, the emphasis will be on héping and dlowing individud residents to get
involved & whaever level they prefer.

3. OUTSIDE AGENCIES

Crugaal to thelong rm success of this Strategy is developing ways of goreading goa
prectice and benchmarking agang other agencies. Good pratice should notbe
frozen in ime and ouside agencies can dways provide indicationsas to howwe can
improve In its pursiit of coninuousimprovement the Association will also conault
and benchmark with gatutory bodes, outsde agencies and ohe relevant agencies
induding:

TPAS (Tenant Participaion Advisory Service)
PIP  (Partnersin Participaion)

NHF (Nationd Housng Federation)

CIH (Chatered Inditute of Housng)

HQN (Housng Qudity Network)
RSLOs(Registered Social Landordsg

LA OgLocal Authorities)

A.C (Audit Commission)

HC (Housng Corporéion)



4. CORPORATE COMMITM ENT

The Assodation commits to engaging with residents at every level within the
Assodation.

From Boad of Management, to officer level, forms the foundationsof what we do. It
undepinsthedirection of the Assodationin matters of resident involvement and will
ensure tha major decisionswill reflect the views and opnionsof our aisomer.

Each Depatment will beresponsble for engaging in or supporing resident
involvement a both drategic and operationd levels.

This commitment is re-inforced in the busness plan and through egular awareness
raising activities a officer level.

5. FORUM

The Forumis responsble for discussing the major pdicy matters affecting resident
and community invdvement as well as the AssodiationOS&trategy on Reaident
Involvement and service delivery issues, in paticular those, which &fect best vaue.

Governed by their own agreed Codeof Condud and Conditution, the ForumsGaim is
to be representative of the wider resident popuktion, both in terms of geographical
spread and equality and diversity.

In orde to carry outthis fundionthe Forum receives an annud budget, which will
assist them and provdetraining forthose requiring it, to enable them to carry outtheir
role.



6. TYPES OF INVOLVEMENT

To fully engage with all residents who wish to become involved, the Assodation
recognises the need to offer arangeof levels or ways of gdtinginvolved. The
Assodation will offer and supportthe following mechanisms to auit local
circumstances, needs and priorities:

(a) Resident Groups

The Assodation encourages the formation of Residents Groupsand Assodiationsand
recognises the valuable role they have to play in improving cmmmunication beéween
the Association and its residents.

The Assodation will supportResidents Groupsand Assodationsby:

I Assisting in the formation of nev groups
I Giving avice and assistance to established groups
' Providing aStart-up Grant to meet initial cogs
' Providing onrgoing financia supportto established Resident Assodations
I Encouraging representatives from Resident Groupsto become
members of the Forum
I Assisting with the provision of nreeting fecilities
I Assisting with typing, phobcopying and pdage
I Providing or bcating training progammes and fecilities
I Involving residents where possible in Best Value Reviews
The Assodation will notrecognise Resident Assodiations which lack the supportof
the magjority of residents they seek to represent, or which opeate any type of
discriminatory practice.

(b) Neighbourhood M eetings

The Assodation will supportandassist any group or groupsf residents who wish to
meet less formally than in Residents Groups to discuss issues relating o oraffecting
services.

We are committed to offering reasonsand lutionsto issues relating o srvice
ddivery orimproveament.

The Assodation will endeavourto send rdevant saff whos area of responsbility the
service is, to dscuss and plan with resident, the way forward.

It isvital for thisto succeed that open, imely and accurate advice and feedback is
given.



TYPES OF INVOVLEM ENT (CONT(D)

(c) Service Review Groups

Since 1999 he Assodation ha amed & 3 Best Value Reviews per year. These
reviews have looked & individud services, examined current prectice andtaken on
Board views and ideas from residents.

In orde to involve tenants a a more formative stage, the Assodation will set up and
seek volunteers for aBest Value Service Review Group.

The Review Group will beresponsble for discussing which areas of the service they
are reviewing, that they would like to see changed and reviewing information
gathered, in adition to development of the find Strategy, pdicy or procedures.

(d) Individual Readers

It is the AssodiationOsntention © find residents who would beinterested in becoming
readers. Readers would receive information on strategy/pdicy or any issue affecting
service ddivery, to enable them to comment or provideideas to the Association.

(Over the next 12monthswe will compile alist and ask tenants if they would be
interested in joining our r@der group.) Alist will be maintained.

Thiswill give ressdents who do notor ae not ableto atend neetingsbutare
interested in becominginvolved in the work of the Assodation, the opporunity to do
0.

(e) Widespread Consultation

Thereis gatutory duty placed upon he Assodationto conault with dl residents over
issues, which dfect service ddivery andthe Housng Management fundion.

