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1

Purpose of Report

1.1

To note the findings and recommendations in the independent review of
Resident Involvement.

1.2

To approve the termination of the Service Level Agreement and funding of the
Chase Tenants and Residents Federation.

1.3

To approve the draft Resident Involvement Strategy.

2

Recommendations
That:

2.1

The contribution made by the CTRF since its founding in 1995 to shaping the
Housing Service is acknowledged.

2.2

The termination of the Service Level Agreement with Chase Tenants and
Residents Federation (CTRF), cessation of the annual funding and provision of
accommodation at Highfields Centre, Hednesford, provided to the CTRF be
approved.

2.3

The draft Resident Involvement Strategy is approved for implementation.

2.4

A further report on the establishment of a Tenant Scrutiny Panel be received.

3

Key Issues and Reasons for Recommendation

3.1

An independent review was commissioned into the current approach to resident
involvement and to see whether the Council are regulatory compliant on the
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Tenant Involvement and Empowerment Standard, including scrutiny and
diversity (Appendix 1).
3.2

The Council’s current mechanism which relies on the CTRF is not regulatory
compliant and needs to change. A Tenant Scrutiny Panel needs to be set up but
this cannot be done whilst the relationship with CTRF continues.

3.3

As such, the resources afforded to the relationship with CTRF - £20,000 annual
funding, accommodation costs and officer time – need to be re-directed to a new
mechanism for resident involvement.

3.4

The proposed new mechanism is detailed in the draft Resident Involvement
Strategy (Appendix 3). This will ensure that we are regulatory compliant and
achieving value for money in delivering resident involvement.

3.5

Following on from consultation with CTRF members, the Federation have
submitted a written response to the report which is attached at Appendix 6.

4

Relationship to Corporate Priorities

4.1

This report supports the Council’s Corporate Priorities as follows:
(i)

Customers – by delivering a new resident involvement mechanism it will
ensure that housing services are customer centred and accessible, whilst
making the best use of limited resources.

(ii)

More and Better Housing – by engaging tenants and leaseholders it will
ensure that the services delivered contribute to better housing for our
residents.

5

Report Detail

5.1

The Chase Tenants and Residents Federation (CTRF) were set up 22 years
ago, as an independent group to be an advocate for tenants and residents. The
CTRF operate as an umbrella organisation for resident associations in the
District who have Council tenant and leaseholder members as well as resident
members.

5.2

The CTRF were formed in 1995 and during its 22 year history the CTRF and
affiliated TRAs have made some notable contributions in shaping the Housing
Service. The CTRF played a pivotal role during the Housing Transfer Process
during 2005-6, working closely with the Independent Tenant’s Advisor and
making a valuable contribution to the implementation of the Council’s
Communication Strategy designed to inform tenants prior to the ballot in 2006.
The CTRF were also fundamental to the forming, as well as providing
membership, of the Shadow Board.

5.3

There has however been a decline in involvement in recent years, with only
seven groups in operation at the end of 2013, which has now reduced to just
four TRAs still affiliated to the CTRF and operating in the District.
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5.4

5.5

The Council’s relationship with the CTRF is based on a detailed 28 page Service
Level Agreement (SLA) (Appendix 4), first adopted in 2011, and under which the
CTRF receive the following:
•

HRA Annual grant of £15k per annum (reduced from £20k in 2015/16)

•

Free use of office accommodation including all utilities, maintenance and
cleaning.

Under the SLA the CTRF undertake the following activities:
•

Provide Membership of the Repairs and Maintenance and Minor Works
Focus Groups;

•

Provide Membership of the five Partnering Panels for the Council’s external
contracts;

•

Attend Housing Liaison meetings between the Council and CTRF;

•

Produce an Annual Business Plan, including financial report;

•

Produce Quarterly SLA Monitoring Reports;

•

Hold an AGM and six Executive Committee meetings during the year;

•

Hold six Consultation Meetings for all tenants and residents in the District.

5.6

There have been a number of concerns raised in relation to the CTRF. Firstly,
relating to the cost of the service provided by the CTRF. Reviews of their
financial accounts have identified a number of areas with high spend, for
example use of taxis. Given the reduced members and meetings attended the
spend is considered excessive. To challenge the CTRF to make expenditure
savings £5k was withheld from their 2016-17 budget allocation of £20k, with
agreement that the £5k would only be paid if additional expenditure was required
for extra training or other activities. In addition, as part of the Council’s Financial
Recover Plan and challenge to increase General Fund revenues, the CTRF was
relocated from their office in Park Road, Cannock (General Fund property) to the
Highfields Centre, Hednesford (HRA property) to allow the Park Road offices to
be let at a market rent.

5.7

A further concern is that with the reduction in the number of TRAs the level of
tenant involvement is extremely low, with little customer insight available to
shape the Housing Service. Furthermore, in 2012 the Government introduced a
set of Tenant Involvement and Empowerment standards which Registered
Providers are expected to comply with. An updated set of standards was
introduced in July 2017 with the same requirements (Appendix 5). Compliance of
the standards are reported through the Tenants Annual Report. Whilst there has
been no challenge from the wider tenant body, concerns are that the Council is
not compliant with these standards.

5.8

An independent review was commissioned by the Council to look at the current
approach to resident involvement and the working relationship with the CTRF.
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The review was undertaken by Phil Morgan (CV is attached as Appendix 2), an
independent consultant who has almost 20 years of experience in the housing
sector, including being Chief Executive of TPAS (formerly known as the Tenant
Participation Advisory Service), England’s leading tenant engagement service.
5.9

A Desk Top Review of relevant documents was initially completed followed by
two days of interviews with leading Councillors, as well as the CTRF and Council
officers. The findings of the Review of Resident Involvement report (Appendix 1)
are discussed in detail below.

