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Foreword

Cestria  Community Housing Association wants to provide tenants with the
opportunity to shape and influence the services it provides.

Cestria Community Housingwants to set up suitable arrangements to enable tenants
to engage effectively with the Association. This strategy is about the arrangements
that Cestria already has in place and how Cestria proposes to develop over the next
three years, in order to optimise te nant engagement activity.

In drafting this strategy Cestria Community Housing Association is committing itself
to:

Anvolve tenants and communities in governance as well as service design and
delivery. Tenants involvement will be central to the ethos and integral to the
management of the Association. o

The strategy is divided into seven sections:

Section One Describes the regulatory framework in which Cestria has to
work.
Section Two Describes the tenant profile for the Association and what steps

are taken to ensure all tenants can participate.

Section Three Sets the Vision and Corporate Objectives for Cestria and shows
how they relate to resident involvement.

Section Four Sets out how tenants will be able to get involved in ways and
at levels that suit them best.

Section Five Sets out how tenants can shape and improve the services that
the Association delivers.

Section Six Sets out how the Association will monitor the progress it is
making
Section Seven Contains a detailed Action Plan (including specific proposals for

hard to reach groups) that will make sure the commitments
contained in this strategy are delivered over the next 3 years.

Throughout the strategy it should be assumed that when tenants are mentioned,
this refers to both tenants and leaseholders.
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Section 1 - Requlatory Framework

Tenant Services Authority

The Tenant Services Authority (TSA) is the new social housing regulator centring on
the needs and aspirations of tenants. Since its launch on 1% December 2008 the TSA
has consulted with both tenants and landlords, about its new regulation framework.

The TSA has replaced the Housing Corporation and hasdrawnon t he Cor por at
existing powers to regulate housing associations.

Before their new powers are implemented, the TSA will spend its first eight months
in informal consultation with tenants and providers 1 including Housing Associations,
Local Authorities and ALMOs. The Department of Communities and Local
Government is due to lay statutory orders in the summer 2009 paving the way for
the TSA statutory consultation on the new standards and Regulatory Framework.

Housing Corporation

Until December 1% 2008 all housing associations were regulated by the Housing
Corporation. The main regulatory framework established by the Housing
Corporation, wi | | remain in place until late in 200
are expected to be published by the Tenant Services Authority

This strategy has been developed around the old regulatory regime.
The current regulatory framework requires all housing associations to:

1. Comply with the requirements of the Regulatory Code The relevant parts
of the regulatory code are as follows:

4+  All housing associations to seek and be responsive tor esi dent 6s
views and priorities.
4+ All housing associations to demonstrate when carrying out all their
functions their commitment to equal opportunity. They must work
towards the elimination of discrimination and demonstrate an
equitable approach to the rights and responsibilities of all individuals.
They must promote good relations between people of different racial
groups.
4+  All housing associations to aim to deliver continuous improvements
and value for money in their services.
4+ All housing associations to develop and manage good quality homes
t hat seek to meet peopl ebébs needs and
future.
4+ All housing associations to provide good quality housing services for
residents and prospective residents.

4| Page



2. Comply with any circulars issued by the housing corporation T the
relevant circular is Circular No. 05/07. The Housing Corporation also
produced a paper cal | ed N Pe @giveeng dhanges through
Inv ol v e mdahist paper sets out the ten basic building blocks of
effective involvement, which all housing associations are expected to use
as appropriate.

Audit Commission

The Audit Commission is the inspectorate for housing association services It
undertakes this work on behalf of the Tenant Services Authority.

The Audit Commission uses Key Li nes of E n cpat stanglardy tHat OE 6 s )
associations must meet. It is likely that the Association will receive a whole service

inspection by the Audit Commission during 2010. The Association could be subject

to a Short Notice inspection at any time.
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Section 2 - Cestria and Its Tenants 6

Where are we located?

The Association operates within the boundaries of the former Chesterle-Street
District Council, which is located in the North of County Durham sharing its
boundaries with the conurbations of Gateshead and Sunderland, the historic City of
Durham and rural Derwentside.

How many properties do we have?

Cestria Community presently has 4211 Properties. These are a mixture of houses,
flats and bungalows. Our properties have between one to four bedrooms, and some
come with a garage. Our average length of tenancy is 11.4 years.

Who are our tenants?

