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The Westlea
Involvement
Guidelines

Make yowr voice heard!




Foreword ﬁ

Involving people is key to what we do at Westlea
and to the way we choose to work to meet our
objectives.

The people who use our services and live in the
homes and neighbourhoods we manage are best
placed to help us continue to improve everything
we do.

For these reasons we are delighted to publish
details of how we provide and support
opportunities for consultation participation and
involvement in all our activities.

We believe everyone should have the right to
get involved in a way that suits them. This
document describes how this will be achieved
and we commend it to you in a genuine spirit of
partnership and co-operation.

David Ashmore
Chief Executive

Alison Cross-Jones
Chair, District Forum

David Line
Board Member with
resident involvement portfolio
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What are Westlea’s
Involvement Guidelines?

Involvement and participation are words we use to talk about how you, as one
of our tenants or residents, can have your say on what we are doing and play a part
in helping us to make decisions.

The Westlea Involvement Guidelines are to tell you how you can play a part in
running Westlea if you want to. They:

e give you a “menu” of ways to get involved, so that you can participate as much
or as little as you want;

e show you how you can work with other local residents and organisations to
improve your neighbourhood; and

e tell you how you can help make decisions about our services, set standards and
check how well we are doing.

The guidelines also show that we are committed to involving you. They also show
that we are committed to following the government’s guidance, which can be
found in the:

e Housing Corporation’s involvement policy; and
e Audit Commission’s resident involvement key line of enquiry.



10 reasons to get involved ﬁ

If you get involved, you can:

1. Help us to provide a better service for all our tenants and residents by having
your say on the changes and improvements that we need to make — we do
listen to what you tell us.

2. Find a way to take part that suits you. There are lots of different ways to get
involved that take as much or little time as you want.

3. Help make decisions that affect your neighbourhood, work with other local
organisations and play a part in improving our services and the area where
you live.

4.  Meet lots of new people and increase your knowledge and understanding of
housing issues.

5.  Go to groups and meetings where you will meet a wide range of people with
different experiences and interests, so that you can share your ideas.

6.  Build good working relationships with our staff at local meetings and find out
exactly who does what.

7.  Talk to our staff about the things that are important in your local area.

8.  Attend free information sessions, conferences and training sessions around
the country.

9.  Get free, independent advice from the Tenant Advisory and Participation
Service (TPAS) if you are a registered tenant group. You can phone 0161 863
3500, e-mail info@tpas.org.uk or go to www.tpas.org.uk on the internet.

10. See the results of your involvement in better neighbourhoods and improved
services.



How to get involved

o

This section tells you about the different ways to get involved,
and how much time you will need.

Tenant
Board




How to get involved

= long-term commitment
= medium-term commitment

= short—term commitment

Suggestion cards

Commitment:  Short term — occasionally
Level: Information

Suggestion cards are a good option if you don’t have much free time. You can
collect comment or suggestion cards from reception; or we sometimes send them
out to get feedback to improve a specific service.

Surveys

Commitment:  Short term — throughout the year
Level: Information and consultation

If you only have a little bit of time to spare, taking part in surveys is a good way of
giving us useful information. If you tell us you are happy to fill in surveys we will put
your details on our database. We might ask you to fill in small surveys on specific
topics or our annual survey; or sometimes phone, text or email you if you have told
us that we can. You can also tell us if there are particular topics (for example
repairs) that you are interested in.

Estate inspections

Commitment:  Short term — an inspection takes about 30 minutes
Level: Information and consultation

We hold estate inspections in your area every quarter. You can find out when the
next one is by looking in HOME magazine or by contacting us. You are welcome to
come along to meet your local neighbourhood housing officer and talk to him or
her about any issues in the area and what needs to be improved.

This could lead to you forming a local group or an estate agreement.
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How to get involved (continued) ﬁ

Village voice or street representative

Commitment:  Short term — when it’s convenient for you
Level: Information and consultation

If you live in an area that is too small for a formal tenant and resident group, or
your neighbours do not want to take part, you can still get involved by becoming a
Village Voice or Street Rep. This means that you talk to your neighbours and pass
their views on to your neighbourhood housing officer. You could do this as part of
the estate inspections, which might encourage more people to be involved in a
bigger group.

Tenant and resident conferences

Commitment: Short term — twice a year
Level: Information and consultation

Why not come along to one of the two tenant and residents conferences we hold
every year? We agree the theme with the District Forum - but the Neighbourhood
Development team are always looking for new ideas, so please get in touch.