5.10 The report found that the Council’s current approach to resident involvement
relies on the relationship with the CTRF, managed through the SLA, to meet the
responsibilities to involve tenants and leaseholders as required under the Tenant
Involvement and Empowerment Standard (Appendix 5)
5.11 The report further advises that few Councils now rely solely on such a
mechanism as CTRF because there has been a sharp reduction in TRAs over
the past few years and umbrella groups have had increasingly less authority to
be the representative voice for tenants.
5.12 Instead many other Councils have found ways to evolve their approach to
involvement, including through the use of digital technologies, for example use of
social media, online surveys and virtual forums; thereby not only increasing the
number of tenants involved but also from a more diverse range of people. This in
turn enables a greater impact on service delivery. Many Councils and housing
organisations have also responded to the regulatory requirement to set up
tenant scrutiny panels.
5.13 The report further identifies a wide range of issues and pressures with the
current approach, which will cause further strain, impacting further on the level of
tenant involvement, including:
•
•
•
•
•
•

£5K being held back from CTRF’s budget by the Council (although this is
available if needed and agreed);
Requests from the Council to CTRF for returns as set out in the SLA;
Requesting CTRF to explain headings and changes against budget;
Request for CTRF to share the minutes of their Executive Committee;
The Council changing the location of the office provided to CTRF;
Concerns from the Council about inappropriate language and the need for
diversity training.

5.14 The report identifies future pressures which will exacerbate the current situation:
•

Newsletters
Two newsletters for tenants and leaseholders, are separately produced by
the same journalist for the Council and CTRF then distributed simultaneously
three times a year. Hometalk covers issues including new build, minor
works, welfare reform, on-line services and contact numbers. The CTRF
Newsletter covers issues including their AGM, the consultation meetings and
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estate walks. The report suggests consideration of a single newsletter would
be better value for money.
•

Tenant and Resident Associations
Only four TRAs are supported by CTRF with no direct contact between the
Council and TRAs. The report suggests the Council should look to have
direct contact with TRAs rather than through CTRF.

•

Focus Groups and other meetings
Concerns include using focus groups for reporting and enquiring about
service requests, not taking a strategic view. The report recommends that
there should be a clear emphasis on a strategic approach, and expectations
for tenant and leaseholder contributions.

•

Estate Agreements and Estate Walkabouts
Three Estate Agreements are in place for TRAs but which contribute little to
service delivery improvement.
Due to poor turnout on Estate Walkabouts and issues around duplication,
Neighbourhood Plans are being introduced to target resources more
effectively on serious issues and areas of concern.

•

Equality, Diversity and Conduct
Concerns were expressed to the CTRF about comments they made about
immigrants and allocations for new homes and asked to attend equality and
diversity training. CTRF attended this training in 2011 but dispute that the
comments were racist (whilst accepting they might not have been well
placed). They also dispute that the Council can instruct them as an
independent body to attend training. There were also reports about other
challenges to CTRF members about their conduct with staff and trying to
glean information or influence decisions. These discussions and issues are
time consuming for officers to resolve and create unnecessary distractions
from service delivery.

5.15 The report sets out a number of recommendations to shape the future for tenant
involvement and ensure the Council is compliant with the Tenant Involvement
and Empowerment Standard:
a)

That the Council give notice of its intention to cease the current Service
Level Agreement, including cessation of all funding, with the CTRF by
March 2018.

b)

That the Council agree to set up a Tenant Scrutiny Panel to ensure
regulatory compliance.

c)

That the Council consider a wider range of tenant and leaseholder
involvement mechanisms including a group to review policy and
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procedures, involvement in forthcoming procurement and use of social
media and digital approaches.
5.16 In response to the report and its findings, a new resident involvement offer is
proposed as set out in the proposed Resident Involvement Strategy (Appendix
3).
5.17 Following on from consultation with CTRF members, the Federation have
submitted a written response on 15 August 2017 (Appendix 6). CTRF have
requested that this full response is submitted for consideration.
5.18 The key tenet of the new Resident Involvement Strategy and major measure that
needs to be implemented for regulatory compliance is to set up a tenant scrutiny
panel.
5.19 The Council will utilise the services of the independent consultant to assist us in
creating the new panel. A recruitment process will be commenced and once we
have identified a number of suitable candidates, some taster sessions would be
run which will enable tenants to understand what the role will entail and allow the
Council to further assess the suitability of tenants for a role on the panel. Once
suitable tenants are selected terms of reference will be drawn up with the panel
and their roles and responsibilities clearly outlined.
5.20 As well as the introduction of the tenant scrutiny panel, the Resident Involvement
Strategy proposes to provide the following menu of options for tenant and
leaseholder engagement:

5.21

•

Resident Champions

•

Tenant Involvement in Procurement of External Contracts

•

Social Media

•

New Repairs Focus Group

•

Virtual Policy and Procedure Group

•

Customer Satisfaction surveys

•

Tenant Involvement Standards

•

Bright Ideas

•

Annual Report to Tenants

•

Hometalk Magazine

•

Resident Associations

This variety of options, some existing and some new, will allow the Council to
increase our engagement with a larger range of tenants and leaseholders and
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provide a number of options suitable to our residents to engage as much or as
little as they want.
5.22

A Star Survey has recently been carried out through a random sample of tenants
and the results are currently being assessed. However, early indications in
regard to question 7 ‘Are you aware of the services of Chase Tenants and
Residents Federation?’ only 43% of tenants said they were aware of them.

5.23

It is proposed therefore:
a) That the contribution made by the CTRF since its founding in 1995 to
shaping the Housing Service is acknowledged;
b) That the termination of the Service Level Agreement with CTRF, and
cessation of funding and provision of accommodation at Highfields Centre,
Hednesford, to the CTRF be approved;
c) That the draft
implementation;

Resident

Involvement

Strategy

is

approved

for

d) That a further report on the establishment of a Tenant Scrutiny Panel be
received.
6

Implications

6.1

Financial
The new resident involvement offer can be met from existing budgets from
2018/19 onwards after the cessation of funding to the CTRF at the end of
2017/18.

6.2

Legal
The SLA requires the Council to give reasonable notice of termination. The
notice must expire at the end of a financial year.

6.3

Human Resources
None

6.4

Section 17 (Crime Prevention)
None

6.5

Human Rights Act
None

6.6

Data Protection
None
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6.7

Risk Management
None

6.8

Equality & Diversity
The CTRF in only operating with four Tenant and Resident Associations across
the whole District are not considered representative of every tenant and
leaseholder in the District. The proposed new offer will be wider reaching and
more encompassing with a view to providing better representation for all tenants
and leaseholders.

