Impact Assessment of Resident Involvement activities - April 2014 to March 2015


	Annual Report Group
	Service Area: Corporate


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A group of residents who convene specially to prepare and scrutinise the Annual Report to residents. The Group gives direction on the format, design and content of the Report and assist with proof reading of drafts. This helps to ensure that the report is well written, has an attractive layout and is meaningful to residents

	One Group meeting took place to determine the style and agree the key themes to be covered in the Report. Group members then gave guidance by email and over the phone on the style and content of the Report drafts. The group decided to make the 2014 Report a story based one, with the theme of “so what does this mean for residents?” lying behind each item in the Report
	For the 2014 Report, the Group started by agreeing a core set of “essential” articles (eg, repairs, welfare reform) and a group of “desirable” articles (eg, ASB, staff volunteering) if space allowed. The Group also confirmed that the Report should be a reduced 12pp report with no summary version. 
The Report was produced and sent out with the autumn edition of Home News after being published on the Hexagon website in time for Hexagon to meet its regulatory requirements. 


	Total activity cost: £145
	Total staff cost: £520
	The 2013/14 Annual Report to residents was produced and sent to all residents. As well as determining the format, layout and style of the Report, residents gave a big steer as to what they wanted to see covered in the Report. The items requested by the residents included staff volunteering in the community, the impact of the bedroom tax, the procurement of the new repairs contractor, the Academy, rent arrears in the context of financial difficulties faced by residents, governance, how Hexagon is delivering on energy efficiency and a visual map showing where Hexagon stock is located. 

	
	
	
	Total cost: £665
VFM: - in last years Assessment, the activity cost included the contract costs for the design, artwork and printing of the Report. This is not shown in this Assessment because those contract costs would’ve still been incurred if the Annual Report Group did not exist.
Taken the overall costs for the Annual Report Group alone, this is shown to be a very low cost activity
	


	Care & Support residents meetings
	Service Area: Care & Support


	What is it
	What happened 
(outputs)
	What was achieved 
(outcomes)
	Cost

including VFM Assessment


	How has this made a difference 

(impact)



	1) house meetings (weekly in 2 homes; monthly in the other) to discuss issues related to that particular home
2) Feedback Sessions for residents of all 3 homes to meet together and discuss issues affecting accommodation, support services and educational and recreational activities in the homes
3) Havil Street quarterly residents meeting at the scheme for residents with long-term health needs.

	Combined, the 3 homes have held 102 house meetings which are attended by the majority of the residents from each home
Four Feedback Sessions were held where responses from managers to issues earlier raised by residents around outstanding repairs, pest treatment, wi-fi availability and health issues was communicated back to residents. At one meeting residents were introduced to the annual residents satisfaction survey which was explained in greater detail. After completing their survey returns, the results were fed back to residents at the next meeting.
Although last two Havil St meetings were poorly attended, the officers found them useful because they could follow up with the ongoing issues. 
	Residents made suggestions for group activities and outings, many of which were subsequently arranged.
From the house meetings, residents allocated chores and organised joint menus for communal meals

Through the meetings, residents were involved in selecting their colour choices for internal decorations. 

Meetings identified specialised speakers, following which agencies such as “Wheels for Well-Being”, SHARE project, drug & alcohol services, welfare benefits, local police (re: personal safety) addressed meetings in the homes.

Residents have contributed with articles and photography to Newstead News.

Following extensive consultation, residents at Havil St were involved in choosing a new stairlift for the scheme.

Officers were able to collect lots of feedback from Havil St residents on the repairs performance, particularly regarding that of the contractor, Richardsons.
	Total activity cost:
 £510
	Total staff cost: 
£2,125
	C&S residents are now more aware of their relationship to Hexagon as their landlord. They are further aware of how accountable the services are to them, and are now comfortable that they can raise issues of concern at meetings rather than remain silent.

Following one of the Feedback Sessions, residents are now involved in staff recruitment. They are consulted on the interview questions and as part of the recruitment process they meet with candidates and then feed back to the interview panel.
At the Havil St meetings it emerged that there were problems with the emergency call system which were subsequently looked into and it is planned to replace the system following residents consultation.

After dissatisfaction from Havil St residents with the standard of grounds maintenance, site meetings were arranged with the contractor at which residents attended to put their views. This subsequently led to improved satisfaction with the service.

	
	
	
	Total cost: £2,635
VFM:- In spite of the huge number of meetings that take place, this activity does not incur attendance or travel costs to residents as all the meetings take place at the nursing homes or schemes.
Staff costs relate to officers attendance at the meetings and pursuing follow-up work arising from each meeting

Given the amount of meetings that took place, the total cost represents very good value for money.

