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Introduction

This guide provides advice on matters designed to assist the auditor in developing an internal audit programme on resident involvement and consultation. It is the responsibility of the auditor to determine which elements of the guide are incorporated into their internal audit programme. The tables setting out the key control and expected tests do not imply that all the items contained in the tables need to be included in the internal audit programme developed by the auditor.
Preamble

Successful resident involvement can lead to better decision making and improvements and as a consequence to more sustainable communities.

The Tenant Participation and Advisory Service‘s (TPAS) defines ‘Tenant Participation’, as a two way process that involves both tenants and their landlord in the sharing of ideas, where tenants are able to influence decisions and take part in what is happening”.  Undoubtedly Resident Consultation is a core component of this process and through effective Participation and Consultation this can serve to make a positive impact on communities in which tenants live.

From a legislative viewpoint, the rights for tenants to be consulted have been raised and reinforced through a series of legislature ranging from the Housing Act’s of 1985, 1988 and 1996, the content of which is beyond the scope of this guide.  There are also additional requirements for Leaseholders under various legislation including the Commonhold and Leasehold Reform Act (2002), again the scope of which is outside this Guide.

A new regulator, the Office for Tenants and Social Landlords will be established in 2009, replacing the Housing Corporation.  It is likely that this body will, in due course, look to strengthen tenants' interests.

Housing Corporation requirements

The Housing Corporation’s Regulatory Code states: “Housing associations must seek and be responsive to residents’ views and priorities, 

· Reflecting those interests in their business strategy;

· Giving residents and other stakeholders opportunities to comment on their performance;

· Enabling residents to play their part in decision making; 

· Proving opportunities for residents to explore, and play their part, in how services are managed and provided”.

The Housing Corporation Circular 05/07 “Housing Corporation requirement in relation to resident involvement” issued in May 2007 requires RSLs to adopt the “People First: Delivering Change Through Involvement Policy”, which was adopted by the Housing Corporation’s Board in May 2007. Key requirements are:

· Housing associations’ approach to and plans for involving residents must be reflected in their corporate objectives;

· Housing associations must continue to produce and publish a clear resident involvement statement and must be able to demonstrate how residents have been involved and the degree of their influence;

· Associations must also continue to review the statement using impact assessments, which evidence how and the degree to which services have improved; 

· From 1 April 2008, all housing associations owning 250 units of social housing or more should have at least one resident board member on each board or committee with a service delivery remit.

· housing associations managing more than 1,000 units are required to comply with the detailed provisions of the policy, which includes: 

- publishing an Involvement Statement which the RSL has agreed with their residents; and 

- produce an annual Impact Assessment. 

The Housing Corporation will be issuing guidance to help associations prepare, implement and monitor their Involvement Statements and Impact Assessment.
The Housing Corporation will regulate the above requirements for RSLs with more than 1,000 units by means of:

· the Self Assessment Compliance Statement  (SACS) shows that a housing association does not have an Involvement Statement or Impact Assessment;

· a housing association has no resident board members;

· poor performance against customer focused performance indicators (PIs); and

· evidence from inspection reports.

Audit Commission requirements

KLOE 5: Resident Involvement, issued in 2004 covers the following areas:

· Access, customer care & user focus;

· Diversity;

· Resources for resident involvement;

· Impact of resident involvement;
· Value for money. 
Areas covered by this Guide
This Internal Audit Programme Guide covers the following areas:

· Overall control framework

· Implementation of the resident involvement policy and procedure

· Communication of the resident involvement policy and procedure

· Management Information, reporting and continuous improvement

Key Risk Areas

As noted in the preamble failure to put in place, and comply with, an adequate control framework in the area of resident involvement and consultation can have significant adverse impacts on housing associations, particularly given the interest of the Housing Corporation and tenants in this topic.  Some of the key risks include the following.

	Risk
	Potential Implications

	Failure to have in place an up to date a resident involvement and consultation strategy.


	· Incoherent strategies / objectives which do meet the requirements of the Housing Corporation’s Regulatory Code.

· Inconsistent or inappropriate action is taken leading to financial penalties/costs and/or adverse publicity.

	Failure to act / consult in a consistent and transparent manner.


	· Inconsistent or inappropriate action is taken leading to financial penalties/costs and/or adverse publicity.



The auditor should also review their own organisation’s risk map for risks relevant to this review.