The Assodation will conault and seek theviews and ophionsof dl residents who the
changemight affect prior to changing services or dtering Housng Management
arrangements.

() Community Events

The Assodation will supportand, where possible, fund ®dal events which biing
together agroup or groupsf residents as acommunity.

We recognse the need to pronote communities and reighbourhoods Community
events are away of doingthis and fromthis other initiatives often occur which hedps
to develop community spirit.



7. RESOURCES

It is recognised tha resident involvement in service ddivery is essential in orcer for
the busness to beefficient, responsve and refl ective of thecusomers it serves.
Incentives will be offered to residents in arder to encouragethem to become invadved.
Thefollowing will bemade available to encourage paticipdion:

(a) Travd Expenses

The Assodation will pay all reasonable costs or provide trangportation o get to and
from meetingsand training.

(b) VenueHire

The Assodation will provide or pay reasonable cods in respect of room hire required
to facilitate meetingsor training.

(c) Care

The Assodation will pay, on eceipt of invoice, for aregistered childminde or care
cod to enable atendance of meetingsor training events.

(d) Staffing

The Assodation will enaureit has the gppropriate saffi ng levelsin orcer to deliver its
Tenant Involvement Strategy.

(€) Budget

The Assodation will annually set and review budgés and dlocates resources for
tenant involvement issues.
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8. EQUALITY AND DIVERSITY

The Assodationis committed to and works towards giving every resident the
opporunity to participate and beinvdved in the decision meking proess. Itis
therefore necessary to recognse the diverse groupsthe Association workswith and
adapt our gproach to ensurethe processisindusve.

The Association will, in orcer to meet this demand:

I Ensurewhere possible meeting locationsare accessible to dl residents

I Offer material in other formats, large print, Bralle, tape and in residents
first language

I Arrangeinterpretation rvicesin orcer for nonEnglish opeating residents
D attend meetingsor training

The Assod ationOResidentOsnvolvement Strategy @ms to includethe most
disadvantaged sectionsof thecommunity. In doing 9 it recognses the following
reasonswhy groupsor individuds may suffer direct or indirect discrimination:

I Rece

I Rdigion
I Gende

I Sexudity
I Disability
I Age

The Assodation will work with these groypsto ensure equdity of opportinity for
paticipation.
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9. SPECIAL NEEDS

Oln planning the provision for people with special needs for example people
with disabilities, it should beremembered that the disabled pa'son ha the greatest
experience of thar own needsand will usudly bethe best person o give advice
aboutthe management of the disability. Whatever the scheme, it is the needs of
the users which mus determinethe provison Qivolving peoplein planning
requires time, effort anda real commitment to consumer participation(®
Cosmopolitan Housng Association Speial Needs Policy 2003 O

All residents of the Assodation should be treated equitably, however the Association
recognises tha in orcer to beableto paticipateto the same level our gproah to
involvement mug be different in regard to those with Pecial needstherefore the
Assodiation will:

' Look & current ways of involving ecial needs residents, recognise wha
isgood ad buid on his

I Involve themanaging ayents of gecial needs schemes in the process and provde
them with training and development oppatunities, as they need to be familiar with
the AssodationOStrategy, poicy and pracedureas well as the prindples
undepinning it

I Letting ecial needsresidents prioritise what is important to them.

Involvement should besufficiently flexible to allow them to perticipate
in afun or ungructured way

12



10. PERFORMANCE TARGETS, MONITORING AND REVIEW

The Assodation and residents togeher will set peformance targets, monitor them and
review policy and pracedureaccordingly.

Performance targets will be at bath drategic and officer level. The Board of
Management, Directors Managers and residents will be responsgble for monitoring
performance, identifying trend and targeting resources/services accordingly.

The Associati onéperformance indicatorsand targes areinduded in the
DepatmentOKPIOgkey paformance indicators).

The Resident Involvement Service Review Group will beresponsble for working

with officers to seek ways to improve peformance and rvices and meke
recommenddionsto the Forumand Boad of Management.
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11. POLICY

To ddiver resident involvement the Assodation has a policy, which is robug,

comprehendgve andis designed to send ou a clear message to those residents wishing
to become involved.

It isaso vital that the Assodation prodwes a policy satement, which summarises our
approah to resident involvement.

Policies will be regularly reviewed in conjundion with residents in orde to refl ect
changes to legidation, best practice and dhanging drcumstances.

In pursiit of the above aims, the Assodiation will use the following polcies:

I Tenant Involvement Policy

I Equd Opporiunities Policy

' Vulnerable Tenants Policy

I Special NeedsPolicy

I Equdity and Diversity Policy
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