	


	Contractor Selection Panel
	Service Area: Communications


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	Residents sit on panels along with managers to interview and evaluate contractors tendering for a service contract. Residents on the panel have an equal say with staff when arriving at a decision to award the contract
	One resident-facing contract was up for renewal this year, which was the design contract for producing Home News / Residents Annual Report / Corporate Report. 
One resident, recruited from the Readers Panel, sat on the four person panel and interviewed a short-list of contractors. The resident contributed a question to the list of agreed questions that was asked of all contractors.
	A 3 year contract (+ 1yr possible extension) was awarded to the successful contractor. Having a resident on the interview panel helped to ensure that residents priorities were considered as part of the questions asked of each contractor and in the decision of awarding the contract
	Total activity cost: 
£60

	Total staff cost: 

£620

	Undertaking this exercise has a direct outcome on the presentation of Hexagon’s key communication channels for the next 3 years. Including a resident on the panel helped to ensure that the resident’s perspective was reflected in the questions asked of potential contractors and in the assessment of the quality of the contractors when it came to making the decision.

	
	
	
	Total cost: £680
VFM:- a very low cost activity but one which has an overwhelming bearing on Hexagon’s key communication platforms. Therefore, very good value for money.
	


	Co-op Seminar
	Service Area: Agency managed stock


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	An annual event which is aimed at all co-op managed residents to come together to discuss policy related issues as these affect co-op members. The Seminar gives an opportunity for residents to question the likely impact that policy proposals would have on co-op managed residents.

	Managers delivered presentations on Starter Tenancies, Disposals and Energy Efficiency in the Home
The Seminar was attended by 20 residents, which is two less that the previous year’s event, and one co-op staff member
	Co-ops were given a clear understanding that if they were to introduce Starter Tenancies, that they would need to a policy covering what co-op engagement means and be absolutely clear about what is expected of being a co-op member
The revised disposal long-list was discussed and from this discussion, staff agreed to consider the suggestion that a disposal replacement policy be implemented for BTC only as this co-op has 46% of its managed stock on the long-list

The Seminar welcomed the presentation on energy efficiency and recommended that the advice contained in the presentation was made available to the wider tenant base.
	Total activity cost: 
£637

	Total staff cost: 

£550

	As a result of the Seminar, co-ops are now considering whether or not to bring in Starter Tenancies. 
Taking the recommendation from the Seminar consultation was undertaken with BTC regarding possible replacement of stock where a unit was disposed of. This led to a procedural agreement on disposals and replacements being put in place between Hexagon and the co-op.

The presentation on energy efficiency in the home was turned into an advice article and published in the July 2014 edition of Home News

	
	
	
	Total cost: £1,187
VFM:- We were able to keep the activity costs the same as the previous year and we also reduced the staff costs in the planning of the event
Attendance equates to £59 per resident which is a lower cost than last years cost per resident attending
	


	Estate Champions
	Service Area: Estate Services


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	Residents who volunteer to inspect the communal areas of where they live and report any problems to Customer Services as and when these arise and need attention. 

This is one of the longest standing involvement activities in Hexagon
	Over the year four residents resigned as Estate Champions (ECs) whilst two residents were recruited as new ECs to bring the number of EC’s to 22 which is down from last year’s figure of 24. 

All EC’s submit a report every month detailing the estate issues identified and when these were reported. This information is used to monitor the orders which have been raised and to chase any that are overdue. 


	The reporting from ECs led to at least 78 orders being raised for repairs to bin stores, communal doors, estate lighting, fencing, water leaks, intercom systems, smoke detectors, lifts, glazing, car parks and blocked drain pipes. 

Additionally ECs reported back on the standard of communal cleaning and also on those occasions when the cleaner didn’t turn up.
	Total activity cost: 

£3,900
	Total staff cost: 

£1,416
	The work of the Estate Champions means that residents in over 1,000 properties are benefitting from the regular reporting of communal repairs and monitoring of estate cleaning and grounds maintenance

The Estate Services Review found that the role description for ECs is very vague. Based on this finding, ECs were sent a set of clearer expectations of their role along with a recommendation that the carry out an inspection of their estate at least once a week.

	
	
	
	Total cost: £5,316
VFM:- the total costs shows good VFM as the work of EC’s captures estate issues/disrepair which would otherwise likely go undetected until the next occasion of the Housing Officer estate inspection.
	


	Estate Grading Group
	Service Area: Estate Services


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	Working in teams of two, this is a group of residents who go round and take a view of a selection of estates/blocks. This is a scrutiny activity where residents assess the communal areas of estates/blocks against the Estate Service Standards but from a residents viewpoint. 