The Internal Auditor should also obtain details of the most recent Housing Corporation / Audit Commission Inspection along with the Housing Corporation’s most recent Assessment against compliance with the Regulatory Code standards to identify whether any weaknesses were highlighted in the area of complaints management.
Other Sources of Information

There are a number of useful publications available on this topic, details of which are given below:

· “Measuring change: Involvement impact assessments” – Housing Corporation (2007)

· “Circular 05/07 “Housing Corporation requirement in relation to resident involvement” – Housing Corporation (2007)

· “Information sheet - tenant involvement in repairs and maintenance” –TPAS (2007)

· “Resident-led self-regulation: development and application” – Housing Corporation (2007)

· “Thematic reviews on Resident involvement” – Housing Corporation (2007)

· “Resident-led self-regulation: potential and prospects” – Chartered Institute of Housing (2007)

· “Involvement Policy for the housing association sector” – Housing Corporation (2004)

· “Good Practice Briefing Issue 27: Innovation in Resident Involvement” – Chartered Institute of Housing (2003)

· “Encouraging Participation: A toolkit for tenants and social landlords” – Chartered Institute of Housing (2003)

· “Inspection Uncovered: Tenant Involvement” – Housing Corporation (2003)

Useful Websites

· Audit Commission – www.audit-commission.gov.uk 

· Housing Corporation – www.housingcorp.gov.uk

· Tenant Participation Advisory Service – www.tpas.org.uk

Disclaimer

This guide has been prepared to provide persons carrying out internal audit reviews with an understanding of the risks and controls associated with the activity covered in this guide. This guide does not purport to be a detailed technical guide on the activity itself. The information and guidance contained in this guide are provided for general information purposes only and do not constitute legal or other professional advice. Users of this guide are responsible for establishing whether there has been any new guidance and/or regulatory change since this guide was prepared. This guide should not be relied upon to identify all strengths and weaknesses that may exist or to identify all instances of fraud or irregularity. HAIAF does not accept responsibility for any loss that may arise from reliance on information contained in this guide, or from its omission or unavailability. Specific professional advice must be sought in respect of any particular query. 

All references to publications and legislation are applicable in England only.
1.
OVERALL CONTROL FRAMEWORK

	Key Risk / Implication
	Expected Key Control or Process
	Suggested Tests

	1.1 Inconsistent practice leading to duplication of resource, poor value for money and ultimately non-achievement of agreed objectives.
	1.1.1 A Resident Involvement Policy has been produced.


	(a) Confirm a Resident Involvement policy has been documented.

(b) Review the content of the policy to confirm it covers: -

· A commitment to Resident Involvement;

· Definition of Resident Involvement as recognised by the Association;

· How the policy fits in with the legislative and regulatory requirements placed upon the Association.  For example, the Housing Corporation Regulatory Code and Resident Involvement Strategy;

· Accessibility to users – telephone, in person, electronically;

· Provision of information to tenants including its form, accessibility.  For example, service leaflets, newsletters, surveys; etc;

· The means by which the Association will consult with tenants;

· Details on current Resident Groups and the processes as to how tenants can establish new ones.  NB Terms of reference, membership protocols etc should also be detailed but are likely to be recorded separately;



	
	
	· References to other policies, including the Equality and Diversity Strategy / Policy.  For example, how in this context the Association will serve to promote this including the measures to encourage participation from minority groups; Repairs and Maintenance; Development; and

· Performance targets and monitoring.  For example, targets for responding; proportion of Board members; number of resident groups; etc.



	
	1.1.2
In the development of the Policy the Association has consulted with its tenants, partners, and wider stakeholders. 
	(a) The Association has undertaken a needs analysis in order to identify its stakeholders in this area. 

(b) Obtain evidence of consultation with representatives of the Board in formulating the policy.   For example, correspondence, minutes.

(c) Obtain evidence of consultation undertaken with resident groups in formulating and approval of policy.  For example, correspondence with representatives, organisations, notes from meetings, etc.

(d) Obtain evidence of consultation undertaken with tenants in formulating policy. For example, correspondence with representatives, organisations, notes from meetings, etc. 

(e) Obtain evidence of consultation undertaken with other stakeholder groups in formulating the policy (i.e. local community / business community; BME; agencies such as police, social services, managing agents etc).  For example, correspondence, notes from meetings, etc.
(f) Obtain evidence of the use of sector research / studies in the development of the Policy. For example, copies of the reports themselves, note references within the Strategy, etc.