6.9

Best Value
The £15k annual grant and provision of accommodation at Highfields Centre,
Hednesford are not considered to be offering value for money or meeting
regulatory requirements for resident involvement. The proposed new resident
involvement offer will be wider reaching and more encompassing with a view to
providing better value for money to existing budgets.

7

Appendices to the Report
Appendix 1: Review of Resident Involvement
Appendix 2: Consultant CV
Appendix 3: Draft Resident Involvement Strategy
Appendix 4: Service Level Agreement with CTRF
Appendix 5: Tenant Involvement and Empowerment Standard
Appendix 6: CTRF – response to the review

Previous Consideration
None.
Background Papers
Focus Groups and Partnering Panels Meetings Minutes
Liaison Group Minutes
CTRF Business Plan 2017/18
Quarterly Monitoring Report and Budget Spend
Executive Committee Minutes – last available minutes
Consultation Group Minutes – last available minutes
Case Studies
Hometalk and CTRF Newsletters
Estate Agreements
Star Survey 2017/18
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Appendix 1 - Review of Resident Involvement

Cannock Chase Council
Review of Resident Involvement
Executive Summary
Cannock Chase Council does not currently have an effective way of involving
tenants and leaseholders. Cannock Chase Council has relied on a relationship with
Chase Tenants and Residents Federation (CTRF) to provide its approach to tenant
and leaseholder involvement. This approach is no longer timely or appropriate. In
addition the Council is not meeting the regulatory requirement for a tenant scrutiny
mechanism. The Council is also not taking advantage of a wider approach to
involvement, by involving more tenants, in more ways, with a greater emphasis on
service delivery.
Recommendations
1. That the Council give notice of its intention to cease the current Service Level
Agreement, including ceasing all funding, with CTRF by March 2018.
2. That the Council agrees to set up a Tenant Scrutiny1 Panel to ensure
regulatory compliance.
3. That the Council consider a wider range of tenants and leaseholder
involvement mechanisms including a group to review policies and procedures,
involvement in forthcoming procurement and use of social media and digital
approaches.
Introduction
Cannock Chase Council commissioned this report with the following objectives:
1. To review the current approach to resident involvement
2. To see if Cannock Chase DC are regulatorily compliant on the Tenant
Involvement and Empowerment Standard, including scrutiny and diversity
3. To review the funding and relationship of Cannock Chase DC with CTRF
4. To identify good practice and proposals for resident involvement
Approach
A Desk Top Review of relevant documents (Annex 1) was completed. Two days of
interviews took place with Councillors, tenants, residents and officers (Annex 2). A
draft report was prepared and discussed with the Head of Housing and Partnerships.

1

Please note that scrutiny is in the context of housing regulation and refers to tenant scrutiny rather than the
Councillor scrutiny arrangements in place for Councils
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Background
Chase Tenants and Residents Federation (CTRF) was set up 22 years ago, as an
independent group to be an advocate for tenants and residents. CTRF commented
during Housing Inspection Reviews and contributed to the Stock Transfer process
that resulted in a no vote. There was a Community Development Officer who would
have been a valuable resource for tenant and leaseholder engagement. However
she resigned and attempts at creating a tenant scrutiny panel were unsuccessful.
CTRF are currently based on 4 Tenant and Resident Associations who have tenant,
leaseholder and resident members.
Relationship
CTRF have a relationship with the Council through a detailed 28 page Service Level
Agreement. CTRF currently receives £15K per year from the Council. Cannock
Chase DC also provides, free of charge, an office for use by CTRF. CTRF sit on a
number of panels – the Repairs and Maintenance and Minor Works Focus Groups
and 5 partnering panels. There is also a regular Housing Liaison meeting between
the Council and CTRF.
CTRF have an annual Business Plan and produce annual financial reports. CTRF
hold an AGM and Executive Committee meetings during the year.
Councils and Tenant Federations
Cannock Chase DC rely on their relationship with CTRF to meet their responsibilities
to involve tenants. Virtually no Councils now rely solely on such a mechanism. This
is because there has been a sharp reduction in TRAs over the past few years and
umbrella groups have had increasingly less authority to be the representative voice
for tenants.
Instead Councils have found ways to evolve their approach to involvement, including
how best TRAs and umbrella groups can contribute, through creating more ways for
involvement, involving more people and having more impact on service delivery.
They have also responded to the regulatory requirement to set up scrutiny panels.
Growing pressures
There are a number of issues that are causing strains in the current approach. They
include:
·
·
·
·
·
·