	Five residents working in two teams carried out on-site grading to 11 estates/blocks in the Southwark and Lewisham areas.
Of the blocks graded, one was awarded gold, nine were awarded silver, and one estate was awarded bronze. The grading teams had a number of suggestions for improvement which formed the bases of an action plan which is currently being delivered on by the Housing Services and Responsive Repairs teams
	The main issues identified by the Graders were provision of estate notice boards, renewing of fencing, communal repairs needed (lock to main door, lighting), paving slabs, better block signage, fly tipping, standard of cleaning, dumped furniture, and out-of-date notices on the estate noticeboards
The Graders also suggested improvements to certain areas such as provision of block signage, installation of external lighting, 

All recommendations have been captured on an action plan which is being regularly reviewed and nearing sign-off
	Total activity cost: 

£920
	Total staff cost: 

£1,066
	The project demonstrates that residents will often see things that may be missed by housing staff. This may be because the graders have more time to carry out the grading visit than Housing Officers do whilst making regular inspections. Also, the graders are trained in the Estate Services Standards and will be very diligent to seeing how the standards are being applied. It also shows how graders bring a residents perspective which helps to identify where improvements can best be made to our estates.

	
	
	
	Total cost: £1,986
VFM:- as a project which has an huge impact on the appearance of the estates, this represents very good VFM
	


	Financial Inclusion Readers Group
	Service Area: Communication


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A small group of residents who have recently formed to review literature and information which Hexagon sends out to residents to ensure that it is understandable and jargon free. 
	One meeting has been held so far to discuss the production of a money guide for residents. Residents indicated their priorities for what should be included in the Guide, and further options were considered. 
	The Group have worked closely with the Financial Inclusion Adviser from which a 25pp booklet The Hexagon Guide To Your Money has been produced covering the main money areas affecting residents along with useful contacts for advice and further information. 
	Total activity cost: 

£65
	Total staff cost: 

£152
	The Guide, which was reviewed by the Group, is currently being finalised and will be made available to all residents, as well and being posted on the Hexagon website.
The Group is not likely to be convened again until later in the year when Hexagon prepares its information on Universal Credit

	
	
	
	Total cost: £217
VFM:- a very low cost activity which has influenced the information provided to residents
	


	Grant Panels
	Service Area: Community Investment


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A panel of residents who meet to decide on the allocation of the Neighbours and Community Fund for community projects and on the Young Achievers Awards  
	The Panel met twice to review the Neighbours and Community Fund and the Young Achievers award. With the subsequent ending of the Neighbours and Community Fund and the Young Achievers Award, the work of the Grant Panels has come to an end and the Panels have been wound up
	Lessons were learnt by Panel members on meeting etiquette ie, read the paperwork before the meeting, stick to the agenda timings and arriving on time for meetings. 
The review led to the targeting on the Young Achievers Awards on specific activities and also to the ending of the Neighbours and Community Fund. 
	Total activity cost: 

£680
	Total staff cost: 

£375
	The Young Achievers Award is now directed towards schemes which foster youth employability and skills work activities.
The ending of the Neighbours & Community Fund has meant that that Community Investment budget is now focused on business start up initiatives and community learning projects

	
	
	
	Total cost: £1,055
VFM:- a high cost activity for 2 meetings but once which has helped to refocus priorities in the spending of the Community Investment budget
	


	Open Meetings
	Service Area: Responsive Repairs and Estate Management


	What is it
	What happened (outputs)
	What was achieved 
(outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	Ad hoc meetings around a particular issue which are arranged by Hexagon and which take place in a locality close to where residents live. These meetings are attended by service managers and are open to all residents to attend and participate in
	Following the award of the repairs contract to Richardson’s, two open meetings were arranged in Catford and Erith. These were arranged to residents to meet the new contractor and to ask questions on how the service would be improved under the new contract.
Following residents dissatisfaction expressed to local cllrs, an open meeting was held for residents of Parkspring Ct and Atrium Ct at which attended by CEO, directors, managers and local cllrs. The meeting was attended by 23 residents.
	There was no outcomes from the contractor meetings at Catford and Erith because hardly anyone turned up. Three residents attended the former, and one resident attended the latter. The only leaning outcome from this exercise is that it shows that it is risky arranging open meetings where residents haven’t requested it in the first instance.
The meeting in October at Parkspring/Atrium saw a range of issues raised by residents including repairs to front entrance door, internal communal doors, estate lighting and lifts and well as other issues concerning car park security, fire alarm going off frequently, blocked refuse chutes, standard of cleaning and poor communication from Hexagon. These issues were captured in an action plan with 24 action items which was delivered on and completed in January

	Total activity cost: 

£961
	Total 
staff 
cost: 

£1,338
	No direct impact arising from the contractor meetings other than a reaffirmation that calling meetings “cold” without  a prior demand from residents is not a useful exercise
Following the concerns raised by residents at the Parkspring/Atrium meeting a range of repairs and improvements were put in place including the replacement of the front entrance door, new communal doors installed, general letter to all residents on the use of rubbish chutes, staff who were named as not responding to emails have been spoken to, regular progress reports on long standing issues were posted up on the communal notice-boards, new communal lighting has been installed as well as a number of long standing repairs being completed.