	
	1.1.3 In developing the Resident Involvement Policy the Association has considered and updated existing policies for consistency. 
	(a) Obtain a sample of internal policies and review to confirm that these have been considered alongside and updated in regard to the overall policy on Resident Involvement to confirm they are consistent and properly cross referenced.

Examples of relevant internal polices include: -

Equality and Diversity; Maintenance and Repairs; Rents; Neighbourhood Management; Development.



	
	1.1.4 The commitment to Resident Involvement is set out through objectives and targets within the Association’s Corporate Plan.
	(a)
Obtain a copy of the current corporate plan and confirm appropriate coverage of Resident Involvement.

(b) Confirm any Resident Involvement objectives and targets agreed as part of the Corporate Plan are consistent with the Policy.

(c) Using the Policy in 1.1.1 (a) and through interview with staff determine the extent to which tenants have been involved in the approval of the corporate plan and its content.  For example, consideration by established resident groups.

(d) Confirm that at least a summary of the Corporation Plan, targets and objectives are communicated to tenants.



	
	1.1.5 Procedures supporting the implementation of the Resident Involvement Strategy at an operational level have been documented.


	(a) Obtain copies of operational procedures for Resident Involvement and review for coverage. Also confirm these are consistent with the overall Policy document.

NB The nature of this area may mean coverage across several differing guides including Best Value, Housing Management; Development; Repairs and Maintenance; etc.



	
	1.1.6 The Board has confirmed its commitment to Resident Involvement through approval of the Policy.


	(a) Review Board minutes and supporting papers to confirm approval of the Policy.

(b) Review the membership of the Board and determine the current number of resident representatives.

(c) Using the results in (b) above confirm those resident representatives on the Board have been appointed in accordance with approved Rules / Standing Orders of the Association and its Resident Groups.



	
	1.1.7 The Senior and Middle Management Teams have acknowledged their roles and responsibilities in the implementation and monitoring of the Resident Involvement Policy and Procedures
	(a) Review minutes of Senior and Middle Management Team meetings and supporting papers to confirm approval of the Policy and Procedures.



	
	1.1.8 The Association has considered recruiting a dedicated member of staff for promoting Resident Involvement in the Association.
	(a) Consider if the Association has a dedicated officer responsible for resident involvement and if not whether the need for such a post has ever been considered.

(b) If a dedicated officer is in place, obtain a copy of the Job Description / Specification for this role and confirm it is consistent with the Policy document.



	1.2
Failure to mitigate against known risks relating to resident involvement could lead to adverse PR / financial losses.
 
	1.2.1
The Association has identified and evaluated the risks associated with Resident Involvement.


	(a)
Obtain the Association’s current versions of its Strategic and Operational Risk Registers and assess the extent to which Resident Involvement is reflected.   (NB Risks themselves may not be specifically identified in Resident Involvement terms but more generalised risks such a regulatory action, poor inspection results, complaints, etc).



2.
IMPLEMENTATION OF THE RESIDENT INVOLVEMENT POLICY AND PROCEDURE

	Key Risk / Implication
	Expected Key Control or Process
	Suggested Tests

	2.1
Dissatisfied tenants through failure to deliver services residents want.


	2.1.1
The Association has considered establishing a formal group for the monitoring / implementation of the Resident Involvement Policy and procedure.  

NB Associations may deal with this alongside existing business processes such as Departmental and Managerial meetings, although these may serve to inhibit wider cross departmental action.


	(a) Determine if the establishment of a group on Resident Involvement has been debated.  If so, what was the outcome? 

(b) If a group has been set-up, confirm formal terms of reference have been agreed and this is consistent with the overarching policy.

(c) Confirm the Group consists of representation of all key areas including Development, Housing Management; Maintenance; etc.

(d) Review minutes and supporting papers from meetings to confirm the Group meets regularly and fulfils its terms of reference.



	
	2.1.2
The Policy has clear objectives, targets and clear lines of accountability.


	(a) Determine if an action plan in support of the Policy has been developed and approved by the Board.

(b) If so, does the action plan contain SMART (specific, measurable, achievable, realistic and time specific) actions.

(c) Confirm progress against the action plan has been reported back to the responsible Group.  NB Determine if there has been any significant slippages which need to be brought to the attention of the Board.


	
	2.1.3
The Association has established a budget for Resident Involvement based on reasonable assumptions / supporting information. 
NB Whilst costs associated with this activity may be included within several cost centres such as salaries, marketing, research etc without undertaking some form of overall analysis it will not allow the true costs to be measured, or for the measures employed to be assessed to improve and demonstrate improvement.

