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YMCA Blackburn is committed to equality, diversity and inclusion. In developing and applying this standard, YMCA Blackburn shall have due regard to the protected characteristics set out in the Equality Act 2010: age; disability; gender reassignment; marriage and civil partnership; pregnancy and maternity; race; religion or belief; sex; and sexual orientation.
YMCA Blackburn shall ensure that its communications are clear and accessible. Information shall be provided in alternative formats where reasonably required, taking account of tenants’ communication needs, language barriers and additional support needs. Tenants shall be told how to request an alternative format or communication adjustment.

Tenant Involvement and Empowerment Standard

This standard sets out how YMCA Blackburn will meet the Regulator of Social Housing’s Transparency, Influence and Accountability Standard. It applies to the delivery of housing and landlord services to tenants and, where relevant, prospective tenants, licensees and shared owners. It should be read alongside YMCA Blackburn’s complaints, equality and diversity, accessibility, tenant engagement, performance reporting and information-access arrangements.

1 Required outcomes: fairness and respect; diverse needs; engagement with tenants; information about landlord services; performance information; complaints; and Social Tenant Access to Information Requirements

1.1 Customer Service, choice and complaints

1.1.1 YMCA Blackburn shall:
a. Provide choices, information and communication that is appropriate to the diverse needs of their tenants in the delivery of all standards
b. Have a clear, simple and accessible approach to complaints that ensures complaints are addressed fairly, effectively and promptly.
1.2 Involvement and Empowerment
1.2.1 YMCA Blackburn shall take tenants’ views into account when making decisions about how landlord services are delivered and shall communicate how those views have been considered.
a. the formulation of their landlord’s housing related policies and strategic priorities
b. the making of decisions about how housing related services are delivered, including the setting of service standards 
c. the scrutiny of their landlord’s performance and the making of recommendations to their landlord about how performance might be improved
d. the management of their homes, where applicable
e. the management of repair and maintenance services, such as commissioning and undertaking a range of repair tasks, as agreed with landlords, and the sharing in saving made
f. agreeing local offers for service delivery

1.3 Social Tenant Access to Information Requirements

1.3.1 Where YMCA Blackburn is subject to the Social Tenant Access to Information Requirements, it shall comply with the applicable expectations for providing tenants with information about the accommodation, facilities and services provided in connection with the management of social housing.
1.4 Understanding and responding to the diverse needs of tenants
1.4.1 In relation to the housing and landlord services it provides, YMCA Blackburn shall take action to deliver fair and equitable outcomes for tenants and, where relevant, prospective tenants.
a. treat all tenants with fairness and respect
b. demonstrate that they understand the different needs of their tenants, including in relation to the equality strands and tenants with additional support needs.



2       Specific expectations

2.1       Customer service, choice and complaints

2.1.1 YMCA Blackburn shall provide tenants with accessible, relevant and timely information about:
a. How tenants can access services
b. The standards of housing services their tenants can expect
c. How they are performing against those standards
d. The service choices available to tenants, including any additional costs that are relevant to specific choices
e. Progress of any repairs work
f. How tenants can communicate with them and provide feedback
g. The responsibilities of the tenant and the provider
h. Arrangements for tenant involvement and scrutiny

2.1.2 YMCA Blackburn shall provide a range of accessible ways for tenants to make a complaint and shall publish clear service standards for responding. Tenants shall be told how to escalate a complaint if they remain dissatisfied with the outcome. YMCA Blackburn shall explain how complaints are used to improve services and shall publish annual information about the number, nature and outcomes of complaints. It shall accept complaints submitted by a representative or advocate on a tenant’s behalf.

2.2 Involvement and Empowerment

2.2.1    YMCA Blackburn shall support their tenants to develop and implement   opportunities for involvement and empowerment, including by:
a. Supporting their tenants to exercise their Right to Manage or otherwise exercise housing management functions, where appropriate.
b. Supporting the formation and activities of tenant panels or equivalent groups and responding in a constructive and timely manner to them.
c. The provision of timely and relevant performance information to support effective scrutiny by tenants of their landlord’s performance in a form which YMCA Blackburn seek to agree with their tenants. Such provision must include the publication of an annual report which should include information on repair and maintenance budgets.
d. Providing support to tenants to build their capacity to be more effectively involved.
2.2.2 YMCA Blackburn shall consult with tenants on the scope of local offers for service delivery. This shall include how performance will be monitored, reported to and scrutinised by tenants and arrangements for reviewing these on a periodic basis.

2.2.3 Where YMCA Blackburn proposes changing its managing agent for one or more tenants, or making a significant change to its housing management arrangements, it shall consult affected tenants in a fair, timely, appropriate and effective manner.


2.2.4 YMCA Blackburn shall consult tenants at least once every three years on the best way of involving tenants in the governance and scrutiny of the organisation’s housing management service.

2.3       Understanding and responding to diverse needs

2.3.2 YMCA Blackburn shall use relevant information and data to understand tenants’ diverse needs, including needs arising from protected characteristics, language barriers and additional support needs, and to assess whether its housing and landlord services deliver fair and equitable outcomes. It shall demonstrate how this understanding informs the way services are provided and how it communicates with tenants.
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