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Foreword  
 
I am delighted to welcome you to our first annual report to 
tenants covering the period to October 2011. Our report is 
framed around the standards set by the Tenant Services 
Authority (TSA) and we have worked closely with many of you 
over the last six months to make sure the report is a fair and 
honest reflection of our services. 
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The Tenant Services Authority  
 
Organisations such as West Bromwich & District YMCA, who provide social housing and are 
ǊŜƎƛǎǘŜǊŜŘ ǿƛǘƘ ǘƘŜ ¢Ŝƴŀƴǘ {ŜǊǾƛŎŜǎ !ǳǘƘƻǊƛǘȅΩǎ ό¢{!ύΣ ƘŀǾŜ ǘƻ ōŜ ƳƻƴƛǘƻǊŜŘ ǘƻ ŜƴǎǳǊŜ ǘƘŀǘ 
they are providing services which meet the needs of our tenants.   
 
Since April 2010 the way in which West Bromwich & District YMCA is monitored has 
changed. The TSA now provide a regulatory framework which focuses more on self-
assessment ŀƴŘ ƛƴǘǊƻŘǳŎŜǎ ΨLocal OffersΩΦ [ƻŎŀƭ hŦŦŜǊǎ ŀǊŜ ŀgreements between landlords 
and their tenants on the issues that matter most on a local level.  
 

What are Local Offers?  
 
Local Offers represented a new way of tailoring the services of social housing providers 
based on what tenants actually want. All providers were required by April 2011, to ask 
tenants if they wanted Local OŦŦŜǊǎ ŀƎŀƛƴǎǘ ǘƘŜ ¢{!Ωǎ ƴŀǘƛƻƴŀƭ ǎǘŀƴŘŀǊŘǎ.  
 
The national TSA standards cover performance in the following areas: 
 

National Standard Requirements 
Tenant involvement and 
empowerment 

¶ Customer service, choice and 
complaints 

¶ Involvement and empowerment 
¶ Understanding and responding to 

diverse needs of tenants 

Home ¶ Quality of accommodation  
¶ Repairs and maintenance 
 

Tenancy ¶ Allocations 
¶ Rents 
¶ Tenure 

Neighbourhood and community ¶ Neighbourhood management 
¶ Local area-co-operation 
¶ Anti-social behaviour 

Value for money ¶ Value for money 

Governance and financial viability ¶ Financial viability 

 
West Bromwich & District YMCA developed its Local Offers in consultation with residents 
and staff and they focused on three of the TSA Standards:  
 
ω ¢Ŝƴŀƴǘ ƛƴǾƻƭǾŜƳŜƴǘ ŀƴŘ ŜƳǇƻǿŜǊƳŜƴǘ 
ω IƻƳŜ 
ω bŜƛƎƘōƻǳǊƘƻƻŘ ŀƴŘ ŎƻƳƳǳƴƛǘȅ 
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How have we set up our Local Offer?  
 
The following diagram illustrates the steps we have taken to implement the Local Offer. 
 

 
Step 1: We set up strong project team.  
 
On the 15th December 2010 the Housing Management Team met to discuss how we would 
go about designing our Local Offers. We decided that all Housing Managers should be 
involved in the process and that we would also include the Participation Officer as they 
would be intrinsic to gathering the information. 
 
Step 2: We looked at and reviewed existing evidence 
 
We then went about gathering existing evidence. This involved looking at a variety of 
sources of pre-gathered information including the number and content of complaints 
received, and the results or a satisfaction survey gathered earlier in the year.  
 
Due to the small number of complaints received during the past 12 months, the information 
gathered did not tell us much about what is important to residents. The issue complained 
about most was noise generated by other residents.  
 

Step 1: Set up 
strong project 

team consisting of 
Housing 

Managers. 

Step 5: Reviewed 
current 

entitlements with 
residents. 

Step 6: Identified what 
residents want to be 
included in the Local 

Offer. 

Step 7: Identified 
how residents 

wanted to monitor 
the Local Offer. 

Step 8: 
Finalised the 

first draft of the 
Local Offer and 

agree with 
Residents, Staff 

and Board. 

Step 9: Gave 
copy of Local 
Offer to each 
Residents and 

reviewed 
quarterly.  

Step 2: Looked at and 
reviewed existing 

evidence i.e. 
ǊŜǎƛŘŜƴǘΩǎ surveys. 

Step 3: Identified 
how many 

 Local Offers there 
should be. 

Step 4: Held 
focus groups 

with residents. 