	
	
	
	Total cost: £2,299
VFM:- Nearly all the activity costs relates to the contractor meetings at Catford and Erith and covers venue hire, printing of publicity and catering.
Much of the staff costs are taken up with the number of staff attending the Parkspring/Atrium meeting and delivering on the subsequent action plan

A mixed VFM judgement in that the contractor meetings were very poor VFM, however the Parkspring meeting led to the resolution of residents concerns, so very good VFM
	

	Performance Review Group
	Service Area: Organisation wide


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A scrutiny panel which provides an independent assessment of the services provided to residents. The residents assessment is carried out by reviewing the quarterly performance indicators across a range of forward-facing services.
	Four meetings of the PRG took place, however one of these was inquorate. There was also a scrutiny training session attended with residents from the Repairs Group.
The PRG made one recommendation to the Board which concerned the high turnover of surveyors which residents felt had an adverse effect on the level of void turnaround times.
Following the Customer Service Manager’s presentation on how the Customer Service performance is measured, the PRG comments were fed into the Contact Strategy and this service area is now added as an indicator and reported on at each PRG.
The PRG reviewed the Local Offers and were satisfied with the service delivery under each commitment.
	For half of their meetings the PRG held their counsel on the repairs performance because of the transitional period following the termination of the repairs contract. Nevertheless the PRG comments helped influence the strategic decisions on the interim arrangements and how the new arrangements would need a reserve contractor.
Following a recommendation from the PRG, the Hexagon text number is now included in the “Getting In Touch” section of every Home News.
As a result of their review of repair performance, the PRG asked for the PSD to submit an information item on emergency repairs into Home News. This was published in the October edition.

At the PRGs request, a progress report on resident involvement is now sent to each PRG meeting for consideration.
	Total activity cost: 

£1,080
	Total staff cost: 

£871
	In the absence of hard survey evidence, the feedback from the PRG was a factor in establishing how the repairs contract difficulties were affecting residents. Also the PRG sought and obtained assurances as to what systems are in place for monitoring the performance of the smaller contractors. In the wake of the termination of the contract with Richardson’s, the PRG questioned what Hexagon had learnt following the procurement process. As a result, the next round of procurement will have a longer lead-in time, more detailed training for residents on the panel, greater support for panel members during visits to contractors and an enhanced role for the consultant 
The fact that one of their four meetings was inquorate has limited the scope of their scrutiny. In response to this a new round of recruitment has been undertaken where four new residents have been shortlisted for two vacant places which have come up on the PRG.

	
	
	
	Total cost: £1,951
VFM:- a medium cost activity which gives good VFM as a scrutiny panel. 
	

	Readers Panel
	Service Area: Communication


	What is it
	What happened 
(outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment

	How has this made a difference 

(impact)


	A regular panel of residents who review each issue of Home News. The main objective of the Panel is to ensure that the magazine is jargon free, easy to understand and of interest to the general readership
As well as reviewing each issue of Home News, the Panel also make recommendations for topics or features to be covered in future issues
	Four Panel meetings took place where residents took an active part in: 
· providing feedback on each edition of Home News 

· making suggestions for items to be included in future editions
· making recommendations on layout and design
· submitting items for inclusion in the magazine
Each meeting reviewed Home News page by page and residents fed back on the clarity of each article.

	The Panel originated a new feature known as “Tenants Tips” and two Panel members contributed their tips for around the home.
Another new feature has just been introduced at the request of the Panel, “Healthy Recipe” where a Panel member contributes her recipes tips for healthy cooking of low cost meals.
The Panel continues to shape the style and content of Hexagon’s main communication vehicle
	Total activity cost: 

£530
	Total staff cost: 

£436
	Following a steer from the Readers Panel, more attention is paid at the design stage to avoid “dead space” and the density of text on the page. The Panel have also insisted that photos in the magazine contain a caption, and this is now something which is adhered to.
The Panel have challenged where they feel that acronyms have been used or where sentences have been unwieldy. This has helped to ensure that the magazine continues to be produced in an accessible and readable style.

The Panel continues to influence the style of the content by requesting that articles are written in an accessible and readable style

	
	
	
	Total cost: £966
VFM:- a low cost activity but one which provides good VFM because residents have a direct influence on the principal means of communication with residents generally
	


	Reality Checking
	Service Area: Organisation wide


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A large group of residents who submit reports on their experiences for each occasion after they’ve contacted Hexagon over the phone.