The average age of a Cestria tenant is 58 years old. This tenant is likely to be a
white British female.

Male 1756 41.7%
Female 2453 58.3%
Not known 2 0%

Total 4211 100%

Ethnic ity

African 1 0.02%
Any other Asian 1 0.02%
background

Bangladeshi 1 0.02%
British 4146 98.5%
Indian 1 0.02%
Irish 3 0.06%
No information provided 55 1.3%%
Other 3 0.06%
Total 4211 100%

White 4116 97.7%
Black 1 0.02%
Asian 3 0.06%
No information provided 91 2.2%
Total 4211 100%
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Section 3 _-Our Vision and Corporate Objectives

Cestria Community Housing has agreed a Vision and Corporate Objectiveswhich are
set out in its 3 year corporate plan.

Our vision is to be;

fAn excellent landlord by being a first rate provider of affordable housing and
housing services for the community of Chester-le-Street with tenants at the heart of
what the Association does. We will work with communities and partners in order to
achieve our mutual objectiveso.

In support of this vision we hav e agreed seven Corporate Objectives as set out
below. The Corporate objectives are supported by the Cestria Reference Group.

Delivering Service Excellence

+ We will deliver the highest standards of service and customer care. We will do
this by:
Setting service standards
Setting whole service and neighbourhood targets
Involving tenants in service improvement groups
Moni toring tenant satisfaction through

© O OO

Delivering Value for Money

=+ We will provide value for money services. We will achieve this by:

Keeping rents as low as we can

We will only increase rents in line with Government formula

Using a mix of price and quality to assess all tenders

Comparing how we perform and what our services cost through
benchmarking with other prov iders

Making sure we recover the whole cost of services through service
charges where appropriate

O O OO

o

Landlord of Choice

+ We aspire to be the landlord of choice in the area. We will achieve this by:
o Developing a good reputation as a social enterprise

Decent Homes

4+ We will invest in the homes that we own to provide modern and affordable
housing. We will achieve this by:
0 Making all our existing homes decent by 2012
0 Keep our rents well below market rents locally
o Provide tenants choice in the way their homes are modernised and
repaired
o Build new homes for rent to meet local need
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Action in Neighbourhoods

=+ We will deliver sustainable communities through partnership working. We will
achieve this by:

0 Opening a Family Learning Centre

o Working with Sunderland Foundation on a Lighting up Lives project

o Work closely with the Police to make sure our homes and estates are
safe.

o Create and support local jobs by employing local contractors wherever
we can

Financial Strength

4+ We will be a reputable and financially robust association. We will achieve this
by:
o Spend what money we have wisely
o Build up cash reserves which can we use for investment in new homes
o Plan our spending carefully

People

4+ We will have an effective and efficient team of staff, valuing equality and
diversity. We will do this by:
0 Making sure everyone who works for the association has a tenants first
attitude
o Train our staff to be approachable and helpful
o Employing local people where we can.
0 Making sure our employees represent the community they serve.
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Section 4 - Getting Involved

Finding out What Tenants Think

We will use the following ways to find out what tenants think of the services we
provide:

We will:

e d
e d

e d

Carry out an Annual Tenant Survey
Carry out operational satisfaction surveys for the following services

0 Repairs and maintenance

o Grounds maintenance

o0 Improvement programme.

o Anti-social Behaviour.
Form focus groups to understand why tenants are not satisfied with areas of
poor performance.
Carry out ad hoc surveys to find out what tenants t hink we should do in
relation to specific projects

We will provide feedback of the results of all the satisfaction surveys we do to the
Cestria Reference Group and towider tenants by:

e d
e d
e d

Publishing information on our website
Publishing information in the Cestria Courier
Publishing FEEDBACK information sheets

Consulting on Big Issues

We will use the Cestria Reference Group as a sounding board for all big issues. The
views of the group will be reported to the Board.

Service Improvement

We will set up, in discussion with tenants, time limited service improvement groups
to look at ways in which services can be improved for tenants. This will include:

e d
e d
e d

Mystery Shopping Group
Performance Monitoring Group
Service Standards Group

We will involve tenants in regular estate walkabouts so that we can understand what
concerns tenants have about their local area.
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Complaints and Compliments

We will look at all complaints and compliments we receive to see if we can improve
on the things we do.