£5K being held back from CTRF’s budget by the Council (although this is
available if needed and agreed)
Requests from the Council to CTRF for returns as set out in the SLA
Requesting CTRF to explain headings and changes against budget
Request for CTRF to share the minutes of their Executive Committee
The Council changing the location of the office provided to CTRF
Concerns from the Council about inappropriate language and the need for
diversity training
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Future pressures
Across the whole range of current activity between the Council and CTRF there are
further issues, which will add to, and exacerbate, the tensions currently in place.
Newsletters
There are two newsletters for tenants and leaseholders, one produced by the
Council and one produced by CTRF. They are published three times a year,
produced by the same journalist and stylistically similar. Hometalk covers issues
including new build, minor works, welfare reform, on-line services and contact
numbers. The CTRF Newsletter covers issues including their AGM, the consultation
meetings and estate walks. Consideration of a single newsletter would be better
value for money.
Tenant and Resident Associations
There are currently four TRAs in place, which has been reducing. The TRAs are
supported by CTRF on accounts and printing. There is no direct contact between the
Council and TRAs. The Council should look to have direct contact with TRAs rather
than through CTRF.
Focus Groups and other meetings
There were three Focus Groups originally but the ASB Focus Group became
unsuccessful. Officers view the Repairs and Maintenance Focus Group critically.
Concerns include raising issues relating to CTRF members own patches and not
taking a strategic view. The Repairs and Maintenance Focus Group was described
as “dreadful” by one member of staff. Instead officers would want to recruit from
scratch, with a clear emphasis on a strategic approach, and expectations for tenant
and leaseholder contributions.
Estate Agreements and Estate Walkabouts
There are three Estate Agreements in place for TRAs. Officers do not see them as
valuable. The Council has now withdrawn Estate Walkabouts following poor turnout
and issues around duplication and will instead introduce Neighbourhood Plans.
Equality, Diversity and Conduct
Concerns were expressed by the Council about comments made about immigrants
and allocations for new homes. The Head of Housing and Partnerships has taken
action with the CTRF and addressed the issue with the CTRF Chairperson. The
Council has also sought for CTRF members to attend equality and diversity training,
however the CTRF say they attended this training in 2011 and they dispute that the
comments were racist (whilst accepting that they may not have been well placed).
They also dispute that the Council can instruct them as an independent body to
attend training. There were also reports about other challenges to CTRF members
about their conduct with staff and trying to glean information or influence decisions.
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Liaison Meetings
Housing Liaison meetings have become fraught, and both sides report frustration
with the relationship. From the Council side they feel that CTRF are belligerent,
defensive, unaccountable and unconstructive. From the CTRF side they feel that the
Council are harder to engage, dictate and inform rather than consult, are using
diversity as a stick to beat CTRF with, have reduced funding and have forced them
to move to less suitable premises. CTRF have made it clear that maintenance of
their independence is key, and that they do not wish to become an offshoot of the
Council.
CTRF Options
I have considered three options for the future relationship of CTRF and the Council:
Option 1: to restore the funding to £20K, to continue with the current
structures and maintain the status quo.
I have rejected this option as the pressures above will increase and even if
the Council defers a decision to change the relationship now, it will return to it
again in the near future. It would not increase opportunities for involvement,
nor meet regulatory requirements, and the level of engagement would
continue to decline. In addition limited resources, both in terms of cash and
officer time, cannot be spread between two competing approaches.
Option 2: to further reduce CTRF funding (say to £5K by removing the funding
for the part-time post, taking expenses in house, providing all training,
removing the separate newsletter and providing more support to TRAs direct).
I have also rejected this Option as it also will provide an even more sustained
series of disputes as CTRF resent both the reduced role and continuing
pressure on their independence. This would distract the Council from
increasing opportunities for involvement and simply lead to a stark choice of
Option 1 or Option 3.
Option 3: to cease the current SLA in March 2018.
The respective visions of the Council and CTRF are different and no longer
complementary. I do not believe that the issues between CTRF and Council
can be resolved. Ceasing funding and recognition has the advantage of being
clear and allowing CTRF, as an independent body, to plan their future.
In making this recommendation I would add three caveats:
·

·
·

That the Council in making this move recognise the contribution made
by CTRF, and acknowledges that CTRF has helped ensure resident
engagement over the past 20 years
That the below proposals for widening involvement and providing
scrutiny as seen as a legacy for CTRF
That support to CTRF (including funding and the use of the office)
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continues for the remainder of the year, in line with the SLA.
Although the most direct of the options it is honest and provides a better way
forward for all concerned.

Tenant and Leaseholder Involvement
Current approach
Apart from CTRF and TRAs there are some current approaches on tenant and
leaseholder involvement.
Resident Champions
These are in place as part of the “Love Your Block” initiative with Resident
Champions in 17 of the 25 flat block upgrades.
Bright Ideas
£25 voucher scheme for tenant improvement ideas, advertised in Hometalk and
flyers in reception areas.
Annual Report to Tenants
There is an Annual Report for Tenants. The 2015/16 Report uses the four consumer
standards as basis for reporting and includes a useful set of commitments on those
standards. It also covers, patchily, performance. The coverage of tenant influencing
is exclusively through CTRF and the TRAs. A summary version is included in
Hometalk. There appears to be no other coverage of regulatory compliance, nor any
other iteration of the commitments or performance.
Tenant Involvement Standards
In addition there are a series of Tenant Involvement Standards covering the
following:
· Newsletter
· New tenants information about being involved
· Performance information in Hometalk
· TRA grant
· CTRF grant
· Travel expenses and childcare costs
These standards are very limited. There is no Tenant Involvement Strategy as such
although both of the Tenants Annual Report and Tenant Involvement Standards
cover what would be in a strategy.
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Regulatory Compliance
There is an explicit expectation that Councils will set up Tenant Scrutiny Panels, will
support them and will respond to them in a timely and constructive manner. No such
Panel is currently in place and Cannock Chase Council are currently failing to meet
the regulatory requirements on tenant scrutiny.
However the wider issues around tenant involvement in policies, procedures, service
standards and delivery are weakly covered. Although there is some evidence of
tenant involvement in repairs and maintenance and in monitoring performance this is
limited and focused almost solely through the CTRF mechanism, denying other
tenants the opportunity to be involved. A wider range of opportunities should be in
place for all tenants to fully satisfy this regulatory requirement.
Tenant Scrutiny
I have been made aware that a previous attempt to set up a tenant scrutiny panel
was unsuccessful. There is an important learning point about clarity of role, so that
interested tenants and leaseholders are clear about the expectations. I propose that
a new attempt is made to set up a Panel. This would require an initial meeting to
consider the name, role, reporting within the Council and recruitment all captured in
a Terms of Reference. The Panel would need to take account of the diversity of
tenants and leaseholders. The Panel would be an obvious place to receive
monitoring reports including those currently received by Focus Groups and
Partnering Panels. It could also review the Tenant Involvement Standards and
Annual Report to Tenants.
Future Involvement
During my interviews a number of proposals were put forward for future involvement:
· Continue the Resident Champion approach and look to extend this to the
remaining blocks and more widely linked to Neighbourhood Plans
· Recruit for tenants and leaseholders to be involved in the next round of
contracts
· Policy and Procedure Group to review policies including the Tenant
Involvement Strategy
· Set up, monitor and use a Facebook page
· Neighbourhood Plans (already agreed by the Council)
· New Repairs Focus Group
There was discussion of the need for a range of methods to attract tenants and
leaseholders to join the Scrutiny Panel, procurement and Policy and Procedure
Group. This should include Home Talk and front line staff.
The above should be captured in a Tenant Involvement Strategy.
Desktop Review of Assessment of Value for Money of Resident Engagement
This review (Annex 4) highlights the importance of demonstrating the value for
money including Case Studies. However the resounding point from the Case Studies
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is the need to be brutally clear about the impact of resident involvement. This needs
to be evidenced, with clarity about what the impact was, and the costs involved. This
could be part of an annual review of involvement.
Good Practice in Tenant Involvement
Attached are short cases studies into tenant involvement. These show the following:
·
·
·
·
·
·
·
·

