TRAINING & MONITORING

Activity Outcome Indicator Timescale Action
Undertake Training for Assist in Training Events On going Monthly training
Board & Staff Members | performance attended in place
Monitoring of Assist in Reports to Annual Due in March 08

Tenant Participation | performance Committee

PARTICIPATION

Activity Indicator Timescale
Establish Focus Greater tenant Focus group No new groups
group(s) for involvement and established and On going set up
reviews of policies decision making operating
Promote greater Raise profile Greater interest . Membership of
Tenant p.art|CIpat|on, of tenant in tenant involvement On going Committee
(at meetings tenant participation increased to 16
conference etc)

Activity Outcome Indicator Timescale Officer
Assist residents Greater use of Greater use of On going Support
association where Community Project | Community Project provided on

demand allows ongoing basis

Develop good Greater interest Increased numbers at On going 42 members at AGM
membership scheme in active membership | committee/co-op plus 14 others from
events, e.g. AGM local community
COMMENTS

Tenant Participation is at the heart of what we do and we continue to seek ways of improving the service to tenants
and members.

Tenant Satisfaction Dec 99 May 02 04/05 05/06 06/07 Target 07/08

% Satisfied at being kept informed 88% 92% 96% | 93% 93% 95%
% Satisfied that their views were taken into account | 68% 70% 82% | 75% 79% 85%
% Satisfied with Landlord Services 89% 87% 96% | 95% 100% 100%
% Satisfied with Repairs Services 71% 83% 88% | 90% 93% 95%
% Satisfied with overall design & layout 91% 89% 94% | 96% 86% 90%

Satisfaction levels to be monitored at end of financial year.

COMMENTS

We consistently have high satisfaction levels and have set high standards to be achieved this year. Our last survey
was undertaken during the gala day to seek views from all members of the community and 81% from Easthall said
they would like to stay in Easthall.

Supporting young people (as we are in the Glenburn Centre) and dealing with litter were the two main priorities
for the area identified from this survey.

We will be continuing our work in the Centre with young people and over the coming months will be looking at
ways in which litter can be reduced.
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INTRODUCTION

The Co-operative aims to achieve an excellent service for all our tenants and to monitor this
we produce an internal management plan that outlines how we will deliver this service.

Every tenant would have received a summary copy of this plan (insert in the Autumn Newsletter)
that outlines our aims, objectives and proposed action to deliver these.

This also contains our targets, dates for reviewing policies, our tenant participation strategy
along with key activities.

YOUR INVOLVEMENT

The purpose of this document is to allow you to understand our targets and to give you the
opportunity to influence the delivery of such. Therefore we are always looking for tenants to
be involved either by being part of the Committee or just giving us your views on the policies
that are being reviewed or any other comments on our service.

OUTCOMES

This report outlines the achievements to date as at the end of December 2007. (3/4 of the way
through the financial year) VWe ask that you look at this report and should you have any questions
or comments please contact the office.

If you wish to be consulted or be part of any working groups on any of the policies that will
be reviewed over the coming months or years then let us know and we will ensure that your
views are taken on board.

We hope you enjoy reading this report that outlines our performance and it is our intention
to publish how we compare with other housing providers to demonstrate that the Committee
and staff are working hard to ensure the tenants of Easthall Park are getting the best possible
service at the best cost without sacrificing standards.