Reality Checkers do not hold meetings but instead submit their individual feedback via post and email.
	A total of 41 residents submitted 76 reports recording their opinion on how their call was greeted, whether the staff member was helpful, enquiry was addressed, whether they were informed as to what would be happening as a result of their phone call and finally what impression they got of Hexagon as a result of the phone call.
	Repairs remains by far and away the reason why contact is made into Hexagon, with 77% of Reality Checkers phoning because of failure in this service area. 
The experience at first point of contact has improved on the previous year and remains very positive with 94% of Checkers finding the staff helpful. Similarly 79% reported that the staff that they spoke to was able to deal with the enquiry.
	Total activity cost: 

£1,025
	Total 
staff
cost: 

£396
	The year saw an expansion of the number of Reality Checkers as well as a drive for reports to be submitted electronically. 
The real-time findings from the Reality Checking returns forms the basis for CSC staff training and coaching and helps deliver continuous improvements to the quality of service at the first point of contact 

	
	
	
	Total cost: £1,421
VFM:- in view of the feedback provided and the numbers of residents involved, this represents good value for money
	


	Repairs Group
	Service Area: Responsive Repairs


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A sub-group of the PRG but which includes non-PRG residents sitting on it. This is a scrutiny group which assesses how well the responsive repairs services are working to the expected standards and makes recommendations on instances of service failure. The Group meets with the contractors and the service Manager to review performance and discuss identified areas of concern


	The Group was only able to meet 3 times as the January meeting was cancelled due to non availability of the manager and also no main contractor in place. 
The Group reviewed with BSW their performance on boiler breakdown repairs and gas safety checks.
The Group also discussed with the PSD the issues and concerns with the failed contractor and considered the proposals for the reorganisation of the service into 2 main patches under a new contract
	The Group have had a limited opportunity to review performance with the contractor because Richardsons were taken off the contract some 6 months into it. The Group were only able to meet with Richardson’s once which was early in the term of the contract and too soon to review performance information. By Q2 the Group wanted to raise concerns over emergency and routine repairs as well as the sharp rise in complaints. The Group had also planned to discuss the negative residents feedback expressed at Residents Day with the contractor but by the time of the meeting Richardsons were off the contract.
	Total activity cost: 

£795
	Total staff cost: 

£449
	As with the PRG, the scrutiny work of the Repairs Group has been hampered because of the transitional arrangement with the main contract. Nevertheless the Group have arranged with BSW to keep their winter performance under review particularly in terms of completion times, availability of parts on the vans, and keeping residents informed on the likely conclusion of their repairs.

	
	
	
	Total cost: £1,244
VFM:- a medium cost scrutiny activity which has delivered contractor accountability for their seasonal performance on heating and hot water repairs. An activity which delivers very good VFM

	


	Residents Day
	Service Area: Organisation wide


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A residents-focused annual event open to all residents, this is an opportunity for residents to find out about Hexagon’s performance over the past year, hear the priorities for the year ahead, talk about the issues that matter most to them and meet various contractors and partners. 
This year the event took place at the Employment Academy in Peckham

	The seventh annual resident’s event saw 102 residents attending which represents a 47% on the previous year’s attendance, and the second highest in the events history
Workshops were held on repairs, “supersaver”, a DIY practical workshop and a motivational session delivered by a Hexagon resident.
The Residents Forum elected a full committee for the year ahead

Twenty two residents received recognition certificates for their achievements in the Academy and in involvement activites

	The motivational speaker achieved a 97% satisfaction rating on her workshop
Feedback from the event showed an 98% satisfaction rating which is an increase on the previous years 85%.

Although an increase on the previous year, the choice of venue received the second lowest satisfaction in the history of the event with 74%. This was a reflection on the site issues of the day with the lifts going out of order and problems with the PA equipment.
The Question Time session got its lowest rating in its history with 75%. A subsequent focus group of attendees attributed this to the session being high up on the agenda and recommended that it takes place after the workshops.
A total of 14 wi-fi enabled tablets were donated by Hexagon contractors to a value of over £1,000 plus an 32” TV which was unclaimed from the previous years event.
	Total activity cost: 

£12,346
	Total staff cost: 

£1,961
	The extent of residents dissatisfaction, along with lurid examples, expressed over the performance of the repairs contractor became the catalyst for dealing with the contractor failings head-on. 
Residents issues raised regarding cyclical maintenance were followed up and resolved after the event
The Community Investment team saw 22 residents register for their activities following the event.