Using Tenant Involvement to drive service standards and improvement, and
task groups to monitor regulatory compliance
Recruiting and training tenant inspectors
Tenant Panel reviewing budgets, operational plans and strategies
Creation of new Tenant Scrutiny Panel alongside existing self appointed
tenant panel and the resulting tensions
Appointment of Community Panels made up of tenants and independents to
consider their Community Fund and local Neighbourhood Policies
Online Accessible Knowledge facility for involved residents to access training,
news & information, consultations and chat to each other
Young Peoples Panel identify 2-3 priorities each year, set up joint Task Group
with manager and staff and put in place an Action Plan.
Two Resident Panels – one covering review of policies and procedures, and
another carrying out services review.

Transition
There will be an uncomfortable time during the next few months as the current
arrangements begin to wind down, and new ones around scrutiny, policies and
procedures, and procurement begin. For this transition to be successful it will be
important to be honest about the need for change, talk through the transition period
for both the Council and CTRF and recognise that there may be some pain for CTRF
members. During this time a balance need to be struck between maintaining
structures around CTRF members and developing approaches for all tenants and
leaseholders. Lessons too need to be learned from other situations where new and
old tenant bodies clash, and avoid the potential for time consuming disputes.

Phil Morgan
2 June 2017
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Annex 1
Annual Report for Tenants 2015/16
Cannock Chase Council Service Standards 2015/16
Central Heating Partnering Progress Meeting minutes January 2017
CTRF Annual Financial Statement 2015/16
CTRF Budget statement 2017/8
CTRF Budget (draft and not agreed) 2017/18
CTRF Budget response to questions 2016/17
CTRF Budget and financial monitoring second and fourth quarter 2014/15,
second, third quarter and full year 2015/16,
CTRF Business Plan 2015/16 and 2016/17
CTRF draft Business Plan 2017/18
CTRF Executive Committee minutes November 2016
CTRF Newsletter Autumn 2016
CTRF Website
Electrical Maintenance Partnering Progress Meeting minutes January 2017
External Envelope Maintenance meeting minutes March 2017
Gas and Solid Fuel Partnering Progress Meeting minutes January 2017
Hometalk Spring, Summer and Autumn 2016
Kitchens and Bathrooms Site meeting minutes January 2017
Repairs and Maintenance Focus Group minutes August and November 2016
Service Level Agreement reports Quarters 1, 2, and 3 2016/17
Spectrum Estate Agreement
TPAS assessment of CTRF October 2015
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Annex 2
Councillor Frank Allen
Councillor Graham Burnett
Ann Ames, Chair CTRF
Tom Dawson, Vice Chair CTRF
Tony Turner, CTRF Executive Committee Member
Nirmal Samrai, Head of Housing and Partnerships
Catherine Owen, Housing Maintenance Manager
Janet Baldasera, Strategic Housing and Tenancy Services Manager
Belinda Wildey, Estate Management Team Leader
Sheena Stuart, Allocations and Supported Housing Team Leader
Howard Campbell, Money Management Team Leader
James Morgan, Housing Strategy Officer
Anthony Simms, Repairs Co-ordinator (Minor Works Supervisor from 15th
May)
Richard Mason, Principal Housing Maintenance Officer
Amanda Laight, Housing Property Services Manager
Maxine Gallear, Service Improvement Assistant
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Phil Morgan BSc CMCIH
Website www.philmorgan.co.uk
Mobile Number 07831-131021
Email pjsunited@gmail.com
Experience
I have worked at a senior level in housing for 17 years including 9 years as Chief
Executive of TPAS and then 2 years as Executive Director of Tenant Services at the
TSA, the social housing regulator.
Career to date
2010 to date Director, Phil Morgan Limited
Working in resident scrutiny, resident involvement and regulatory compliance.
Current clients include:
·
·
·

C&C – setting up, recruiting, reviewing, training and mentoring their Scrutiny
Panel since 2010. Review of resident involvement and consumer compliance.
Kingston Council – training staff, setting up and closing Service Reviews,
mentoring their Scrutiny Panel.
Slough Council – acting as an Independent Tenant Advisor on their Options
Appraisal, and advising on their Tenant Empowerment and Communications
Strategy

Former Clients include:
·
·
·
·
·

LB Hammersmith and Fulham –review of Resident Involvement including
setting up and recruiting to their Scrutiny Panel
Medway Council – reviewing their approach to tenant involvement & scrutiny
Wrekin Housing Trust – co-regulation review and consumer regulation check
Rooftop Housing Group – impact assessment of their resident involvement
and setting and recruiting to up their Scrutiny Panel
Shropshire Housing Group - setting and recruiting to up their Scrutiny Panel

Judge for the Housing Innovation and Excellence Awards, and Customer Scrutiny
and Involvement Awards 2016.
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2009 - 2010 Executive Director Tenant Services, Tenant Services Authority
(TSA), the Social Housing Regulator
I was one of the team of three who led the detailed development of the new
Regulatory Framework and worked with the TSA Board on its content.
1999 - 2009 Chief Executive Tenant Participation Advisory Service (TPAS)
I was responsible to the TPAS Board for the operation of TPAS business in support
of its mission, led relationships with all the leading external stakeholders and
Government ministers in housing and beyond. Inventor of Tenant Scrutiny.
1998 - 1999 Assistant Director Centre for Local Economic Strategies
1982 – 1998 Government Office North West & North West Development Agency
Education and Professional Qualifications
·
·
·

