Local arrangements
for involving residents
1. We will have a published menu of opportunities to be involved that offers a wide range of choices to
people that meet their diverse needs and preferences.
2. Each year we will make contact with residents who have asked us to, to invite them to take part in
specific involvement events.
3. We will offer training and support to involved residents to help them participate fully.
4. We will listen and respond clearly to residents and use the feedback we receive to make changes and
publish examples of where we have done this.
5. We will provide a range of options for residents to communicate with us and make letters and
documents easy to understand. We will work with residents who volunteer to help us with this.
6. We will make it clear that people do not have to write in if they want to make a complaint, they can
complain in person or by telephone, or through someone acting on their behalf with their permission.
7. We will give someone who writes to us or complains a reference number so that this can be used to
follow up progress.
8. Where residents have a preference we will provide information in a way that suits them.
9. We will work with other organisations to help to provide access to activities for children in areas
where they live.
10. Hightown’s Residents Voice and Scrutiny Panel perform the scrutinising role of a tenants panel.

Local arrangements
for keeping your home in good repair
1. To provide a good quality living environment for tenants, we will have a minimum standard for
homes which includes:
 an expectation that all homes will have double glazing, where planning requirements allow.
 work will be carried out to improve energy efficiency, such as insulation.
extractor fans will be provided where condensation is affecting the fabric of the building.
 non slip flooring and extractor fans will be included in all kitchen and bathroom renewals and are
standard in any new builds.
 We will provide clear guidance to residents on repairs and insurance responsibilities.
 We have a programme for replacing kitchens and bathrooms based on a Government timescale,
which will be used as a guide.
2. A standard for external areas which includes:
 properties should be easy to locate.
 signage and any adaptations, such as handrails, should be pleasing to look at and suit the
surroundings.
 plaques that capture the history of a site should be provided where funds allow.
 garden areas adopted by residents should be made clear to contractors so that they do not
interfere with them.
 garden seating should be re-stained as part of the cyclical decorations programme.
 on Hightown’s land, parking patrols should be in place where the majority of residents want them
and in areas of high demand for parking (e.g. near a train station).
3. There will be a code of conduct, agreed with the Residents Voice and Scrutiny Panel, for how
contractors interact with residents.
4. In prioritising works, mindful of limited budgets, officers should take into account the following
issues:
 health and safety and hygiene.
 impact on the building if work is not carried out.
 resident comfort and fuel costs; the impact on disabled, frail or other vulnerable people.
 what would have the biggest impact in terms of numbers of people affected or amount of
difference it would make.
5. We will review our responsive repairs times with residents at least every two years.

Local arrangements
for neighbourhoods and communities
1. We will invite residents to volunteer to be Estate Champions to work with us to maintain the quality
of their area.
2. We will work with residents to encourage responsible pet ownership and rubbish disposal, this may
include the provision of litter bins to reduce littering.
3. We will publicise our regular estate inspections so that residents in the area can ask to be involved as
a matter of course.
4. We will work with Local Authorities and other local landlords and agencies to help residents access
services that impact upon their well being.
5. We will invite involved residents to take part in reviewing our Anti-social Behaviour Policy.
6. Standards for dealing with anti-social behaviour and other services will be included in our Customer
Charter, which will be periodically reviewed with residents.
7. The Residents Voice and Scrutiny Panel will consider suggestions from residents for improvements to
neighbourhoods.
8. We will invite members of the Residents Voice and Scrutiny Panel to join Hightown staff on visits to
other neighbourhoods.

