Resident Involvement and Empowerment
Local Offer (in place by 1 April 2011)

1) Local standards for performance
Customer service and choice

· We will answer the phone in 4 rings

· We will publish direct telephone number and e-mail address of local officers ‘Right person first time’.
· We will publish both free phone and land line telephone numbers for the General and Gas Repair Service.

· We will encourage tenants to update the information we hold about them. Using this information to improve the service to meet the diverse needs of our tenants.
	Choices available to residents accessing our service:

	· Phone.  – Local numbers for local officers published locally

                    - Freephone or landline numbers for the General and Gas Repair Service

                    - Out of hours emergency call centre

· In person - Visit us at your local housing surgery, repair surgery or estate
                         walkabouts

                      -  Visit the Gateway office or Ramsgate District office

                      -  We can arrange a home visit

· Write to us – when we ask our tenants to provide information to us we provide them with Freepost envelop.

· E-mail.  Including e-mailing officers direct.

· Visit our website. 
· Making payments - Rent can be paid at the Gateway office, Paypoint card, website, and phone or by standing order.
· Making a complaint – by phone, e-mail, in writing, in person or via a third party for e.g. Councillor or MP.



Involvement and empowerment
· We will regularly ask our residents how they would like to be involved and offer a wide choice of involvement options.
· We will regularly ask our residents what training or support they need to be involved and empowered. 

· We will publish training opportunities

· We will feedback the decisions made as a result of a consultation and how resident’s views were taken into account. ‘You Said, We Did’
· We will record resident’s level of satisfaction with a consultation and learn from what we could have done better.
· We will measure the cost of a consultation to ensure value for money.

· We will run an Annual Draw as an incentive to encourage resident involvement. 

· We will support an Area Board of elected (every 3 years) tenants and leaseholders.
· We will support and empower Tenant Inspectors to scrutinise our service.
· We will run a programme of multi agency estate walkabout events which will be advertised locally.
Responding to complaints 
· We will acknowledge complaints within 3 working days
· We will provide a full response to a complaint within 10 working days

· If this is not possible we will keep the complainant informed of progress and how long the investigation will take. 

· We will identify learning outcomes from complaints and consider changes to procedures and policies. ‘You Said, We Did’ 

· Residents who complain will be asked to rate their level of satisfaction.
2) How performance will be monitored and reported to tenants.

Performance information and satisfaction levels will be regularly reported to the Area Board and annually to all tenants and leaseholders.
The ‘You said, We did’ tool will be used to feedback decisions made as a result of consultation and appropriate complaints on a local level.

3) How tenants can be involved in scrutinising performance.

Tenant Inspectors can mystery shop the different ways in which residents can access our services and the information we say we will publish.
Tenant Inspectors will have the ability to scrutinise consultations with the aid of the Consultation toolkit.
4) What happens if local standards are not met?

The Area Board have the ability to call upon managers responsible for the delivery of the service to explain failings in performance and/or reductions in levels of tenant satisfaction and agree an improvement plan to rectify failings. 

Continual failings in performance can be referred to the East Kent Housing Board.