Chartered Institute of Housing Distinguished Professional 2008
Mersey Common Purpose Graduate
BSc (Honours) Liberal Studies In Science 2:2 Manchester University 1981

Non-Executive positions of note
·
·
·
·
·
·
·

The Guinness Partnership Board Member 2017 to date
Chair Salford Healthwatch 2016 to date
Wulvern Housing Board Member 2010 to date and Chair 2016 to 2017
New Prospect Homes ALMO Board Member 2004-2006
CIH NW Board member 2010 - 2013
Chair of Old Trafford Primary School Governors 1994-1998
Trafford MBC Councillor 1986 – 1992

References:
Chris Robinson

Sue Shirt

Resident Engagement Manager

Midlands Regional Director

C&C Housing Trust

Stonewater

Telephone:
Email:
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Resident Involvement
Strategy
2017 - 2020

www.cannockchasedc.gov.uk

Search for ‘Cannock Chase Life’

@CannockChaseDC
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Resident Involvement Strategy 2017 – 2020

Foreword from Councillor Frank Allen – Housing Portfolio Leader
I am delighted to be able to introduce the Council’s first Resident Involvement
Strategy.
Resident Involvement means putting our Tenants and Leaseholders at the heart of
what we do, for me this sums up why involvement is so essential. We need Tenants
and Leaseholders to play a part in this process to help the Council improve how it
provides its services.
It is also essential to ensure that the services we deliver are fit for purpose, and meet
the needs and requirements of our tenants and leaseholders effectively. It is
important that we offer a mechanism that provides a fair representation from across
the District, to ensure that everybody’s views are heard.
None of this can be achieved without effective engagement which is why the
Resident Involvement Strategy is so important in defining how we, as a Council, can
start to achieve our aspirations for Resident Involvement over the next three years.
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1: Introduction:
Cannock Chase District Council’s Resident Involvement Strategy 2017 –
2020 outlines our commitment to involving and working with local communities,
particularly our Tenants and Leaseholders.
It is our ambition to better involve our tenants and leaseholders providing an
appropriate mechanism to do so. We will aim to provide a range of opportunities are
available to make this happen. By involving more tenants, in more ways, we can
deliver the services that tenants and leaseholders need to a standard that they want.
We want to ensure that all Tenants and Leaseholders have a voice and this Strategy
demonstrates how they are able to shape and influence the Services we provide.

2: Relevant Council Strategies:
Corporate Plan 2015-18
We want people to be able to access good jobs and for everybody to share in the
benefits of economic growth. We want people to be healthier, more active and more
independent. We want young people to be able to make the best use of all training
and education opportunities. We want young people and families to be able to afford
suitable housing. We want people to feel safe and free from intimidation in their local
areas and to enjoy a pleasant physical environment. To aim for this better future, the
Council’s Mission is:
Leading our community to deliver better jobs and skills, more and
better housing, cleaner and safer environments and better health
outcomes.
In order to translate the Council’s mission into everyday actions, the mission is
broken down into key priority areas which are the Council’s Strategic Objectives, the
Resident Involvement Strategy will feed into two of these:
More and Better Housing
• Planning for the housing needs of the District
• Increasing the supply of affordable housing
• Improving the Council’s social housing stock and raising standards in the private
rented sector.
Customers
• Delivering Council services that are customer centred and accessible
• Making the best use of limited resources
In accordance with the Council’s recognition that customers are central to everything
we do, tenants and leaseholders are central to everything Housing Services does.
By delivering a range of resident involvement options these will help meet the
Council’s strategic objectives.
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Housing Strategy
The Council’s Housing Strategy 2011-16 is currently being reviewed with a view to
replacing it by the end of the year for the period 2017-2022.
The 2011-16 Strategy’s key aims were:
•
•
•

To increase the supply of Affordable Housing
To support vulnerable households to live independently in their own homes
To maintain the Council’s housing stock to the ‘Decent Homes’ Standard

These areas will be reflected in the updated strategy as they are still key to
delivering the Council’s strategic objectives. By delivering upon the Resident
Involvement Strategy it will enable us to deliver the Housing Strategy aims by
knowing better what tenants and leaseholders needs are in order to deliver the new
supply that they need, support the households that need supporting and maintain our
stock to the condition that is required.

3: The regulatory requirements of Resident Involvement
Currently, Cannock Chase District Council manages 5,060, General
Needs, 273 Leaseholder and 94 Sheltered Housing properties. Being able to deliver
a responsive and appropriate service, reflective of the needs of our tenants and
leaseholders is essential. There are many benefits to be achieved through
maintaining effective partnerships with our tenants and leaseholders, encouraging
their involvement they can help to shape, scrutinise and challenge Housing Services
and subsequently, influence delivery. As a result of this, the services we provide will
reflect local need and increase satisfaction.
It is our ambition to better involve our tenants and leaseholders providing an
appropriate mechanism to do so. We will aim to provide a range of opportunities to
make this happen; ranging from new measures, such as the creation of a Tenant
Panel and a Policy and Procedure Group; to better utilisation of existing measures,
such as satisfaction surveys, more use of social media and focus groups.
Over recent years the regulation of Social Housing has changed, particularly since
2010, however the concept of co-regulation and the importance of ‘Resident
Involvement’ remains the same, meaning that all Social Landlords, including Local
Authority Housing providers are required to maintain an emphasis on their Tenants
and Leaseholders leading the way to improved and responsive services.
The Homes and Communities Agency’s Tenant Involvement and Empowerment
Standard states that Registered Providers (including Local Authorities) shall ensure
that tenants are given a wide range of opportunities to influence and be involved in:
(a) the formulation of their landlord’s housing related policies and strategic
priorities;
(b) the making of decisions about how housing related services are delivered,
including the setting of service standards;
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(c) the scrutiny of their landlord’s performance and the making of
recommendations to their landlord about how performance might be improved;
(d) the management of their homes, where applicable;
(e) the management of repair and maintenance services, such as commissioning
and undertaking a range of repair tasks, as agreed with landlords, and the sharing
in savings made, and;
(f) agreeing local offers for service delivery.
The Council commissioned an independent consultant to look at the current
approach to resident involvement and recommended a number of changes that will
be implemented through this strategy to ensure we will be regulatory compliant by
the end of the strategy period.