	
	
	
	Total cost: £14,307
VFM:- the highest cost involvement activity where the venue and catering costs take up a huge proportion of the budget. There is high staff costs due to the extent of planning the event and the amount of staff present on the day to deliver the stewarding
The total cost is equivalent to £140 per resident attending which is a reduction on the £161 of the previous year. This reverses an upward trend in cost per resident, and efforts will be re-doubled to bring this cost down again next year. After the value of the contractors donations are factored in, the total cost reduces to £130 per resident attending.
	


	Residents Design Focus  Group
	Service Area: Development


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	Plans for new development schemes are reviewed by residents who bring their experiences of living in a new-build schemes to the table. Residents make suggestions to ensure that the living accommodation and communal areas are suitable from a residents perspective and are beneficial for new residents moving in
	Two Design Groups held:
· London Rd, Crayford

· The Cricketers, Croydon

Taking the two schemes together, residents made comments and suggestions to planned developments for 50 units.
	Residents raised concerns for the London Rd scheme that people would be able to look into the bedrooms of each property whilst walking along the balcony. It was suggested that this could be remedied with placing removable ‘frosted glass’ across the lower part of the windows.
For The Cricketers scheme, residents recommended replacing 5 of the parking spaces with a small central green amenity area. It was also recommended that more windows be installed to each unit to allow for more natural light and better natural ventilation. 

	Total activity cost: 

£180
	Total staff cost: 

£175
	Residents recommendations on less parking space and more green amenity is being considered by the planners.
At the residents suggestions, the kitchens of the two schemes will have one larger cupboard rather than two smaller ones to improve storage capacity

As a result of concerns raised at the Design Panel about noise transference, all new units will be tested to ensure that they comply with Hexagon policy, as well as exploring the cost implications of laying carpets in flats instead of vinyl flooring

	
	
	
	Total cost: £355
VFM:- a very low cost activity but one which has great practical benefit for tenants of new schemes. 
	


	Residents Focus Groups
	Service Area: Policy and national consultation


	What is it
	What happened 
(outputs)
	What was achieved 
(outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	One off meetings with residents to consult about a particular issue and to gain greater insight into residents priorities. Focus groups enable consultation to be concentrated on one topic or to engage directly with a particular section of the resident base


	Five focus groups took place:

· Website Redesign 
· Residents Day planning

· Residents Day review

· Website testing

· Estate Services contract

Residents reviews the contract specifications for estate cleaning and grounds maintenance. 

Those involved in the Estate Services and the website focus groups have potential for further engagement as each project develops
	Residents gave valuable feedback on using the draft version of the new website, particularly around ease of navigation and size of the text.
Prior to Residents Day, a group of residents helped structure the agenda as well as suggest activities for the event. Subsequent to the event, a focus group of attendees have made recommendations for improving the 2015 event
Residents confirmed that the overall standard of estate cleaning and gardening was good and advised against offering an enhanced service at extra cost


	Total activity cost: 

£685
	Total staff cost: 

£491
	Following residents testing and feedback, changes were made to the new website in terms of layout, design, location of residents information, size of text and the hosting of the Google translate service all before the website went live.
Input to the Estate Services contract has resulted in closer monitoring of the services particularly with regard to picking up litter in garden/planted areas. The suggestion of a fault log for the contractor to record issues will be introduced and reviewed by the Estates Services Contract Monitor for when the contract starts in 2016

	
	
	
	Total cost: £1,176
VFM:- a medium cost activity which provides valuable feedback for shaping services and contracts. Very good VFM
	


	Residents Forum
	Service Area: various


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	The main consultative forum for reviewing policies and agreeing new initiatives with residents. The Forum meets with service managers and provide comment and feedback on policy areas. 

	The strategic items which were consulted at the Forum included:
· Single Equality Action Plan
· VFM Strategy
The Forum also considered the complaints handing process and discussed with the Repairs Manager the implications for residents within the context of Richardsons been taken off the main contract. 
The Forum have strengthened its relationship with the Board with attendance of a Board member at each Forum meeting and recently two Forum members attending the Board

The Forum have agreed to undergo a review of their effectiveness to be led by an external consultant. 
	The Forum put forward useful suggestions around raising diversity awareness among both residents and staff
The Forum made the first use of its recently acquired powers to refer issues to the Board by recommending that operatives who were previously with HRT but were now facing redundancy with the ending of the Repairs contract should be taken on under a new contract.

In the wake of a badly-run meeting, the Forum spent the latter part of the year considering whether to undergo a review into its effectiveness. It finished the year by drawing up a brief for consultants to submit a tender to led the review with the Forum
	Total activity cost: 

£3,130
	Total staff cost: 

£809
	The Residents Forum made suggestions regarding the collection of profile information on beliefs and sexual orientation. These suggestions were used in the staff profile survey.
The Forum identified their spending priorities where Hexagon to make savings which are then plowed back into the service. These were reported to the Board and are shown in the VFM Strategy.

