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Resident Involvement Performance

How are we doing?
It’s important that that we monitor our service performance as it gives us a good understanding of the level of service that customers receive. For our resident involvement service, we measure some of the things that we input (costs of the service) and the outputs (activities) that you receive so that we know how effective the service is. Our performance also helps us to understand if there are any areas where we need to improve. We use customer satisfaction surveys to help us understand how happy you are with the service. Some of the information is used to compare with other organisations so when we refer to the ‘quartile position’ this is where we are in comparison to other housing organisations. Some of the other measures are just important and local to us and we use our smiley faces to show how well we are doing. 
	Measure
	2008/09
	2009/10
	Target
	How are we doing
	Quartile position
	Direction of travel
	Target 2010/11

	Expenditure on resident Involvement 

	Cost of involvement 
	£19.98
	£26.35
	£28.12
	n/a
	Upper quartile
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	£29.00

	Consultation & Communication 

	Satisfaction with being kept informed
	No data
	82%
	75%
	n/a
	Upper quartile
	new
	85%

	Resident satisfaction that their views are taken into account
	No data
	68%
	69.18%
	n/a
	Upper median
	new
	70%

	Satisfaction with Home News *
	No data
	8 out of 10
	8 out of 10
	[image: image3.wmf]
Good
	Local

indicator
	new
	9 out of 10

	Menu of Involvement

	Number of people involved with Derwentside Homes *
	147
	221
	200
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Very good
	Local indicator
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	300

	Satisfaction with the range of opportunities to get involved *
	No data
	7 out of 10
	8 out of 10
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Good
	Local indicator
	new
	8 out of 10

	Resident Involvement Service

	Satisfaction with the resident involvement service *
	No data
	7 out of 10
	8 out of 10
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Good
	Local indicator
	new
	8 out of 10

	Resident members of Board

	Proportion of tenant board members
	33.0%
	33.0%
	33.0%
	n/a
	Lower Middle
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	33.33%

	Service Standards- This is how we performed against our three service standards for resident involvement in 2009/10

	Service Standard
	How have we performed?

	Send out three newsletters per year to keep you informed about Derwentside Homes
	[image: image9.wmf]3 editions of HomeNews were sent to you this year

	Hold an annual Tenants’ Conference
	[image: image10.wmf]Our conference, ‘Healthy, Wealthy, Safe and Sound’ took place in October 2009 at the Stanley Community Centre

	Offer a menu of involvement opportunities – 


	[image: image11.wmf]We have a menu of involvement opportunities in place offering both formal and informal ways in which you can get involved in Derwentside Homes


* Information from vision satisfaction survey of tenants involved with Derwentside Homes