The conferences are a great way to meet other tenants and residents and our staff
in an informal setting.

Focus groups

Commitment:  Short term — one to three meetings
Level: Information and commitment

Sometimes we want to look at a specific topic in more detail, and might ask if you
want to join a focus group to give us your views. This is a group of people who
might be particularly relevant to the subject (for example, older people if we were
discussing sheltered accommodation).



How to get involved (continued)

Specialist forums

Commitment:  Medium term — depending on the group
Level: Information and consultation

We want to hear all your views and try to meet your needs. We have special
groups for people who may find it difficult to make their voices heard:

J the Disability Forum, which meets four times per year; and
J the Older Persons’ Forum, which meets three times per year.

Different guest speakers give presentations to the groups on things that might

interest them, and people who attend can tell us what they think about our services
and how we can improve them. Both groups also have their own newsletter.

HOME magazine editorial group

Commitment: Medium term — three meetings a year
(or short term — send in an article)
Level: Consultation and decision-making

HOME magazine is our main newsletter, which we produce three times a year. We
are looking for new tenants and residents to join the editorial panel to help us
decide what should go in it. If you are a creative person who likes coming up with
good ideas, then give us a call. We will pay your travel, childcare and other care
costs.

Social committee

Commitment:  Medium term — meetings when required
Level: Decision-making

We work with the social committee to set up social events to promote and increase
involvement. The committee welcomes new members and would love to see you at
any of their activities, which are advertised in HOME.



How to get involved (continued) ﬁ

Mystery shopping

Commitment:  Medium term — One to three sessions per year
Level: Information

A mystery shopper is someone who tests our services and answers questions about
them on a form. An example of this is GEMs (Grounds and Estate Monitoring). This
is a group of mystery shoppers who check out the standard of grounds
maintenance in their area and write their comments on a form before sending it in.
The grounds maintenance team do not know who the members of GEMs are. We
hope to extend this in the future to have “tenant inspectors” who regularly check a
whole range of our services.

Working groups

Commitment:  Medium term — one to three meetings a year
Level: Information and consultation

Sometimes we want to look at a topic in a different way to a focus group. For
example, we might set up a group to look at anti-social behaviour, by finding out
about local people’s views; meeting the police or other agencies; or researching how
other landlords deal with this. We look for volunteers who have an interest in the
topic and are willing to give up some time to explore it further. Working groups
often develop from information groups (see below).

Information groups

Commitment: Medium term
Level: Information and Consultation

An information group is where you give us your views on a particular topic that
interests you, perhaps by e-mail, survey or telephone conference. If you have more
time to give, it can lead on to joining a working party. If there are topics that
interest you or that you feel strongly about and you would like to take part in this
sort of event, please contact Neighbourhood Development.
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How to get involved (continued) ﬁ

Service user groups

Commitment:  Medium term — three to six meetings a year
Level: Information, consultation and decision making

There are currently three service user groups who look at different areas of our
business:

1. Neighbourhood Services (housing services);

2. Neighbourhood Development (resident involvement and community
development); and

3. Asset Management (repairs and maintenance).

Service User Groups are groups of 6 to 12 members. They are partnerships
between residents, contractors and staff. Usually, 60 to 70% of the group are
residents. All members have an equal role, and staff and tenants take it in turns to
chair the meetings. The groups can ask for:

® surveys;
e focus groups; and
e working groups

to be carried out to look at a topic in more depth.

Setting up an estate agreement

Commitment:  Long term - 2 hours per month (less as improvements take place)
Level: Information, consultation and decision making

An estate agreement is a partnership agreement which explains how different
agencies (for example, schools, health visitors, police and waste disposal companies)
will work together to improve your neighbourhood.

The first step is for you, your neighbours and your neighbourhood housing officer to
decide what needs improving in the local area and which agencies should be
involved. The next step is to talk to the agencies themselves, and develop an action
plan for improvement. This can be linked with estate inspections and local tenant
and resident groups.
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How to get involved (continued) ﬁ

Area groups

Commitment: Long term — maximum of twelve meetings a year
Level: Information, consultation and decision making

These groups look at bigger local housing issues in each area, such as the
maintenance programme or how we are dealing with anti-social behaviour. They
invite smaller local groups to events to meet up and swap information.

Area groups can claim annual grants and have access to other sources of funding.
They are also members of TPAS and can get independent information through this
organisation.

Area groups meet monthly or every other month. Please contact the
Neighbourhood Development team if you would like to go to one.