	(a) Obtain details of the Association’s budget agreed for the financial year and confirm it provides resource for Resident Involvement activities. 

(b) Subject to 2.1.1 (a) above, review the basis of the setting aside of resources for Resident Involvement to confirm consideration has been given to: -

· Start up costs for new initiatives / Groups;

· Recurring funding for existing initiatives / Groups;

· Bids for / use of additional resources such as grants towards the costs of RI.; 

· Provision to / use of Specialist Advisors in setting up of, and continued operation of initiatives / groups;

· Printing costs; 

· Training courses;

· Other costs associated with Resident Involvement e.g. expenses, hospitality, etc

· Staff time associated with Resident Involvement – Including excess hours, expenses.

(c) Review the extent to which tenants themselves have been involved in establishing and agreeing the budget for resident involvement in the period.  For example, were bids requested, etc. 

(d) If possible, review the level of expenditure on resident involvement in the previous two years to determine the overall level of spend per resident and if spending has changed in previous years.

(e) Consider the extent to which the Association has sought to benchmark its costs against those of other Associations and what the outcome of this is.



	
	2.1.4
Tenants of the Association are able to influence services through the establishment of Resident Groups.


	(a) Determine if the tenants of the Association have established any Resident / Resident’s Groups and if these are still active.

(b) Confirm for any Groups established these have an agreed constitution / terms of reference which are consistent with the overall Resident Involvement Policy.

(c) Obtain and review minutes of meetings of Groups and evaluate the extent they fulfil their terms of reference.

(d) Confirm a process for membership of the Groups is in place and this is complied with.

(e) Review a sample of meetings to confirm that appropriate representatives of the Association staff attend and inform discussions.

(f) Through (e) above determine if there are any specific actions / requests by the Groups and determine the level of evidence in support of these requests having been considered and actioned by the Association.

(g) Determine the extent to which the Association monitors and seeks to confirm that representation on the resident groups is representative of its stock / tenants as a whole.   NB This is important from an Equality and Diversity dimension.
(h) Confirm the Association monitors the activities of its Resident Groups to confirm the group is fulfilling its resident involvement objectives.



	
	2.1.5
Tenants of the Association are able to attend internal / external training events to enable them to understand and actively participate in service delivery.
	(a) Further to the review of the Resident Involvement Policy in 1.1.1, determine if a formal programme of training events has been documented and circulated to Resident Groups. 

(b) Obtain evidence of the operation of training courses in the period and assess the extent to which the programme has been followed and utilised by tenants.   NB Utilisation could be reviewed through attendance records.
(c) In reviewing (a) and (b) ascertain the extent to which Staff and tenants mix as part of such training courses.



	
	2.1.6
Where the Association commissions services through third parties, such as delivery of training, a service level agreement / protocol has been established.

NB This may include the use of training providers in the provision of basic and essentials skills, IT training, etc.
	(a) Determine if any options provided to assist with resident involvement have been commissioned via / to third parties.  If so, confirm an SLA or protocol is in place and this is in accordance with Financial Regulations and Procedures. 

(b) For SLA / protocols in place confirm evidence of periodic progress meetings which consider performance under these agreements.



	
	2.1.7
On receipt of applications for housing the Association provides details of their rights under the Housing Regulatory Code; and as part of resident sign up procedures the residents provided with detail of the Association’s own Resident Involvement Policy; Tenants Handbook and, if in place, Tenants Compact. 
	(a) Determine the process for the processing of applications for housing and if as part of this process applicants are provided with a copy of the Housing Corporation Charter for Housing Association Applicants and tenants.  

(b) Obtain the procedure for sign up of new tenants including checklists and confirm this provides coverage of Resident Involvement and subject to (a) above provision of a copy of the Housing Association Charter; Resident Involvement Policy; Resident Handbook; and if appropriate Tenants Compact.

(c) For a sample of recent lettings, confirm evidence of the sign up process including discussion of the Resident Involvement Policy has been retained.  For example, if a sign up checklist is utilised confirm this is fully completed and confirm the tenancy agreement has been signed.

(d) In the event of sign ups being undertaken by a managing agent, confirm that the Association receives formal assurance over the processes followed including confirmation that the roles and responsibilities of the Association and its Managing Agent for Resident Involvement are clearly set-out.  



