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Structure

Â Why involve residents (tenants)

Â The old and new regulatory regimes

Â The National Conversation

Â My work

Â The National Tenants Voice

Â And the future

Â Ask questions throughout



Why do residents need to be 

involved?
Â To have a high degree of resident satisfaction

Â It is a regulatory requirement from the TSA

Â Social Housing Providers are inspected by 

the audit commission on it

Â It makes good business sense ïto provide a 

high standard of service to meet residents 

needs

Â Maintain sustainable communities



Why do we need to involve 

Residents?

¸ To improve services or 

housing stock?

¸ To enhance 

accountability to users?

¸ To build social and 

community capacity?



What is wrong now?

Â Apathy ïnothing changes

ÂTendency to ódumb downô involvement

Â Usual suspects

Â Attitude of professionals

Â Not clear about Community investment and 

resident involvement



Improving Services through RI 

(AC and HC)
Â Have a clear idea about 

why they are involving 

residents

Â Should offer a menu of 

opportunities for 

residents to become 

involved 



Improving Services through RI 

(AC and HC)
Â Recognise that people 

will want different levels 

of, and routes to, 

involvement

Â Should have a better 

idea of the costs and 

benefits relating to 

resident involvement



Inspection

Â Audit Commission want to see outcomes for 

resident involvement

ÂThey want HAôs to use effective 

mechanisms for involvement

Â Monitoring resident involvement essential ï

to demonstrate impact on services

Â They use Key Line of Enquiry (KLOE) to 

assess how landlords are doing
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Â Currently adopting the 

HC Regulatory Code

Â People First ïDelivering 

change through 

involvement

Ç May 2007



Policy Requirements

10 Building Blocks
1. Equal opportunity

2. Profile of residents ïneeds and aspirations

3. Accessible info and feedback

4. Range of involvement options

5. Terms of reference for involvement

6. Properly resourced training 

7. Develop ways to negotiate service targets, influence 
corporate decision making 

8. Influence over investment and design and 
neighbourhood priorities

9. Value for money

10. Develop óscrutinyô mechanisms



Policy Requirements

ÂHAôs and residents - Involvement Statement

Ç Priority outcomes of involvement

Ç How involvement fits in to business strategy

Ç Method of monitoring statement

Ç Range of involvement methods

Ç Resources available to enable involvement

Â Need to review every year using an impact 

assessment



Policy Requirements

Â 250 + properties ïmust have at least one 

resident on the Board



Regulating and Inspecting 

the Involvement Policy
Âó A firm regulatory stanceô 

Â Identified using risk indicators

Ç Self assessment compliance statement

Ç Identification of no resident board members on 

Regulatory Statistical Return (RSR)

Ç Poor performance on customer focused PIôs

Ç Evidence from inspection reports



Providing an excellent serviceé

Â More than compliance with KLOE

Â Involvement ïroutine activity

Â Easily identify the difference it has made

Â Feedback and celebration are part of the system

Â Clear structure which links to the board

Â Staff and board members clear about involvement 

arrangements and role of residents influencing 

decision making process



Impact Assessments

Â Logs of activity

Â Reports ïwho has 

been consulted and 

how this has influenced 

recommendations

Â Formulate a report 

each year on impact



The National conversation

Â Get views on regulation from present and 

future residents

Â Began on 12 January 2009

Â 18 Tenant Services Authority sponsored 

events

Â Own website which includes a survey

ÂThe óPinkô van

Â All landlords expected to hold events for 

involved and non-involved residents



What is the likely outcome?

Â Much more resident involvement especially 

on making strategic decisions

Â Removal of set Performance Indicators

Â Residents will be able to call in inspectors

Â Choice of landlord

ÂA regulated óchoiceô of involvement

Â Worklessness agenda

Â Community investment



The Metropolitan family

Metropolitan 
Housing 

Partnership
(35,000 units)

Metropolitan 
Housing Trust

Granta Clapham Park 
Homes

Metropolitan 
Support Trust

Spirita



Main Players in Resident Involvement

Partnership organisations 

and boards

Tenants and Residents 

of various tenures 

and requirements

Management structure 

and staff



MHP and Involvement

ÂóWorking with residents for better homes and 

stronger communitiesô

Â To achieve this aim, MHP actively promotes, 

encourages and supports residents and 

service-users to get involved in working with 

us to improve services. 

Â Resident on boards and decision making 

committees, Area committees,  focus groups, 

Tenant and resident associations, NRG



MHPõs National Resident Group