Local tenants’ and residents’ groups

Commitment: Long-term
Level: Information, consultation and local decision-making

There may already be a local tenants’ and residents’ group in your area. If not, your
neighbourhood housing officer can help you set one up. These groups can have a
dramatic effect in improving neighbourhoods and community spirit. You can invite
tenants of other landlords and local homeowners as well.

The groups usually have a constitution (a document that explains who you are, what
you want to achieve and how you will do this) and have named members who run
them. If you have a constitution and have had training to run a group successfully
you can apply for a start-up grant of £200 to help the group get going. Your
neighbourhood housing officer will help you get set up, create a performance plan
and apply for a grant.

You can then apply for an annual grant to keep the group running. The amount
you can apply for is linked to your performance plan, which says what you are
going to do to achieve the aims in your constitution. The District Forum will help to
set the maximum amount of grant available every year, and your neighbourhood
housing officer can tell you how much you are likely to get. They can also help you
find funding from other sources.
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How to get involved (continued)

If this seems too formal and you just want to get together with a few friends and
your neighbourhood housing officer to solve local problems, and you don’t need
funding, then you can do this. Your neighbourhood housing officer will help you
develop terms of reference (a less detailed version of a constitution). You can
become a more formal group at a later date if you want. All groups with a formal
constitution can join TPAS to get independent advice and support. We can put you
in touch with other organisations for further support.

Running your own business (‘social enterprise’)

Commitment:  Long term — it's a business
Level: Decision-making

A social enterprise is a business which benefits the local community. An example
might be a local handy man service which carries out repairs for older people. As
well as helping people, this makes the neighbourhood look better, and gives local
people employment. We are keen to support this type of business.

District Forum

Commitment: Long term — minimum of ten meetings a year
Level: Information, consultation and decision making

The District Forum is a decision-making panel, with 18 tenant and resident members
who, at the moment, serve for three years. You can elect new members at the
Annual General Meeting which is part of our tenant and resident conference.

The District Forum focuses on policy and strategy, and makes sure we consult you
on important decisions. They look at all Board papers, consider major decisions and
can attend Board meetings to give their comments. They can recommend more
extensive consultation before commenting themselves.

The role of the forum is to:

J represent the residents’ views and work with us in a positive way to make
services better for everyone;
J be consulted on all changes to policies and procedures, including the Business

Plan, corporate objectives and service delivery;
J decide how you should be involved in all major projects and decisions; and
®>  monitor our performance.
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How to get involved (continued) ﬁ

You can attend a District Forum meeting as an observer. To do this or find out more
about the work of the District Forum, please contact the Neighbourhood
Development team.

Tenant board membership

Commitment: Long term — a minimum of ten meetings a year
Level: Information, consultation and decision-making at highest level

You can become a member of the Board of Management. A selection panel recom-
mends who can become a Board member, and shareholders vote on this at the
Annual General Meeting (AGM). The Board works together to make major deci-
sions on how to run Westlea. This includes the approving the Business Plan and all
our major strategies.

Being a shareholder

Anyone can apply to be a shareholder. If you would like to know more about this
or would like an application form, please contact Corporate Services. The Board
decide who will be accepted. They look for applicants who have an interest in how
Westlea is run. If you are accepted, you have to pay £1 for your “share” but there
is no other cost involved.
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More about getting involved ﬁ

Your right to be involved

You have the right to be involved in how we run Westlea, from helping us to
develop policy and strategy to deciding how we should provide services to improve
your neighbourhoods and quality of life. To show our commitment to making these
improvements, we have fully signed up to the National Housing Federation’s “iN
Business for Neighbourhoods” initiative.

What does this mean for me?

Our involvement guidelines give you the power to:

e give your neighbourhood its own voice;

e create a community spirit in your area;

tackle local issues and problems;

e make sure we give everyone in the area the same opportunities and treat them
fairly; and

e find out how our housing services work and help us run them better.

How can | get involved, and how does this work?

You can get involved at a level that suits you. There are lots of opportunities, with
something to suit even the busiest person.

What support and training is available to help me get involved?

Our neighbourhood development team and neighbourhood housing officers will
give you the help you need to get involved, from getting started to sorting out any
problems along the way. We have a support package to make sure that being
involved does not cost you anything.

We will pay for:

e your travel costs (at 40p per mile);

e your care costs, for example if you need someone to look after a disabled relative
so that you can come to meetings (paid at same level as Social Services);

e the cost of hiring rooms (we must agree to this in advance, and you must check
that people with disabilities can access the room); and

e you to attend national and regional conferences.

