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How to get involved and make a difference
Our name says it all -

The Community Gateway Association (CGA) was the

first housing association in the country to be set up as

a ‘community gateway’. This means that tenants and
communities are at the heart of our decision making, and
local people have many opportunities to get involved with
how the CGA is run and to determine the future of their
own communities.

The CGA is set up in the knowledge that increasing
resident influence and control over decisions will help
to improve services and the long-term success of the
organisation.

Our commitment to resident influence and control is

built into our business. We have worked with residents

to develop a community empowerment strategy which is
fundamental to the CGA and have set up a budget and
staffing structure to make sure we can deliver its promises.

The CGA is built on membership and we actively encourage
all residents to join. Our purpose is that as a successful
membership-led organisation we will empower our
communities to regenerate and grow and our vision for

the future is to be the leader in opening doors to a lasting,
richer life.

Opportunities for everybody -

We believe that opportunities for influence and control
should be open to all regardless of age, race, ethnicity,
faith, gender or additional needs so we actively encourage
and support involvement from all residents in our diverse
communities.

We know that not everyone has the time or desire to

join groups or attend meetings so we have developed a
menu of opportunities which will allow people to become
involved in a way and at a pace that suits them. Although
we actively encourage membership we value people’s
involvement at whatever level and make sure that their
voices and opinions are always listened to and respected

We appreciate that people get involved in order to make a
difference so make sure that we let people know whether
and how their ideas and suggestions have shaped our
services.



What’s on the menu?

We have worked with residents to develop opportunities for
people to get involved in a way and at a pace that suits them.

Individual suggestions, comments or complaints -

M The Tenants’ Handbook is given to all tenants and has
information about the different services we provide and
who to contact with any concerns or suggestions for
service improvement.

M Housing surgeries in local offices, community buildings
and sheltered schemes are advertised locally and give
opportunity for people to discuss issues with housing
staff.

W Repairs satisfaction slips are issued with every reported
repair and are a good way for people to let us know if
our service has been good or bad.

B Improvement scheme satisfaction surveys are carried out
by our resident liaison officers and information received
helps us to improve our service.

B Our quarterly newsletter Gateway News keeps residents
informed about the work we do and actively encourages
people to sign up as members of the association and
increase their opportunities for involvement.

W Postal surveys are carried out periodically to test resident
opinion and to ask for ideas about how our services
could be improved.

B CGA's Website at www.community gateway.co.uk
gives detailed information about our services and asks
for feedback and comments via email.

B Our complaints, comments and compliments policy
encourages positive use of the messages received to
improve CGA services.

M All our written information can be produced in different
formats and our website is supported by the services of
Language Line.

Involvement through Community Groups -

M CGA offers staff support to help residents set up
community groups.

M Groups who are formally constituted and recognised by
the CGA receive funding and training from us.

M Individual groups are members of The Umbrella Group
(TUG) which meets regularly with CGA to help share
good practice and to influence service delivery.

B We encourage attendance at meetings and workshops
by financing carer, childcare or travel costs and providing
a signer or translator if needed.

M \We help groups to find and pay for local community
facilities so that they have space to hold meetings,
training courses and activities for residents.

M Groups support and engage with the CGA by helping
to promote membership and taking part in our local
involvement initiatives such as improvement scheme
panels and local community area task forces.

M Housing staff and community group representatives take
part in regular estate walkabouts so that residents can
highlight areas of concern.

M Groups are encouraged to develop local estate
agreements where the level and standards of local
services are agreed between residents and service
providers.

M Groups are supported if they wish to explore the
feasibility of taking more control in their area by
becoming a tenant management organisation or take
ownership of their homes.

M Our ongoing programme of community options studies
helps to generate community vision at local level whether
community groups are already established or not.
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Signing up as a member of the CGA -

B Full (voting) membership of the CGA is open to all its
tenants and leaseholders who pay a service charge.

B Associate (non-voting) membership is open to all other
residents living in CGA local community areas.

W Our members receive the Membership Matters
newsletter on a bi-monthly basis, keeping them informed
about how their involvement has shaped CGA services
and future consultation events.

B Members are encouraged to join local community area
taskforces which are set up in each of our 10 local
community areas to monitor and influence local service
delivery and to help generate community activity.

B |mprovement schemes are managed at local level
through scheme panels where members, staff and
contractors work together to develop resident choice,
improve communications between residents and
contractors, resolve access issues and iron out any
snagging problems.

| \We invite members to become involved in influencing
policy development by responding to postal surveys and
attending membership workshops.

B Membership meetings are held whenever members
need to be involved in decision making on key issues.

M |n addition to the ordinary meetings members are also
invited to the CGA’s Annual General meeting where
they receive the annual report and are asked to approve
the progress made towards delivery of the community
empowerment strategy.

M Any full member can stand for election to the Gateway
Tenant Committee by fellow members of the CGA.