The end of a checkered year for the Forum led them to undertake a review into the structure of their meetings, training needs, size of the Forum, the use of incentives for meetings and to consider whether their constitution is fit for purpose. It intends to engage in a consultant-led review and report its comments to the outcome of the review later in 2015/16.

	
	
	
	Total cost: £3,939
VFM:- a high cost activity which is a reflection of the numbers of residents that sit on the Forum. This will be under consideration at the forthcoming review
	


	Residents Inspection
	Service Area: Stock Improvement


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A pool of residents who have been trained in how to carry out inspections into service areas and report back their findings. This is the most intensive form of involvement activity and one where Inspectors scrutinize the service from residents’ point of view to a) check compliance with our own policies & procedures and b) to suggest improvements to the service
	A team of 3 residents carried out a full inspection of the Cyclical Decoration service. 

Following a training/refresher session, the Stock Improvement Manager delivered a briefing session to the inspection team. 

Inspectors reviewed the Cyclical Decorations policy before carrying out a desk-top review of the programme with the surveyor. The Inspectors then undertook 2 site visits to assess the quality of the decoration works in progress, and interviewing two contractors on site.
Inspectors identified a series of questions and then carried out interviews with the scheme consultant, the surveyor and the Stock Improvement Manager. Inspectors also undertook a small sample of resident’s satisfaction phone surveys.
The Inspectors put together their findings, identified their recommendations and gave an outline of their Inspection Report containing 14 recommendations
Inspectors presented the report and findings to the Stock Improvement manager 
	The 14 recommendations were turned into an action plan to be regularly reviewed. Among the recommendations were:
· clearer information on the newsletters sent to residents in January

· suggesting changes to the letters which contractors send out 2 weeks before works start
· giving clear guidelines for residents to use should they wish to complain
· existing methods for satisfaction surveys are supplemented with alternative methods such as text and e-mail 
· increase post inspections to 25% of works

· residents to be given a list of named contacts for the works detailing roles and responsibilities 
	Total activity cost: 

£300

	Total staff cost: 

£866
	This has been the fourth inspection that residents have carried out into a service area. Of the 14 recommendations made by the inspectors, 8 were agreed and 2 will be reviewed at a later date and 4 were not agreed.

The Inspectors recommendations were captured in an action plan which has been regularly reviewed and now forms part of the SI 2015/16 work plan for final implementation
The Hexagon newsletter is now sent out in March instead of January to be closer to when the works start. The letters sent out by contractors have been reviewed and changes made to the pro forma

The consultant will now provide a Cyclical Decs Handover Pack on completion of the works

The post inspections have now been increased from 10% to 25% of completed works

The contractor has now produced a Residents Guide for Works to Your Home brochure for the 2015/16 programme
The Colour scheme has been updated to include a column for the resident to sign against their choice of colour
The inspection process continues to strengthen the partnership between Hexagon and its residents and demonstrates our commitment to working in an open and transparent manner with residents

	
	
	
	Total cost: £1,166
VFM:- a very low cost activity which has a wide ranging impact in how services are delivered. This shows very good VFM
	


	Residents Training
	Service Area: scrutiny


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	One-off sessions designed to build on the skills of residents, improve their knowledge and equip them to play a full role in resident involvement activities. 
	One training session took place entitled “Reviewing Your Approach to Scrutiny”. The session was delivered by a TPAS associate as part of the Tenant Central national training programme
	Eleven residents drawn from the PRG and the Repairs Group attended. 
The training helped residents to review the effectiveness of their respective scrutiny groups and subsequent meetings of the PRG and the Repairs Group showed an increased level of challenging questions and comments on the performance data
	Total activity cost: 

£160
	Total staff cost: 

£19
	In previous years, the training provision has been more extensive under the Residents Training Programme. However, whilst the Tenants Training Forum gets established and plans the training provision for 2015/16, this year has seen only one dedicated training session, leaving aside the training built into other involvement activities such as Residents Inspectors and Estate Graders. That session has helped equip residents with a greater understanding of co-regulation and how their scrutiny involvement helps shape the housing service

	
	
	
	Total cost: £179
VFM:- an extremely low cost activity which was achieved by registering with the Tenant Central programme. 

	


	Tenant Board Member recruitment
	Service Area: Governance


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	Board membership allows for residents to have a direct influence on decisions affecting the strategic direction of the housing service at the most senior level within the organisation.


	· information flyers sent to all residents asking for nominations
· one information session held for residents. Five residents attended and received a greater understanding of what is required from a Board member
· nomination forms sent to all residents interested in standing  

· Six residents nominated and ballot forms containing details of the nominations sent to all residents 

· arranged count of all returned ballot forms
	A total of six tenants submitted nominations, all of whom went forward to the ballot stage. 