4: How do we propose to involve and support Tenants and Leaseholders in the
future?
Due to the regulatory requirement to have a tenant scrutiny panel, the Council intend
to make steps to meet this requirement. However in order to create a better resident
involvement offer the existing mechanism needs to change.
There are a number of measures that we would like to commit to and maintain to
improve our work and support of Tenants and Leaseholders. We are keen to remove
barriers to engagement in order to:
·
·
·
·

Provide a variety of opportunities to be involved, each with differing levels of
commitment;
Evidence improvements in our services based on Tenants and Leaseholders
views;
Enable Tenants and Leaseholders to scrutinise our policies and complaints;
Support Tenants and Leaseholders to actively conduct roles in our Groups.

To enable this, we will:
·
·
·
·

Provide transport or pay travel expenses for relevant meetings;
Pay reasonable expenses, such as childcare fees;
Organise meetings in accessible locations and at suitable times;
Provide relevant mentoring, training and support if required.

We recognise that tenants should be able to get involved at a level that suits them
and in issues they are interested in. We want to offer involvement opportunities that
are not only convenient to tenants but also offer an individual as well as a collective
say.
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5: Our Involvement Methods:
There are several methods of involvement that we are committing to as part of this
strategy. An explanation of each proposed group or activity is provided below:
Tenant Panel
We intend to create a new Tenant Panel that will provide tenant scrutiny of policies,
plans, budgets and performance. The Tenant Panel will report up to the members
Housing Scrutiny Committee, and will be able to provide recommendations for
service improvement.
The Council will utilise the services of the independent consultant to assist us in
creating the new panel. A recruitment process will be commenced and once we have
identified a number of suitable candidates, we will run some taster sessions which
will enable tenants to understand what the role will entail and allow the Council to
further assess the suitability of tenants for a role on the panel. Once suitable tenants
are selected a terms of reference will be drawn up with the panel and their roles and
responsibilities clearly outlined.
Resident Champions
Continue the Resident Champion approach and look to extend this to the remaining
blocks. There are currently 17 Resident Champions in flat blocks across the District,
and the approach is working well.
The addition of further resident champions will help the Council deliver upon the
Neighbourhood Plans and enable more tenants to help shape the three
neighbourhood areas.
Neighbourhood Plans
Recently approved by the Council, the three Neighbourhood Plans outline specific
strategic actions and tasks for the neighbourhood areas. These have replaced the
estate walks.
Tenant Involvement in External Contract Awards
Recruit for tenants and leaseholders to be involved in the next round of contracts.
This can be done alongside the recruitment for the Tenant Panel, Repairs Focus
Group and the Policy and Procedure Group.
Social Media
We will look to set up, monitor and use a Facebook page to engage, interact and
share information with tenants.
New Repairs Focus Group
The current Repairs Focus Group has lost its way and is in need of a complete
overhaul, in terms of format and membership. The creation of a new group will
enable it to be more focused and inclusive yet wider reaching and more
representative of tenants across the District.
We shall seek new tenant members for the group, and draw up a new terms of
reference to ensure the new group will be more focused.
5
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Policy and Procedure Group
Looking into the possibility of setting up a Policy and Procedure Group which could
take the form of a virtual group facilitated on line through email.
The forum could potentially act as a main information channel for any issues or
changes to services, policies or procedures that will affect housing tenants. Members
of the Forum would be responsible for promoting key messages and empowering
residents with any information that they receive. The Group would also be utilised for
other consultation purposes where appropriate.
Customer Satisfaction surveys
The Council undertakes a number of satisfaction surveys for a number of Housing
Services, including externally contracted work e.g. central heating servicing and
installations; anti social behaviour and complaints.
In addition to this, the Council has started to conduct a survey of its Tenants and
Leaseholders which will be repeated every two years. The Survey of Tenants and
Residents (STAR) uses a standardised methodology for Tenant surveys and
benchmarks the information gathered against questions provided by ‘HouseMark’.
HouseMark is an organisation that provide benchmarking services used by the
Council, and other housing providers, to improve and measure their performance.
This is done through consultancy support, good practice and information sharing,
benchmarking and data analysis.
The Council will also look to undertake STAR ‘T’ surveys, which are more
transactional satisfaction surveys performed regularly. These can be undertaken for
Responsive repairs, Lettings, Antisocial behaviour and Complaints.
Tenant Involvement Standards
These have become out-dated and will be refreshed in light of this strategy and the
proposed new involvement measures.
Bright Ideas
We will continue to offer tenants and leaseholders the opportunity to win £25 for
coming up with any ‘Bright Ideas’ that we are able to implement.
Annual Report to Tenants
We will continue to produce the annual report to tenants and intend to refresh the
format over the next couple of years.
Resident Associations
We will continue to provide annual grant support to the remaining four resident
associations and try to increase the communication with the individual groups.

Simple changes can often make a significant difference to people’s lives. We aim to
make sure that when we undertake consultation with residents about a particular
topic or service, we listen to the information and do something about it. Where this
might not be possible, for example, due to lack of funding, we will endeavour to work
with tenants and leaseholders to look at other alternatives.
6
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6: Funding and resources:
Cannock Chase District Council continues to operate in a challenging financial
climate and this is likely to continue throughout the duration of this Strategy. The
Council is committed to delivering this Strategy and will seek to maintain its focus for
the duration of 2017 – 2020. It is however unknown what level of financial
commitment will follow in subsequent years, which may affect some elements of
delivery.

7: To find out more about becoming involved please contact:
Service Improvement Team,
Housing Services,
Cannock Chase Council
Civic Centre,
Beecroft Road,
Cannock,
Staffs,
WS11 1BG
Telephone: 01543 462621
E-Mail: serviceimprovements@cannockchasedc.gov.uk
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Resident Involvement Strategy 2017-2020: Action Plan
Action

Timescales

Involved Parties

Recruitment process of tenants and leaseholders

April 2018

Officers

Taster sessions

June 2018

Phil Morgan (Consultant)

Selection of panel members

August 2018

Tenants and Leaseholders

Opening meeting and terms of reference drafting

October 2018

1. Establish Tenant Scrutiny Panel

2. Virtual Policy and Procedure Group
Recruitment process of tenants and leaseholders (in conjunction with
tenant scrutiny panel).