Gateway Tenant Committee and CGA Board -

M The Gateway Tenant Committee (GTC) has a maximum
of 30 members who are elected from the membership of
the CGA.

B Apart from the Board the GTC is the main committee of
the CGA and has influence over all the main business of
the organisation.

B GTC has monthly meetings 10 days in advance of
Board meetings so that members have time to influence
decisions or raise issues with the Board.

M Board, GTC members and staff take part in at least 2
joint workshops per year to discuss and make decisions
regarding key policies.

B GTC representatives are involved in recruiting senior
staff of the CGA such as the Chief Executive, executive
management team and community empowerment staff.

B Representatives from GTC are key members of joint
working groups with staff and are currently responsible
for such areas as: - delivery of the community
empowerment strategy; editorial control of Gateway
News and other CGA communications; improving rent
recovery performance; developing and monitoring the
improvements programme; monitoring the repairs
service; environmental improvements; area regeneration
initiatives; development of the supported housing service.

W GTC members can stand for election to become a
Tenant Board Member. The Tenant Board members are
elected by GTC members.

M The CGA has 7 Tenant Board members on its board of
15. There are also 3 nominees from Preston City Council
and 5 independent members.

B Tenant members form the largest single group on the
Board showing the CGA’s commitment to involving its
residents at the highest level.

B As CGA is a community gateway organisation the Board
is responsible for making sure that its decisions are
based on the views of CGA members.



Showing the impact of resident involvement -

We will make sure that our members and other residents
are made aware of how resident involvement influences
decisions made by the CGA by: -

W Carrying out impact assessments of the involvement
activities we do.

B Monitoring progress via the Gateway Tenant Committee.

M Publishing an assessment of the impact of involvement
as part of the annual community empowerment strategy
review.

B Providing information in Gateway News.

Review -

This statement will be reviewed in April each year by the
Gateway Tenant Committee

For further information about any of the involvement
opportunities or other details outlined in this statement
contact the Community Empowerment Team on Freephone
0800 953 0213
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Community empowerment service standards

Qualitative

Quantitative

Measurement

Communication

We will provide all tenants and
leaseholders with a copy of the
Gateway News newsletter

Quarterly in June / September /
December and March each year

W Newsletters produced & delivered
to timescale

B GTC Communications Group
monitoring

B Random checks

B Customer feedback

We will provide all CGA members
with a copy of the Membership
Matters newsletter

Bi-Monthly in April, June, August,
October, December and February
each year

B Newsletters produced & delivered
to timescale

W GTC Communications Group
monitoring

B Random checks
B Customer feedback

We will provide all tenants and
leaseholders with a copy of our
Resident Involvement Statement

Annually in September

W RIS produced & delivered with
the September edition of Gateway
News

W GTC Communications Group
monitoring

B Random checks

B Customer feedback

We will produce an Annual Report
and provide a copy to all tenants,
leaseholders and members

Annually in September

W Annual report produced &
delivered before each Annual
General Meeting

W GTC Communications Group
monitoring

M Random checks

B Customer feedback




Involvement and Consultation

We will provide a range of ways
that tenants, leaseholders and
residents can become involved
through our menu of involvement,
ensuring all customers have an
opportunity to shape our services
by offering a diverse range of
involvement options

Menu of Involvement ‘How to get
involved and make a difference’
publicised in April 2007 and
reviewed annually in April each
year

M Evidence of annual consultation
with residents

B GTC monitoring

M Revisions to the ‘How to get
involved and make a difference’
leaflet

We will hold Task Force meetings
to allow Local Communities to
monitor the Housing Management
performance, develop local
environmental and housing
management priorities and develop
resident involvement

Monthly meetings in each LCA

m Minutes from meetings

B Monthly reports to TUG (The
Umbrella Group) forum for
community groups

B GTC monitoring

We will hold workshops open to
all CGA members to develop key
policies and procedures

Minimum of 2 meetings per year

B Publicity of workshops
B Workshops held

B GTC / Board reports showing
resident influence

We will hold an Annual General
Meeting open to all members and
associate members

Annually in September

B Publicity of AGM

B AGM held

M Board report

B Random survey of members

We will hold an annual Tenant
Involvement event open to all
tenants to advise of services and
help shape future service delivery

Annually in June

B Publicity of event
M Event held
W GTC monitoring

B GTC / Board reports showing
resident influence
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We will promote membership of the
Community Gateway Association
and encourage all residents to join

Membership information is
provided and discussed with all
new tenants

Membership application leaflets
are available in all CGA offices
Membership is promoted in
Gateway News

Membership Drive events are
held each year

M [ncrease in number of members

M ncrease in diversity of
membership

B GTC monitoring

We will promote the Gateway
Tenant Committee and encourage
and provide support to members to
stand for election where interested.

GTC generally meets on the 1%
Monday of each month.

Any full member (tenant or
leaseholder) can stand for election
to the committee.

