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NORTH WEST LOCAL OFFER
INTRODUCTION
The Tenants Services Authority (TSA), who regulate all housing associations, have set out a set of six standards which we are all required to meet.  The six standards cover:

· Tenant involvement and empowerment

· Home

· Tenancy

· Neighbourhood and community

· Value for money

· Governance and viability

The TSA promote co-regulation of the housing services provided by landlords.  This means that Care Housing Association is now responsible for monitoring our own services (with a view to meeting the six standards) with the help of tenants and other stakeholders.  There will be less national prescription as to how we deliver our services and there will no longer be a ‘one size fits all’ approach. For the first time, all providers will need to meet the same national standards. But these national standards will be supplemented by local offers, agreed between landlords and their tenants on the issues that matter most on a local level.  It has been agreed that ‘Local’ will be the North West of England due to the limited geographical area of our housing stock.
WHAT DOES THIS MEAN FOR CARE HOUSING ASSOCIATION AND ITS CUSTOMERS?

Care Housing Association is a relatively small landlord currently operating within a small geographical region, that being the North West of England.  The aim of the organisation is to provide a tailored solution to meet the individual housing needs of our customers.  We don’t want to lose this intensive, personal approach and so do not propose to create a local offer which takes away from the flexible way in which we interact with our customers.  Therefore, this local offer will be highlight the very minimum service standards that you can expect from Care Housing Association now and in the future.  We will strive to surpass the targets we set ourselves and continue to deliver an exceptional service to our customers.

The local offer document will constantly evolve to suit our customers changing needs and our focus on continually improving our service.  In order for this to be achieved we will regularly consult with our customers and provide details on how we are performing against these standards.  Customers will get the chance to influence and shape our local offer through a panel that will meet quarterly to discuss, scrutinise and potentially add to the commitments outlined within the offer.   If our customers think we can improve in certain areas we will make sure we take these views into consideration and adapt our service accordingly.

SERVICE STANDARDS
Governance

We will:

· Strengthen our Board of Directors by seeking independent experts within the housing and support sectors and customer representatives

· Adopt the National Housing Federation (NHF) Code of Governance
Tenant involvement and empowerment

We will:

· Report to our customers on our performance

· Provide more opportunities for customers to be involved including recruiting customer representatives to the Board of Directors

· Develop a website which will provide up-to-date information for our customers
· Provide a quarterly newsletter for our customers

Home

We will:

· Decorate the communal areas of all properties will be decorated every 5 years and consult customers prior to works commencing

· Inspect your home on a quarterly basis and feed the results back to you,  including carrying out any necessary repairs
· Carry out repairs at a time and date to suit our customers, within our normal working schedule (monitored through customer feedback forms after repairs are carried out)
· Attend your property with 24 hours for emergency repairs, within 7 days for urgent repairs, and within 31 days for routine repairs.
· Consult with our customers during planned maintenance programmes 

Tenancy

We will:

· Provide our tenants with assured tenancies to ensure they feel comfortable and secure within their homes

· Continue to assist tenants with all tenancy related matters including the application for housing benefit

Value for Money

We will:

· Seek the best value for the services we provide without compromising the excellent level of service you expect

How will we monitor performance against the local offer?
Performance will be monitored through the development of a suite of Key Performance Indicators (KPI’s) which we will reported to board on a quarterly basis.  Given the nature of the Association’s work we have to ensure that the KPI’s reflect the commitments of the local offer but, at the same time, allow us to make meaningful changes to our services if there is clear under performance.  For example, whilst we can report on void levels in our housing stock, the responsibility for filling these voids ultimately lies with Council Commissioners and not ourselves.   We are currently working hard to develop a number of meaningful KPI’s to ensure we are able to effectively monitor our performance. 

The table below indicates how each element of the local offer will currently be monitored:
	Commitment
	How is it monitored?

	Report to our customers on our performance
	Board / Customer Panel

	Provide more opportunities for customers to be involved including recruiting customer representatives to the Board of Directors
	Board

	Develop a website which will provide up-to-date information for our customers
	Board

	Provide a quarterly newsletter for our customers
	Board

	The common areas of all properties will be decorated every 5 years and customers will be consulted prior to works commencing
	Quarterly report incorporating all Association properties

	Inspect your home on a quarterly basis and feed the results back to you,  including carrying out any necessary repairs
	Quarterly report to Board 

	Provide our tenants with assured tenancies to ensure they feel comfortable and secure within their homes
	No monitoring tool – The Association only offers Assured tenancies

	Continue to assist tenants with all tenancy related matters including the application for housing benefit
	Customer satisfaction forms 

	Seek the best value for the services we provide without compromising the excellent level of service you expect
	Quarterly report to Board indicating where efficiencies have been achieved / Customer Panel

	Strengthen our Board of Directors by seeking independent experts within the housing and support sectors and customer representatives
	Board

	Adopt the National Housing Federation (NHF) Code of Governance
	Board


What happens if we do not achieve promises set out in the offer?
We fully expect to be able to meet all the commitments outlined in the local offer and, in some instances, surpass the promises we have made.  However, the primary aim of the Customer Panel is to ensure that we are meeting these commitments. If at any point it becomes clear that we may not meet one of the commitments, an explanation will be provided as to the reasons behind this and the actions we will undertake to resolve this.  If the panel does not feel the explanation is satisfactory, this can be addressed via the Associations’ complaints procedure.
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