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1.
INTRODUCTION

This strategy outlines how Peabody will involve residents in the scrutiny and monitoring of responsive repairs and the Contractor.
Our residents have told us that the repairs and maintenance service is the most important service and whilst it has improved we are not providing the quality of service that is required and you would like it to be much better.

This approach is underpinned in our Customer Involvement Strategy 2008 which commits to involving residents in a maintenance strategy which achieves a responsive and ‘right first time’ maintenance service for customers that meets their individual needs and where possible provides choice.

‘Customer’ within this context is defined as: a tenant, leaseholder, service user or household member.
This strategy sets out how we will ensure:

· that residents are involved in the scrutiny and monitoring of the performance of the repair and gas servicing contractors;
· there are both formal and informal opportunities for resident engagement and feedback;
· residents feel their involvement is meaningful and we have listened and acted upon their feedback and suggestions to improve the services; and
· that we provide feedback to residents about the performance of the repair contractor and gas servicing.
 It responds to the Business Plan key objectives:

· delivering excellent services and quality homes that meet the needs of customers and deliver excellent customer service; and
· involving customers in the design, tailoring, monitoring and evaluation of services.
2.
REVELANT LEGAL AND REGULATORY FRAMEWORK

The Tenant Services Authority (TSA), the regulator for social housing, has set out a framework for guidance for regulated providers (RP’s) of social housing. The TSA expect that residents should have the ability to monitor and scrutinise their provider’s performance against the standards. Providers will also support customers to build their capacity to ensure co-regulation is effective. The TSA expect providers to engage meaningfully with residents and offer them opportunities to agree how service delivery can be tailored to reflect local priorities.

The TSA are flexible in their approach and stated it is for the individual provider to agree service delivery and improvements with their customers as part of co-regulation.

The Tenant Involvement and Empowerment standard states that registered providers shall support co-regulation with their residents by:
· offering all residents a wide range of opportunities to be involved in the management of their housing;
· including the ability to influence strategic priorities, the formulation of housing-related policies and the delivery of housing-related services;
· the opportunity to scrutinise performance against the standards and in the development of the annual report; and
· providing support to residents to build their capacity to be more effectively involved.
The standard for repairs states providers should provide a cost-effective repairs and maintenance service to homes and communal areas that responds to the needs of, and offers choices to customers and have the objective of completing repairs and improvements ‘right first time’

Landlord and Tenant Act 1985 
This Act makes Peabody responsible for repairs to:  

· the structure and exterior of the property; 

· water and sanitary installations; 

· heating and hot water installations; and 

· any other repairs agreed with the tenant. 

Peabody is also responsible under Section 11 (1A) for common parts of buildings and communal installations. 

Under Section 11(6) Peabody (and its agents) has a legal right to enter a property at any reasonable time of the day in order to inspect the condition and state of repair of the property and to carry out repairs for which it is responsible. The tenant must be given reasonable notice. 

Peabody tenancy agreements 
The assured and secure tenancy agreements set out Peabody’s obligations for repairs. This includes repairs to the structure and exterior of the property, repairs to installations including space and water heating and repairs to common parts. 

3.
APPROACH

Our approach is to utilise the existing formal and informal customer involvement structures to monitor the repairs service. We are committed to encouraging as many residents as possible to participate in this process and to offer a variety of methods for individuals to be involved.
This follows on from Peabody’s successful partnership with residents during the procurement and tendering process of the new repairs contractor. It is a natural progression for residents, in partnership with Peabody, to monitor the repairs service. Residents will be tasked with monitoring performance of the contractors closely to ensure that we are achieving value for money and contractors are achieving satisfaction targets. 
Leaseholders 
FORMAL INVOLVEMENT
Formal involvement structures include:

· The Resident Review Committee (RRC)
· Customer Inspection Team (CIT)

· Tenant and Resident Associations (TRA)
· Regional Consultative Forums (East and West)

· The Tenant Liaison Committee (TLC)
· The Diversity Forum (DF)
· Tenants’ and Residents’ Associations (TRA’s) 
· Estate Monitors (EM’s)
· Contract Core Group (CCG)
Each group will have a specific role in the scrutiny and monitoring of services at organisational and local level that fits in with their remit and terms of reference.
The Resident Review Committee

At a strategic level, the contractors will be accountable to the Resident Review Committee as the main resident scrutiny body. The RRC will meet bi-annually with contractors and Peabody Officers to monitor, scrutinise and address poor performance and agree recommendations for improvement in the service. Performance will be monitored closely against agreed Key Performance Indicators to ensure sure that contractor performance is meeting targets set for them.
At their disposal the RRC may utilise information from a number of sources; the contract core group, repairs inspection team, Tenant Liaison Committee, Regional Consultative Forums,  Tenants’ & Residents’ Associations, key performance results, customer satisfaction surveys, contract management surveys(mobisoft) and complaints.
The Customer Inspection Team will have a sub-group of repairs inspectors. They will work in accordance within the remit for the inspection team and their role will be to act as the eyes and ears of the RRC. They will inspect services using a variety of methods including mystery shopping, carrying out surveys, job shadowing and interviewing staff. They will report their findings to Peabody and the RRC, inspectors will have support to conduct inspections.
The Contract Core Group
Reactive Repairs 