April 2018
gdgdfgdfgdgdf

Selection of panel members

August 2018

Opening meeting and terms of reference drafting

October 2018

Officers
Phil Morgan (Consultant)
Tenants and Leaseholders

3. Tenant Involvement in External Contracts
Involve a range of tenants in the next round of external works
contracts award. May include existing tenant members of the
partnering groups and/or new tenants identified through the
recruitment process.

2019/20

Officers
Tenants
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4. Investigate the potential for the use of social media in
tenant and leaseholder engagement
Look at feasibility of utilising existing Council Twitter, Facebook and
Youtube pages for engagement.

April 2018

Officers
PR and Marketing

5. Setup a new Repairs Focus Group
Cease existing group

October 2017

Officers

Recruit new tenant members

January 2018

Tenants

Draft terms of reference

February 2018

Hold opening meeting

March 2018

6. Customer Satisfaction Surveys
Undertake 2nd STAR survey

April 2019

Investigate and setup STAR ‘T’ survey, the transactional satisfaction
survey, for responsive repairs.

2018/19

Officers

7. Update / Renew Tenant Involvement Standards
Draft Standards

October 2017

Officers

Consult Policy and Procedure Group

2018/19

Policy and Procedure Group

Ongoing

Officers

8. Hometalk Magazine
Continue to produce three editions per year.

Look to refresh content and focus in consultation with Tenant Scrutiny 2018/19
Panel and/or Policy and Procedure Group.

Tenant Panel Members
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9. Annual Report to Tenants
Continue to produce by end of October annually.

October 2017

Officers

Look to refresh in consultation with Tenant Scrutiny Panel and/or
Policy and Procedure Group.

2018/19

Tenant Panel Members

August 2017

Officers

10. Resident Champions
Re-launch Love Your Block and encourage and identify suitable
Resident Champions.

Tenants

11. Resident Associations
Create better links with Resident Associations in the District

April 2018 – ongoing

Officers
Resident Associations (CORA,
Rumer Hill, Spectrum and
Springfields)
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Tenant Involvement and Empowerment Standard

1

Required outcomes

1.1

Customer service, choice and complaints

1.1.1

Registered providers shall:

a. provide choices, information and communication that is appropriate to the
diverse needs of their tenants in the delivery of all standards
b. have an approach to complaints that is clear, simple and accessible that
ensures that complaints are resolved promptly, politely and fairly.

1.2

Involvement and empowerment

1.2.1 Registered providers shall ensure that tenants are given a wide range of
opportunities to influence and be involved in:
a. the formulation of their landlord’s housing-related policies and strategic
priorities
b. the making of decisions about how housing-related services are delivered,
including the setting of service standards
c. the scrutiny of their landlord’s performance and the making of
recommendations to their landlord about how performance might be improved
d. the management of their homes, where applicable
e. the management of repair and maintenance services, such as commissioning
and undertaking a range of repair tasks, as agreed with landlords, and the
sharing in savings made, and
f. agreeing local offers for service delivery.

1.3

Understanding and responding to the diverse needs of tenants

1.3.1 Registered providers shall:
a. treat all tenants with fairness and respect
b. demonstrate that they understand the different needs of their tenants,
including in relation to the equality strands and tenants with additional support
needs.
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Specific expectations

2.1

Customer service, choice and complaints
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2.1.1 Registered providers shall provide tenants with accessible, relevant and
timely information about:
a. how tenants can access services
b. the standards of housing services their tenants can expect
c. how they are performing against those standards
d. the service choices available to tenants, including any additional costs that
are relevant to specific choices
e. progress of any repairs work
f. how tenants can communicate with them and provide feedback
g. the responsibilities of the tenant and provider
h. arrangements for tenant involvement and scrutiny.

2.1.2 Providers shall offer a range of ways for tenants to express a complaint and
set out clear service standards for responding to complaints, including
complaints about performance against the standards, and details of what to
do if they are unhappy with the outcome of a complaint. Providers shall inform
tenants how they use complaints to improve their services. Registered
providers shall publish information about complaints each year, including their
number and nature, and the outcome of the complaints. Providers shall
accept complaints made by advocates authorised to act on a tenant’s/tenants’
behalf.

2.2

Involvement and empowerment

2.2.1 Registered providers shall support their tenants to develop and implement
opportunities for involvement and empowerment, including by:
a. supporting their tenants to exercise their Right to Manage or otherwise
exercise housing management functions, where appropriate
b. supporting the formation and activities of tenant panels or equivalent groups
and responding in a constructive and timely manner to them
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c. the provision of timely and relevant performance information to support
effective scrutiny by tenants of their landlord’s performance in a form which
registered providers seek to agree with their tenants. Such provision must
include the publication of an annual report which should include information
on repair and maintenance budgets
d. providing support to tenants to build their capacity to be more effectively
involved.
2.2.2 Registered providers shall consult with tenants on the scope of local offers for
service delivery. This shall include how performance will be monitored,
reported to and scrutinised by tenants and arrangements for reviewing these
on a periodic basis.
2.2.3 Where registered providers are proposing a change in landlord for one or
more of their tenants or a significant change in their management
arrangements, they shall consult with affected tenants in a fair, timely,
appropriate and effective manner. Registered providers shall set out the
proposals clearly and in an appropriate amount of detail and shall set out any
actual or potential advantages and disadvantages (including costs) to tenants
in the immediate and longer term. Registered providers must be able to
demonstrate to affected tenants how they have taken the outcome of the
consultation into account when reaching a decision.
2.2.4 Registered providers shall consult tenants at least once every three years on
the best way of involving tenants in the governance and scrutiny of the
organisation’s housing management service.

2.3

Understanding and responding to diverse needs

2.3.1 Registered providers shall demonstrate how they respond to tenants’ needs in
the way they provide services and communicate with tenants.
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