	
	2.1.8
The Association maintains a central database / resource which records details of its Resident Involvement initiatives / services to allow timely communication and relay of information to the Board, Committee, Management, Staff, tenants and third party reviewers.


	(a) Review Policy and procedure to confirm coverage of a form of central database / resource to collate resident involvement data and identified responsible officers, reporting protocols, etc.

(b) Interview a sample of staff to confirm awareness of form(s) of internal reporting / communication of resident involvement initiatives.

(c) Undertake a review of the database / records to confirm completed in a consistent manner.



	
	2.1.9
Tenants have been and are actively involved in the Association’s programme of Best Value reviews.

NB Tenants should be provided to with the opportunity to be involved from the very start of the review process itself and participate in each stage.
	(a) Obtain and review the Association’s Policy and Procedures for Best Value to confirm these allow for the participation of tenants in service reviews.  

(b) Determine how the Association has identified those tenants to be involved in its service reviews and consider the extent to which this is representative of the Association’s resident demographics.

(c) Consider the extent to which those invited to participate in best value reviews have been provided with training and guidance on best value and the methodology followed in the service review.

(d) Obtain a copy of the Best Value Programme / timetable and determine the extent to which tenants were involved in the selection of areas and prioritisation / timetable for review.

(e) Using the programme / timetable in (d) above select a sample of service reviews, and review evidence to confirm resident representation.  NB Evidence could include minutes of service review meetings. 



	
	2.1.10
The Association and its tenants have considered other national / regional / local groups which can assist it in promoting resident involvement.


	(a) Further to the review of the policy in 1.1.1, determine the extent to which the Association and its tenants have considered membership and attendance of other forums to promote resident involvement.   For example, attendance at TPAS training events, conferences; linking with other Association’s Resident Groups; etc.

(b) Subject to (a) above, obtain evidence in support of the membership / attendance at national / regional / local events.

	
	2.1.11
The Association provides regular updates to its tenants to keep them informed of service developments.

NB This information should be circulated to all tenants irrespective of tenure, housing type, etc.
	(a) Using the Policy in 1.1.1 (a) and through interview with staff and resident representatives determine how the Association keeps in touch with tenants. 

Common examples include: Regular Newsletters; Annual Report; Periodic mail shots accompanying rental statements; etc.

Assess the extent to which these mechanisms are reflective of the Equality and Diversity 


NB Please see the   Chapter on Equality and Diversity to assist in this assessment and consider format, style of such information.

(b) Determine if information provided to tenants is also distributed and available to staff.

	
	2.1.12
The Association provides its tenants with annual feedback on performance.
	(a) Ascertain if the Association provides an annual report on its activities for the year to tenants.  If so, obtain a copy and review for appropriateness.

(b) Ascertain if the Association has considered holding an annual meeting for its tenants, or alternatively a series of smaller briefing sessions.  If so, obtain evidence of the undertaking of such meetings / briefings and consider the levels of attendance.



	
	2.1.13
Tenants are provided with, and allowed to make a significant contribution to the content and style of information distributed to tenants. 
	(a) Using the methods identified in 2.1.11 and 2.1.12 above, determine the extent to which tenants have been allowed to, and been involved in the content and style of such documents.  For example, is there a tenants’ editorial group, do they carry pictorials / correspondence sent in by tenants; are changes made as a result of feedback / surveys of tenants; etc.



	
	2.1.14
The Association regularly    surveys its tenants for levels of satisfaction.  


	(a) Confirm the Association regularly surveys its customers.  For example, moving in survey, repairs and maintenance; development; annual resident survey, etc.

       NB In undertaking a tenant’s survey, the methodology employed should be consistent with the National Housing Federation STATUS standard resident satisfaction survey.  

(b) Review the content of the surveys used to ascertain the extent to which these can be used to shape and improve services provided.

(c) Using the results of (a) and (b) above, assess the recent results of surveys and examine the extent to which the Association has acted upon these.  For example, undertaken additional surveys, focus groups to understand the results and introduced an action plan, changes in services, etc.



3.
COMMUNICATION OF THE RESIDENT INVOLVEMENT POLICY AND PROCEDURE

	Key Risk / Implication
	Expected Key Control or Process
	Suggested Tests

	3.1
Board Members and Staff do not know what they are responsible for, or how they should carry out their duties, leading to non-compliance with legislation, Housing Corporation guidance or organisational policy and procedures.  