Providing Information

We will provide information in a range for formats to keep tenants informed of how
and what we are doing. Information will be published:

4+  On the web site
4+  In the Cestria Courier

Theme Groups

We will set up a series of themed groups so that tenants who are interested in
particular topics can get involved. This will involve such groups as:

Sheltered Users Forum

Anti-social Behaviour Working Group
Income Management Working Group
Website Working Group

Ground Maintenance Group

Calendar Groyp

Tenants Training Programme Group
Publications Editorial Group
Readers Panel

Equality and diversity group

e o S o L I L N

Governance Structure

The Association will operate with a main Board and two committees. Cestria will
have five Tenant Board members. When tenant Board member vacancies arise, all
tenants will be invited to be considered for Board membership. A panel of existing
Board members will chose who will serve as a Tenant Board member.

Tenant Board members can serve for a maximum of nine years.

Support and training will be provided to all Tenant Board members.
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Approved Polices

The Board and the Performance and Resources Committee have already received
the following reports which are relevant to the Community Engagement Strategy:

How we regulate No3- Resident Involvement i Self Assessment
Tenant Engagement and Consultation Policy

Developing a Community Engagement StrategyThe Journey so far
Equality and Diversity Policy

Racial Harassment Policy

e b o o X o
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What Are Ou r Strengths and Weaknesses

In developing this strategy tenants were asked to say what they thought our

strengths and weaknesses werei n r el ati on t o t elananstaBes
considered if there were any opportunities likely to arise in the future and what

possible threats might present themselves in the near future. The results are set out

below.

Strengths

Good tenant participation.

Good information on Website

Good quality tenant information available
Programme of Estate Walkabouts.

Transport to meetings for all.

Improving services by bring delivery back in house

e b J L o o

Weaknesses

+  No programmes or facilities to get young people involved (we have responded
to this by developing the Kickz programme for young people).

4+ Other tenures on estates are excluded from meetings.

+  Lack of ground maintenance inspectors to check each estate

Opportunities

4+ More training for tenants would produce more informed tenants (we will
develop a training programme for tenants in 2009)
4+ Continue to develop and improve methods of communication.

Threats

4+ Lack of tenant training (we will develop a tenant training programme for 2009).

4+ Financial crunch (we are a financially sound association so there is no need to
worry about the impact of the credit crunch).

4+  Lack of tenant involvement structure (this stra tegy should set out a proper
structure).
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Section 5 - How Can Tenants Get Involved

Cestria Community Housing is committed to ;

+  Ensuring that residents have equal opportunities to take part in involvement
and take active steps to engage with under-represented and vulnerable groups.

4+  Developing an up to date profile of residents in their homes, and making
positive efforts to understandt e n a meéds and aspirations.

4+  Developing a range of methods of involvement with active residents, and/ or
communities, that allows tenants to be involved on their terms.

+  Developing ways to negotiate service targets, influence corporate decision
making and hold the association to account.

4+ Developing mechanisms, with residents and/ or communities, which enable
influence over investment in, and the design of affordable homes, and where
relevant, wider neighbourhood priorities.

+  Developing appropriate neighbourhood level targets and scrutinise where they
want this, and it is relevant.

4+ Providing accessible information to residents.

+  Negotiating with residents, and/ or communities, the terms of reference for

involvement activities (e.g. constitutional requirements for funded community
groups, timescales for consultation).

+  Enabling involvement by providing properly resourced capacity building and
training for residents, staff, and where appropriate communities.

4+ Considering with residents and/or communities the value for money of
involvement activities, including the added value that involvement creates .

Tenant Invol vement Statement

Cestria Community Housingwants to create sustainable communities: places where
people feel safe, that have good local services and community facilities, places that
people are proud to want to live in.

We believe that a major factor in realising our aim of sustainable communities is the
effective involvement of our tenants and the wider community. Cestria recognises
that communities and the different people that live within them have ideas, opinions,
knowledge and experience that can help us develop our services to meet the needs
of communities.

We have developed a Menu of Involvement and will continue to create a range of
new ways to enable tenants to work wit

We will work with others to en sure tenant involvement is based upon effective
capacity building, to ensure people who get involved are adequately supported, and
develop transferable skills to benefit themselves and their communities.

Cestria will champion equality and diversity as an integral part of our approach to
tenant 6s Il nvol vement , to ensure diffe
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