10 places become available each
year.

Details of how to stand for
elections are publicised in
Membership Matters and
Gateway News in June each year.
Elections take place each
September.

There is induction training for all
successful candidates.

W Publicity of elections
B GTC minutes
B Revisions to GTC membership

We will facilitate sub groups of
GTC to work with officers in detail
to shape the service provided in
key areas.

We will ensure a fair representation
on these sub-groups and ensure

these groups feed back to the main
GTC before key decisions are taken

Sub-groups are in place in all key
service areas

Sub-groups meet monthly or
quarterly depending on their area
of workGTC representatives sit on
at least 2 groups

Each group is chaired by a
member of GTC

The chair of each group reports
back to GTC meetings on a
monthly basis

The chair of each group makes
sure there is wider resident
consultation and involvement on
issues as required

B Sub-group minutes
B GTC minutes
B Workshops

B GTC / Board reports showing
resident influence




We will ensure issues, priorities
and concerns of Local Community
Groups are communicated to

GTC in order that local residents
views are taken into account when
decisions are taken

TUG (The Umbrella Group) forum
for local community groups meets
monthly — on the 3 Monday of
each month.

Minutes and issues from each
meeting are discussed at the next
GTC meeting

B TUG minutes
B GTC minutes

B GTC / Board reports showing
resident influence

We will ensure that views of all
tenants are sought and will not
rely on attendance at meetings by
tenants as the only way to become
involved.

Annual Gazebo Days / Door
Knocking exercises

STATUS survey of tenants every
3 years

B Annual visit forms

M Options Study reports

M Horizontal team activities
B Survey reports

B GTC / Board reports showing
resident influence

Empowerment

We will work with residents

on Community Option Studies,
supporting local communities
as they identify their issues and
priorities and take the lead in
making changes happen

5 Year Programme of Option
Studies

Minimum of 10 Option Studies
per year

Publicise Option Studies through
Gateway News, Membership
Matters, TUG, GTC

B Community Options Study 5 year
programme

B Community Options Study
reports

B TUG reports

m GTC reports

We will support the development
of Local Community Groups and
provide financial support to those
groups that meet the requirements
of CGA’s Support to Group policy

Promotion of group development
during community options studies
Bi-annual assessment of
recognised groups in May and
October

B Community Options Study
reports

B Assessment forms for each
group

W GTC report

We will work with Local Community
groups to develop a Tenant
Management Organisation where a
group expresses interest.

Promotion of TMOs during
community options studies
Annual promotion of TMOs to
recognised community groups
Provision of training for interested
groups

Financial support given to pay for
development agency support

B Community Options Study
reports

B Community Group minutes

® Number of TMOs in development
or established

B Amount spent from the
Empowerment budget on TMO
support

e
[ =
D
=
D
]
(1]
e
(75}
e
[ ==
<b)
=
(<5)
=
(=)
=
=
e
[ =
D
=
(7
D
(o=




e
[ =
(<4
=
D
e
C
e
(7p]
e
c
(<b)
=
D
=
(=)
=
=
e
o
D
=
(7
D
(o'

Feedback

We will carry out Impact
Assessments of resident
involvement activities throughout
each year and provide an annual
impact report to all tenants,
leaseholders and members

Annually in September

B Annual report produced &
delivered before each Annual
General Meeting

M [nformation from the impact
report will help shape future
involvement activity

B GTC / Board reports showing
resident influence

We will use feedback from
consultation to form our service
delivery and advise our customers
how their feedback has improved
the service

Every quarterly edition of Gateway
News will have a ‘You said, We
did’ section

Results of membership
consultation will be fed back via
Membership Matters

M Articles in newsletters

M GTC / Board reports showing
resident influence




Our Vision

M To be the leader in opening doors to a lasting, richer life

Our Purpose
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M As a successful membership-led organisation we will empower our
communities to regenerate and grow

Our Values
M \We do what we say
M We are open and honest

B We put our diverse communities at the heart of all we do

MW We promote empowerment
B \We passionately promote Gateway

M \We value and support all our people




-
Want to know more? A

To find out more about our service, please contact:
Gateway Repair line

Deltic House, West Strand,

Preston PR1 8UY

t: 0800 953 0213

Opening hours 9.00am to 5.00pm

Monday to Friday

City Centre Office

Unit 17/19 St John’s Centre,
Lancaster Way, Preston PR1 1FB
Opening hours 9.00am to 5.00pm
Mon, Tues, Weds, Friday

and 10.30am to 6.00pm on Thursday

If you live in the Moor Nook area you can
also speak to the

Moor Nook EMB
Langden Drive, Ribbleton, Preston
t: 01772 268005
Opening hours 9.00am to 5.00pm
Monday to Friday
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Other contact details:
e: repairs@communitygateway.co.uk
W: Www.communitygateway.co.uk

. J

Community

GATEWAY

Developing neighbourhoods in Preston