Initially no less than two residents will be recruited from our existing involvement structures to join the Contract Core Group – Reactive repairs, they will meet with contractors (Osbourne’s) initially on a monthly then quarterly basis. This group will scrutinise service level, performance and discuss ways to improve, findings will be reported back to the RRC.
Services Contracts

Initially no less than two residents will be recruited from our existing involvement structures to join the Contract Core Group – Services Contracts, they will meet with contractors including lifts, gas servicing, electrical, decent and sound initially on a monthly then quarterly basis. This group will scrutinise service level, performance and discuss ways to improve, findings will be reported back to the RRC.
The CCG will receive regular reports from the resident review committee including recommendations made.
The Tenant Liaison Committee

The Tenant Liaison Committee in accordance with the Tenant Service Authority (TSA) standards will act as a sounding board for local offers and provide resident feedback when comparing least/well performing areas.
Tenant and Resident Associations
Tenant and resident association representatives will monitor the communal repairs on their estate and report their findings to Peabody. The findings will form the basis of the report to the regional forums and the TLC.
Estate Monitors 

Estate Monitors will be made up of tenant association representatives currently assisting with estate walkabouts and individual residents who will be responsible for estates not represented by a TRA. The monitors will be tasked with checking communal repairs have been completed, the results will be reported back to Peabody and other formal groups. This project will be piloted on two estates.
The Regional Consultative Forums

The Regional Consultative Forums will look at performance at local level and liaise with the contractor responsible for their local area. The building maintenance and/or the gas contract manager can be requested to attend meetings up to twice per year dependent on performance level of the particular service. The feedback from this body will be fed into the performance report to the TLC and RRC.
The Diversity Forum

The Diversity Forum will provide assistance with the production of literature, agreeing wording, design and format; they receive feedback via the customer involvement action plan. The Diversity Forum will also comment on, and sign off, changes resulting from the equality impact assessment to the repairs service, repairs policy and process from a diversity perspective and make sure that the repairs service is carried out in line with Peabody’s Single Equality Policy.
Information Sharing
To ensure there is clear and transparent communication within the formal structures, six-monthly meetings will be arranged for the Chairs and representatives of the formal groups to exchange information and discuss performance of the contractors.
INFORMAL INVOLVEMENT
Monthly Tracking Surveys
The monthly tracking surveys will continue and residents participating will be offered the opportunity to become involved as resident inspectors and/or attend a focus group. Residents who are currently on the ‘interested’ list will be offered the opportunity to participate. The survey question has been revised to include the choice of being involved in improving the repairs service.

Post Repairs Satisfaction Surveys

Residents will continue to provide feedback on contractor performance by completing a post repair satisfaction survey.
Contractor Management Surveys (Mobisoft)
Residents can also provide feedback by taking part in the mobisoft surveys 
Leasehold Monthly Repairs Report
The monthly monitoring report will be fed into the contract core group meeting
SUPPORT AND TRAINING 
To enable customers to fully participate, practical and financial support will be available including travel expenses, attendance allowance, training and carers allowance and IT equipment.

Involved customers will be provided with the training and support to enable them to carry out meaningful involvement to make an impact that delivers results and improvements. Dedicated staff will be made available to support customers to participate.
COMMUNICATION
Provision of Information

As outlined in the post inspection action plan, a new user friendly repairs handbook has been drafted for residents to make sure that residents are better informed about service provisions and more accurately report their repair.
Improved service standards are being drafted for the repairs service to include information on targets and monitoring arrangements and these will feed into the new TSA national standards that Peabody must meet.
Information will be provided as soon as possible, but within 10 days prior to the meeting in line with the customer service charter.
Feedback 

To gain buy-in from residents it is important that feedback is a key priority. Feedback should be timely, clear and concise and in keeping with the time-frame within the customer service charter. Residents should be able to access feedback easily and in a format that suits them.
In the first year, an update on the progress and achievements of the new repairs contract should appear in each edition of Engage and the content should be signed off by the Diversity Forum. The update should be made available in Peabody offices, hubs, community centres and posted on estate notice boards and available on the website.
Performance results and actions that are taking place should be advertised on the television screens in reception areas.
In line with the TSA repairs and maintenance standard an annual repairs report will be distributed to residents to offer a full review of the performance and improvements to be made to the service in the future.
Staff should receive quarterly updates through Teamtalk and notice boards throughout the building.
4.
ROLES AND RESPONSIBILITIES
The Director Asset Management will have full responsibility for ensuring that the strategy to involve customers is delivered.
The Project Manager supported by Policy and Insight and other teams as necessary will be responsible for supporting consultation and delivery of the action plan.
5.
REPORTING AND REVIEW OF ACTIVITIES 

Ongoing reporting of the scrutiny and monitoring of the repairs will be reviewed and reported as follows:

· ongoing review of the performance against the strategy;

· ongoing update at each meeting of the project team;

· as part of the overall monitoring, reports on progress to the Resident Review Committee, resident consultative groups, Project Team and Board;

· annual review of the repairs strategy; 
· impact assessment of involvement strategy; and
· residents involved in the annual performance review. 
Measuring the Success of the Strategy

The success of the strategy will be measured using the following performance indicators:

· 80% overall resident satisfaction with last repairs
· 80% of repairs fixed first time 
· 95% of repairs appointments kept

· residents are satisfied that their views are taken into account
· emergency repairs completed on time and in accordance with target
· urgent repairs completed on time and in accordance with target

· routine repairs completed on time and in accordance with target

The project will be monitored as part of the annual impact assessment.
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