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	SUMMARY OF REPORT:
This report contains a draft of the new Tenant and Leaseholder Engagement Strategy     2012-15 and a summary of the comments received from residents groups throughout December 2011 and January 2012 which helped shape and steer the strategy. DMC members are asked to comment to assist in any final changes to the strategy before adoption in May 2012. 
Local Government Act 1972 – Access to Information

The following documents have been used in preparation for this report:

· Localism Act 2011.
· National Standard for Tenant Involvement and Empowerment.
· Housing Strategy for 2011-2016.
· HASC Scrutiny recommendations for tenant participation.
· Tenant Participation Strategy 2008-10.
· Camden Housing Service Standards.
· Comments from DMCs CLF,CASP, ATRP, and We are Camden on the discussion paper called ‘development of a new tenant and leaseholder engagement strategy’.
Contact Officer:  
          Sharon Calvey
                                           Head of Housing Support Group
                                           Housing and Adult Social Care

Telephone:                        020 7974 5665
E-mail:
    
          sharon.calvey@camden.gov.uk


	RECOMMENDATIONS: 
District Management Committee members are asked to comment the draft strategy for final amendments before adoption in May 2012. 



1        Introduction
1.1     During December 2011 and January 2012 a discussion paper called ‘development of a new tenant and leaseholder engagement strategy’ was presented to the District Management Committees, Camden Association of Street Properties (CASP), Camden Leaseholders Forum, our Active Tenants & Residents Panel (ATRP) and to other residents via our We Are Camden website for comment to shape a new strategy ready for implementation in May 2012.  
1.2     The themes of the new strategy followed extensive consultation with residents and their representatives through a substantial review carried out by the HASC Scrutiny Committee in 2011, changes in the regulatory framework which includes a revised Tenant Involvement & Empowerment standard, and the successes and lessons learn from our previous Tenant Participation strategy 2008-10.  
1.3 Our new strategy is also required to link into other corporate strategies involving resident engagement. This includes the new Housing Strategy 2011-16.
1.4 We are now in the position to present a draft of the new Tenant & Leaseholder Engagement Strategy which has incorporated the suggestions and views of residents who took part in the consultation, as well as meeting the ambitions of HASC Scrutiny and the Council’s obligations to meet the Tenant Involvement & Empowerment Standard. We would like to thank all those residents who gave their time to take part in the discussions and look forward to a continued dialogue to help us keep the focus on what residents want from the new strategy.

1.5 Where residents have given views that relate to other Council services, we have ensured that senior officers received those comments to raise awareness of the barriers to resident engagement and to resolve any specific matters.     
1.6 This report contains two appendices:

1. Tenant & Leaseholder Engagement strategy (draft)
2. Tenant & Leaseholder Engagement  strategy – Glossary

1.7 A summary of the comments from resident groups is shown below, grouped by the themes of the strategy.
2.
Using plain English
2.1
Several respondents said that they found it difficult to understand the document and that it is used too much jargon 
“I am depressed by finding the language of this report opaque. I am really no wiser about engagement at the end of the document than I was at the start”

“All of the Council jargon needs to be clearly explained – maybe in a glossary… with a brief explanation to state what they are”
2.2      We changed the wording in the strategy to read in plain English and have added a glossary.
3.
General themes from all groups 
3.1
Residents told us that it can be difficult to get hold of the right people in the Council and to report issues. Some residents do not like the website or the Contact Camden call centre as they find it difficult to use. Residents felt that if they cannot even get in touch with the Council to report a simple problem and become frustrated, they are unlikely to want to take part in engagement. 

3.2
A common comment repeated concerned the attitude of Council staff and contractors towards residents.  It was felt this needed to improve and residents needed to be treated with respect at all times. Staff must to take accountability for resolving individual issues.
3.3
Residents also highlighted that signposting needs to be more effective, so that residents know exactly who to contact about specific issues.
3.4      We have made sure that senior officers are aware of the issues raised by residents and are addressed through our staff behaviour framework. 
4.
Methods of engagement

4.1
There was support from residents for continuing the ATRP as method of engagement as it offered a route for residents to engage with the Council that maybe more suited to their individual lifestyles than traditional structures.
4.2
Whilst online engagement was welcomed, it was stressed that this should not become the sole method of engagement as not every resident will want to engage in this way. 

4.3
Engagement needs to be tailored towards each individual resident’s requirements, in a way that suits them.

4.4
Support for residents with disabilities was welcomed as: “more needs to be done to promote opportunities for disabled residents to put their views across. Often, ways for them to communicate with the Council may exist, but they are not properly communicated to residents”.
4.5.     We will be addressing the issues raised in the forthcoming strategy action plan.

5.
Tenant & Resident Associations (TRAs)

5.1
There was broad support for an introduction of a TRA accreditation scheme, which would encourage best practice and recognise the excellent work done by some of our TRA.
5.2
It was felt that the TRA registration process need to be easier to follow and less bureaucratic.
5.3
It was suggested that both TRAs and Camden Council need to be more accountable for the way TRAs are run.
5.4     We will evaluate an accreditation scheme in conjunction with residents. This will be included in the strategy action plan.   
6.
Strategic Resident Groups

6.1
Several residents indicated that they felt it was important for CASP to continue to be supported, as it offers a method of engagement and information for residents in street properties who may not have the opportunity to engage with the Council through more traditional methods (e.g. TRAs).
6.2
It was felt by some that more needs to be done to ensure that leaseholders are given a voice on both issues common to all residents and leaseholder-specific. It was suggested that more could be done to publicise the Leaseholders Forum and make it accessible to more people.

6.3
It was felt by some residents that the District Management Committees are used solely for consultation purposes and should be given greater decision making power.

6.4
It was also suggested that there needs to be a clearer process by which ‘ordinary residents’ can get reports and/or discussions added to the DMC agendas. This ties in with the idea that there needs to be a greater focus for individual DMCs on local issues within their specific district.

6.5
More needs to be done to involve residents in major works and repairs schemes. In particular, residents need to be consulted right at the start and need to be given a greater opportunity to influence the process, rather than just being told what is happening.
6.6      Comments from residents mirrored the Council’s view that more needs to be done to increase the overall level and breath of resident engagement and an introduction of a variety of mechanisms for engagement. We will be addressing this issue in the strategy action plan.  
7.
Next steps

7.1     The next step for us is to circulate the draft strategy to CASP, CLF, ATRP, and We Are Camden ready for adoption in May 2012. 

7.2      The strategy’s targets, outcomes and monitoring are yet to be agreed with residents and will form part of the strategy action plan. We envisage having discussions with residents through workshops, on line consultation, and other methods to agree performance indicators and outcomes that are steered by residents themselves.
8.        Comments from the Director if Finance
8.1      The Director of Finance has been consulted on the contents of this report and notes that any changes made to Tenant Participation must be delivered within the constraints of the Medium Term Financial Strategy.
9.    
Comments from Head of Legal Services
9.1      The Head of Legal Services has no comments to add.
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