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Eldonian Community Based Housing Association 

Policies and Procedures


TENANT CONSULTATION AND PARTICIPATION 

POLICY AND PROCEDURES

STATEMENT OF INTENT

It is the intention of the Eldonian Community Based Housing Association to encourage and welcome the views of our tenants and to see them as active participants in decisions which affect their homes and their lives.  Participation will thus become a two-way process involving the sharing of information and ideas where our tenants are able to influence and take part in what is happening.

To facilitate this aim the ECBHA will:

· keep tenants informed of its policies and changes to those policies and any other matters which may affect their tenancy

· consult with tenants in appropriate ways on any changes in policy or any other matters which substantially affect their tenancy

· provide tenants with the opportunity to set up and maintain tenant associations

· encourage tenants to become shareholding members of the association, to attend Committee meetings and to offer themselves for election to the Board if appropriate.

INFORMATION

The Eldonian Community Based Housing Association is committed to a policy of open access to information for all its tenants, provided such access does not breach its Confidentiality or Equal Opportunities policies or the Data Protection Act.

Information which tenants can expect to receive from the ECBHA includes:

· Tenancy Agreement

· Lettings Policy

· Transfer and Exchange Policy

· Rent Setting Policy

· Rent Arrears Policy

· Equal Opportunities Policy

· Nuisance / Harassment Policy

· Repairs Policy including -

i) the Association’s policy and procedure for carrying out repairs and the methods for reporting of these repairs

ii) information on how long particular types of repair should take and how emergency and out-of-hours repairs should be handled

iii) a tenant’s right to compensation if the Association fails to carry out its repairing obligations

iv) the Association’s policy for planned maintenance and for cyclical decoration and repairs

· Complaints and Appeals Policy

· Housing Benefit information

· Annual Report

· Tenant Participation Policy

· Information about welfare rights

Information will normally be provided in writing and will include the following publications:

· Tenants’ Information Pack -

i) this will be given to all tenants

ii) the pack will be reviewed regularly (not less than once a year) and updated periodically

· Newsletter

i) The ECBHA will produce newsletters each year for distribution to all tenants

ii) Annual Report - the ECBHA will produce an annual report each year for distribution to all tenants

RESOURCES

The Association will endeavour to make resources available to encourage / enable tenant participation.  This may take the form of:

· meeting rooms

· office facilities and administrative support

· training for tenant groups or representatives

CONSULTATION

The ECBHA is committed to consulting tenants about proposed changes to policies and procedures, which will substantially affect their tenancies or homes.  In particular the Association endeavours to consult tenants about the design of their homes and provides a choice of fixtures and / or fittings.

Where the subject for consultation affects all tenants, the Association will consult all tenants although tenants most affected by the proposal may be targeted for more detailed consultation.

Where the subject for consultation affects only some tenants (e.g. the elderly or estate-based initiatives) normally only those tenants affected will be consulted.

TENANT SATISFACTION

Periodically the Association will assess satisfaction with the services and standard of services it provides.  All tenants may be consulted or certain categories of tenants.

All tenants surveyed will receive a written questionnaire for self-completion with pre-paid envelope for reply, or will be visited by the person completing the survey.


FEEDBACK TO TENANTS FOLLOWING CONSULTATION

The Association is committed to ensuring that tenants receive feedback following consultation.  Feedback will include the following information:

· how many tenants responded

· an analysis of views expressed

· which views / ideas were not effected

· why views / ideas were not effected

· what happened next.

METHODS OF PROVIDING FEEDBACK

These may include:

· individual letters to tenants consulted

· published results of Tenant Satisfaction Survey sent to all tenants

· newsletter to all tenants

· Annual General Meeting

Where the subject for consultation affects only some tenants (eg. the elderly or estate based initiatives) normally only those tenants affected will be consulted.

TENANT SATISFACTION

Periodically the Association will assess satisfaction with the services and standard of services it provides.  All tenants may be consulted or certain categories of tenants.

All tenants surveyed will receive a written questionnaire for self-completion with pre-paid envelope for reply, or will be visited by a member of staff completing the survey.


FEEDBACK TO TENANTS FOLLOWING CONSULTATION

The ECBHA is committed to ensuring that tenants receive feedback following consultation.  Feedback will include the following information:

· how many tenants responded

· an analysis of views expressed

· which view /  ideas were not effected

· why views / ideas were not effected

· what happened next?

METHODS OF PROVIDING FEEDBACK

These may include:

· individual letters to tenants consulted

· published results of consultation sent to all tenants

· newsletter to all tenants

· Annual General Meeting

· follow-up meetings usually for village based local consultation exercise

· Annual Report.

TENANTS’ ASSOCIATIONS

The Association warmly welcomes its tenants to join a Tenants’ Association which represents their interests.  However, the Association will need to be satisfied that the Tenants’ Association is properly constituted and that its membership is open to all tenants living on the village or particular area / scheme it claims to represent.

MEMBERSHIP OF THE ASSOCIATION

The ECBHA encourages tenants to become members of the Association, giving them the right to stand for election to the Board if they so wish.

Assured / Secure tenants are invited to become Shareholding Members of the Association, provided that they have been tenants of the Association for a period of not less than twelve months.

EQUAL OPPORTUNITIES STATEMENT

The Eldonian CBHA is an equal opportunities employer and as such you will be required to comply with the spirit and letter of the Association’s Equal Opportunities Policy and related procedures at all times. 
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