You can also use our:

® meeting rooms (these rooms have a hearing loop for people who use hearing
aids);

e photocopiers;
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More about getting involved ﬁ

e equipment such as overhead projectors, a microphone and flipcharts; and
e Community Improvement Fund (money for special projects in the community).

We will give you:

e a start-up pack of tea, coffee, squash and biscuits; plus pens, paper, stamps and
envelopes;

e support, information and advice; including attending meetings and giving
presentations if you want us to;

e help to produce posters and flyers;

e a computer and printer, computer software (Microsoft Works and anti-virus
protection), up to six sets of ink and paper per year, and help from our IT staff
(depending on their availability);

e mentoring and shadowing opportunities (the chance to work closely with our
staff, experienced tenants and residents and board members); and

e information in different languages, large print or on audio tape if you need it.

If you want to be involved, you can get free training in many things from setting up
a group and applying for funds to how to write a newsletter and get on the
internet! The sessions are always fun and relaxed, and give you the chance to gain
new skills and experience.

There is no charge for any of this.

How can getting involved help make my neighbourhood a better
place to live?

A key part of our business is improving neighbourhoods. We help tenant and
resident groups apply for money from our Community Improvement Fund to make
their neighbourhoods better. The District Forum approve how this money is shared
out.

Recently, we have given groups money to develop a children’s play area and support
youth work. We also support health projects; sports/arts projects; and anything
which builds the skills and confidence of local people.

How will we know if these guidelines are working, and how will you
keep them up to date?

This is a “living” document — this means it will keep on changing and growing over
time. We will ask you to help us review it every year and tell us what will make it
better.
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Checking our performance

We will set targets for the following areas:

how your involvement has changed:

our policies and procedures;

how we make decisions;

how we offer services (looking at reports that have gone to the Management
Board asking to change things);

e how we set priorities and allocate resources (money, staff time etc);

e how training has made a difference;

e involving more people, in more ways, in more areas of the business; and

e spending less or offering better services by working with partners or asking other
organisations to provide services for us.

We will produce an impact statement every year that shows how your involvement
has made a difference to the decisions we have made and how well we have
performed.

Equality and diversity

We will treat everyone fairly and equally. However, we also know that everyone is
different and has different needs. We welcome these differences (diversity) and will
do everything we can to respect and encourage them. This means:

everyone should have equal access to our services and decision-making processes;
our staff and board members should represent the local community;

our contractors, consultants and partners also treat people fairly and equally;

we do not discriminate against anyone, whatever their race; colour; ethnic or
national origin; sex; sexuality; marital status; disability or iliness; appearance;

age; religion; or belief; and

e we will help you get involved if you have particular needs (for example,
wheelchair access).

We expect our residents’ groups to work in the same way.

What information can | get about what you are doing?

We will give you clear information, written in plain English, about all our services.
This includes:

e HOME magazine. We send this to all households three times per year. It tells you
what's happening in different neighbourhoods, how we have changed services, why
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Checking our performance continued ﬁ

we have made certain decisions, and how you have made a difference. It also
includes tenant survey results, dates of estate walkabouts and dates of meetings.
e Our website, at www.westlea.co.uk.

e Various leaflets and newsletters, dealing with specific issues and what is
happening in different neighbourhoods.

e Tenancy book. If you move into one of our homes, you will receive a welcome
pack including a tenancy book, which tells you about your rights and
responsibilities.

e Repairs book. This is also included in the welcome pack and has pictures of
repair problems you might have to make it simple for you to report repairs to us.
e Annual Report. This includes performance statistics, financial information and
data to show how our performance compares to other local landlords.

e Information packs for anyone interested in setting up a residents’ group or joining
a service user group.
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How to contact us

Westlea Housing Association
Methuen Park
Chippenham SN14 0GU

tel 01249 465465

fax 01249 461136

text 07768 733755
enquiries@westlea.co.uk
www.westlea.co.uk
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AAVS

WestleaHousing

Methuen Park
Chippenham SN14 0GU
tel 01249 465465

fax 01249 461136

text 07768 733755
enquiries@westlea.co.uk
www.westlea.co.uk

If you would like to have any
part of this document explained
or translated, or in a different
format such as in larger print,
braille or on audio tape, please
contact Westlea on 01249
465465 to discuss your needs.
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@ business for neighbourhoods
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