 
	3.1.1
The Association has publicised its Resident Involvement Policy and / or summary of to its staff, tenants and other stakeholders.  

NB Without publishing its policy there is a risk tenants are unaware of the means of participation and how they can become involved.   

	(a) Confirm the Association has publicised its Resident Involvement Policy and or summary through review of its intranet, website and other literature (e.g. tenants handbook, leaflets; etc).  

(b) Confirm the Association has taken account of equality and diversity in publicising the policy by offering information in other forms such as hard copy, translations, Braille, large print, etc.

(c) If the Association has chosen to publish summarised documents obtain copies and review against the full policy to confirm it is consistent.



	
	3.1.2
The Resident Involvement Policy or summary is available for inspection / accessible in the Association’s premises, including main, regional, district and neighbourhood offices.


	(a) Visit a sample of the Association’s premises to confirm that the Resident Involvement Policy or a summary is available.

 

	
	3.1.3
The Association has provided its Board Members, Staff, and Representatives from Resident groups with training on Resident Involvement. 

NB Other forms of support for Board Members, in particular Resident Board Members could involve coaching and mentoring in specific areas.


	(a) Obtain a copy of the training programme for the Board and confirm coverage of Resident Involvement.

(b) Obtain evidence of the formal delivery of training courses on Resident Involvement.  For example, copies of handouts / materials used and Board minutes.

(c) Review the Board’s current list of members against attendance records from Resident Involvement training courses to confirm receipt of training by individual board members.

(d) Obtain a copy of the training programme for Staff and confirm coverage of Resident Involvement.

(e) Obtain evidence of the formal delivery of training courses on Resident Involvement, for example, copies of handouts / materials used.

(f) Review the current Staff list against attendance records from Resident Involvement training courses to confirm receipt of training by individual staff members.

(g) Taking into account 3.1.10, establish if a formal training programme for residents / resident groups has been established.

(h) Obtain evidence of the formal delivery of training courses For example, copies of handouts / materials used.

(i) Review attendance records from training delivered to tenants to confirm this is utilised effectively.



	
	3.1.4
The Resident Involvement Policy and associated policies and procedures are reviewed on an annual basis to confirm they remain up to date with legislation, etc.
	(a) Using the results of testing in 1.1.1, 1.1.3 and 1.1.4 confirm policies / procedures have been subject to review on an annual basis.  NB This can be determined through version control / review dates on the documents themselves and / or minutes of the Board / Sub Committee’s and Senior Management Team.
(b) Using the result of (a) confirm that the polices / procedures publicised in 3.1.1 and 3.1.2 remain the most current.



	
	3.1.5
The Association remains up-to-date with current initiatives / best practice.


	(a) Confirm that the Association has a clear process for ensuring it remains up to date with current developments in this area.  For example, participation in national/ regional forums, attendance on training courses, etc.

(b) Confirm that the Association has considered commissioning an independent review of its Resident Involvement arrangements.  If so, obtain a copy, confirm an action plan has been agreed, and progress is formally monitored.

(c) Familiarise yourself with recent guidance / publications (e.g. websites, trade journals) and review the Resident Involvement Policy / procedures to confirm they remain up to date.  In addition, consideration could be given to interviewing a sample of staff to confirm awareness of recent / proposed changes.  NB The TPAS website will be a good reference tool in undertaking this particular test.



4.
MANAGEMENT INFORMATION, REPORTING AND CONTINUOUS IMPROVEMENT

	Key Risk / Implication
	Expected Key Control or Process
	Suggested Tests

	4.1
Poor decision making, due to poor quality or timeliness of information provided to management.
	4.1.1
The Board and / or Sub Committee receives regular performance reports on Resident Involvement.

Example Performance Indicators may include:

Membership of the Board

Number of Resident/ Resident Groups

Levels of Participation and attendance in Resident/ Resident Groups

Membership / involvement in Best Value review groups

Levels of satisfaction with services, including tenants perception of the ability to shape and influence the design of such services

Consultation exercises undertaken


	(a) Review a sample of board minutes and supporting papers to confirm receipt of regular information on Resident Involvement.

(b) Review performance reports presented and consider the extent to which they provide information concerning the objectives and targets within the Resident Involvement Policy.

      NB Resident Involvement information may be reported though a number of reports as opposed to one overall report.  For example, reports on the award of repairs and maintenance contract; leaseholder consultation exercises, etc.