A total of 58 ballot papers were returned, the lowest number for returned ballot forms since records began in 2004 and a drop of 57% voting from the previous year
The Board saw the recruitment of a new member to replace the previous tenant who had served the full 3 year term
	Total activity cost: 

£293
	Total staff cost: 

£229
	The ballot forms were sent out with the Home News mailing along with other inserts in an effort to keep postage costs down. It is believed that this, and the fact that the ballot form was 6 pages long, resulted in information overload in the one envelope, which in turn had a negative impact on the number of retuned ballots.
The recent regulatory governance requirements issued by the HCA will mean that Hexagon will need to reconsider whether the method of first-past-the-post election process will satisfy the regulatory code

	
	
	
	Total cost: £522
VFM:- a very low cost routine activity. The activity costs relate to the printing of the publicity and the prize draw
	


	Tenants & Residents Associations
	Service Area: Estate services and general


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	Local residents from a particular area who form a group and act as a voice for their local community. 

The TRAs are recognised and supported by Hexagon but are independently run by a residents’ committee who play a part in addressing concerns which affect the local community
	There are 6 recognised TRAs, which is an increase of 2 on the previous year. The 2 new assns are at Solarium Ct and Mountacre
Stevenson Cres TRA has campaigned around flytipping and the creation of a children’s play area.
Falcon Works TRA have seen the resolution of long standing issues this year
Turkish Oak TRA have focused on estate cleaning as an area of concern
Solarium Ct TRA have focused on estate services and have liaised directly with housing management on this
Mountacre TRA is a very new TRA and have already out in a bid for estate improvements 
Atirum Ct TRA have had a quiet year in terms of meetings and issues but have arranged 2 social events
	Stevenson Cres have secured the agreement for the 3 bin stores which have become a dumping ground to become removed. They have also held 2 social events on the estate
Issues which Falcon Works TRA have been pressing on for 5yrs (eg window cleaning, external lighting and bin store sanitizers) had all been delivered.
On site meetings which Turkish Oak had with officers has led to a marked improvement in estate cleaning

In spite of being only 3 months old, Mountacre have held 2 social events on the estate.

Atium Ct have held 2 social events for residents
	Total activity cost: 

£450
	Total staff cost: 

£2,025
	Three of the six TRAs have staged 2 social events which have helped to build the community spirit on the estates. 
Residents at Falcon Works report that the installation of new LED lights have improved the sense of safety in the area. The TRA had been highlighting the issue of abandoned vehicles on the estate, and the removal of these has freed up parking spaces for residents
Residents at Turkish Oak report an improvement in the estate cleaning which had been an area of dissatisfaction

Previously, residents at Solarium Ct felt that their estate was being ignored in terms of service provision, but the liaison which the TRA have had with housing management have influenced a closer supervision of estate cleaning and window cleaning.

Mountacre TRA are working to improve the appearance of the estate and have put a bid in for communal benches to replace the unsightly shrubbery

	
	
	
	Total cost: £2,475
VFM:- the Total activity costs refers to annual grants to 4 TRA’s. The staff costs reflect ongoing development support to the TRAs as well as Housing Officer input into TRA issues. 

Given the achievements secured by the TRA’s this year, the total financial costs represents very good value for money.
	

	Tenants Training Forum
	Service Area: non specific


	What is it
	What happened (outputs)
	What was achieved (outcomes)
	Cost
including VFM Assessment


	How has this made a difference 

(impact)


	A group of residents who formed at the start of the year to devise a training programme for residents. The Training Forum consists of ten Hexagon residents who are setting themselves up as an independent entity to fund raise and put on training courses for Hexagon residents and others in the community
	The Training Forum have met four times and have determined the courses that they could like to stage for 2015/16. The courses include Basic Food Hygiene, Understanding Social Media, DIY in the Home, Life Skills (aimed at teenagers), First Aid, and Keep Fit.
The Training Forum is currently seeking limited liability status in order to fundraise to deliver the training provision
	The Training Forum is engaged in a long term project and to get there it has opened a bank account in its name and is on the verge of submitting a funding bid to Awards For All to fund external training providers

The Training Forum has also drawn up a provisional training programme for residents to start from September 2015
	Total activity cost: 

£900
	Total staff cost: 

£341
	This is a new group who are setting out on a long term project to deliver a wide-ranging training provision to Hexagon residents and the wider community. 
The impact of the work of the group is too soon to be realised and it is intended to report further on the outcome of the Tenants Training Forum in next years Assessment

	
	
	
	Total cost: £1,241
VFM:- a medium cost activity whose benefit would be realised in greater costs if it proves successful in its bid for external funding
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