	
	4.1.2
Senior Management receives regular performance reports on the area of Resident Involvement.


	(a) Review a sample of Senior Management meeting minutes and supporting papers to confirm receipt of regular information on Resident Involvement.

(b) Review performance reports presented and consider the extent to which they provide information concerning the objectives and targets within the Resident Involvement Policy.



	
	4.1.3
Performance information is generated in an accurate and reliable manger.
	(a) Obtain examples of performance reports generated for the Board and Senior Management Team and ascertain through interview the basis on which information is generated and review adequacy of controls in place to confirm accurate and reliable including independent review, data validation routines.

(b) Take an example of the most recent report for Board and Senior Management Team and trace back to the MI system and source data where possible and comment on adequacy and completeness of audit trail.



	
	4.1.4
The Association publicises its performance in regard Resident Involvement.


	(a) Obtain a copy of the most recent Annual report and review outcome of any objectives / targets established for Resident Involvement.  NB If performance is indifferent or declining what measures the Association is to put in place and a mechanism for tracking to confirm implemented.
(b) Obtain and review examples of recent newsletters to tenants and stakeholders and review the extent to which performance on Resident Involvement is reported.



	
	4.1.5
The Association reviews its Resident Involvement performance on an ongoing basis including comparatives to previous periods, similar organisations and other benchmarking information


	(a) Using the review in 5.1.1 (a) confirm the Association considers trends / comparatives with previous periods, similar organisations and other benchmarking information on a regular basis.

(b)
From review in (a) consider if the Association is able to demonstrate continuous improvement in this area.  For example, increasing levels of involvement across the resident base through surveys, membership of resident groups; improving levels of satisfaction; etc.



	4.2
Inability to demonstrate continuous improvement in service delivery.
	4.2.1
The Association is able to demonstrate continuous improvement in its systems and processes in place for Resident Involvement.
	(a) Obtain and review the content of any reviews undertaken in this area such as Best Value, Audit Commission Inspection.  Confirm where an action plan is in place, performance against this is regularly monitored and reported.

(b) Using performance information obtained in 4.1.1 undertake a trend analysis of information reported (where practical) to determine if figures demonstrate improved performance or areas of indifference / concern.

(c) If the Association has recognised performance issues, is there an action plan in place to resolve these and is this critically reviewed and managed.

(d) Determine the extent to which the Association has sought to evaluate the costs / benefits of each of the mechanisms employed in Resident Involvement and how it has sought to develop these to confirm the efficient use of resources.



	
	4.2.2
The Association has a complaints policy and procedure and is able to learn from its complaints.


	(a) Obtain a copy of the Association’s complaints policy and procedure and confirm this complies with best practice.  For example, the Housing Corporation Good Practice Guide to Complaints.

(b) Select a sample of complaints and review for compliance with the policy and procedure in (a) above.

(c) Using the sample in (b) evaluate the extent to which the Association is able to demonstrate continuous improvement in those areas subject to complaints.  For example, has a policy been changed and consequently the number of complaints fallen.

(d) Obtain performance information on complaints for the last two years, and determine if there are any trends / specific issues associated with resident involvement in services.



	4.3
Board and senior management groups fail to consider resident involvement as an integral part of the decision making process which may result in actions which are contrary to the expectations of residents.
	4.3.1
Meetings of the Board and any Sub Committee’s have a Resident Involvement dimension.


	(a) Obtain and review copies of Board and Sub Committee minutes and supporting papers and assess the extent to which Resident Involvement is considered as part of the routine business of the Association.  For example, attendance by resident representatives, do agendas have a standing item on this area, are minutes from resident groups received, are regular reports on progress against the objectives in the policy brought along.



	
	4.3.2
Meetings of the Senior Management Team (SMT) have a Resident Involvement dimension.


	(a) Obtain and review copies of SMT minutes and supporting papers and assess the extent to which Resident Involvement is considered as part of the routine business of the Association.  



	
	4.3.3
Team and Departmental meetings consider Resident Involvement.
	(a) Determine if the Association has a formal process in place to advise Staff of the need to hold regular team / departmental meetings and if there is any guidance as to the items to be considered as part of these including discussion of resident involvement matters.

(b) Subject to (a) above, select a sample of teams / departments and review evidence in support of the regular undertaking of such meetings and the extent to which consideration of resident involvement features.


NB One mechanism the Association may employ is the periodic attendance of such meetings by the dedicated Resident Involvement Officer to update on new initiatives, etc if one is in post.
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