 
Residents  

at the  

Centre 
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Carters 
Green 

 

60 High 
Street  

 

 
Open 
Door 

Tennant Involvement 
 

Home 
 

Neighbourhood and Community 

Number and content of complaints received February 2010 - February 2011 
 

Ref No Date Details 

C057 10.02.10 Lack of information given to a resident 

C065 24.06.10 wŜǎƛŘŜƴǘΩǎ ōŜƘŀǾƛƻǳǊ - Appeal to decision. 

C066 21.07.10 Flat not locked by member of staff when Resident requested 

C071 10.12.10 wŜǎƛŘŜƴǘ ǿŀǎƴΩǘ ŀƭƭƻǿŜŘ ǘƻ stay with fellow resident as had a 
visitor ban 

C072 04.01.11 Noise 

C073 04.01.11 Noise 

  
The Satisfaction survey was completed between February and April 2010. 40 Residents 
completed the survey, 32 of which were aged 16-25. The main issues to arise from the 
survey included the following: 
 
¶ Noise 
¶ Visitors Policy 
¶ Maintenance Service 

 
Step 3: We identified how many Local Offers there would be  
 
The Housing Managers then met with residents to discuss how they thought the Local Offers 
should be approached and how many we should have. Because of the distinct differences 
between our different projects Carters Green, 60 High Street and YMCA Open Door, it was 
decided that we would have 3 Local Offers covering the 3 required standards as follows: 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
Step 4: We held Focus Groups with Residents  
 
Between January 31st 2011 and February 7th 2011 the Participation Officer met with 
residents at Carters Green and 60 High Street to discuss what they wanted to see included 
in the Local Offer. On Wednesday 2nd February the Supported Lodgings clients were invited 
to come together to discuss the Local Offer. This was the Residents opportunity to tell us 
what was important to them. 
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Step 5: We reviewed the current entitlement with Residents 
 
In the focus groups the residents were asked to look at the pre-existing Residents Charter 
for Carters Green. This is a document that lays out the rights and responsibilities of 
Residents. This was then used as a starting point for discussions.  
 
Step 6: We identify what residents wanted to be included in the Local Offer  
 
The discussions then focused on what issues they find important, what they would like to 
see included and also if they wanted to consider the other, non-compulsory standards.  
 
Step 7: We identify how residents wanted to monitor the Local Offer 
 
Finally the residents agreed how often they would like to monitor the Local Offer and it was 
decided that this would be done on a quarterly basis, and that the Local Offer would be 
reviewed and if necessary refreshed annually. 
 
Step 8: We finalised the first draft of the Local Offer and agreed it with Residents, Staff 
and the Board 
 
The first draft of the Local Offers was then agreed by the Residents, Housing Managers and 
finally the Board.  We decided to brand the Local Offers under the heading Ψ¸ tǊƻƳƛǎŜΩ ŀƴŘ 
each Local Offer covers the 3 national standards required.  
 
Step 9: Issued Local Offer to each Residents and reviewed quarterly. 
 
The final stage was to issue a copy of the Local Offer to each resident and put in place a 
process of reviewing it as required.  
 
And that was it, the Local Offer was in place, now the real work began, making sure we stick 
ǘƻ ƻǳǊ ΨǇǊƻƳƛǎŜǎΦΩ 
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The Local Offers ς 60 High Street, Carters Green & Supported Lodgings  
 
 

60 High Street 
 
Tennant Involvement & Empowerment 
¶ To be informed regularly of a range of activities provided through the 

YMCA. 

¶ To have the opportunity to have your voice heard to make a difference in 
how the service is delivered.  

¶ To provide activities and opportunities to enable young people to become 
more actively involved in the management of West Bromwich YMCA. 

¶ To offer residents seeking employment or career progression with 
appropriate support, guidance and training, working in partnership with 
other agencies and use of IT facilities. 

¶ To be treated as an individual with individual needs and aspirations.  

¶ To be given a thorough induction with friendly and welcoming staff. 

¶ You will have a support worker who will meet with you as often as you both 
agree 

 

Home  

¶ You will have your own flat including, kitchen and bathroom facilities, a bed, 
clothing storage, a chair and if required you will be issued with a basic 
welcome pack. 

¶ You will have access to shared laundry facilities and communal areas.  

¶ You will be notified when maintenance staff may need access to your room 
regarding a reported defect. 

¶ To have the opportunity to redecorate your room in an appropriate colour 
as authorised by Housing Management  

¶ To have the opportunity to voice your concerns and raise issues or 
compliment the building and maintenance services.  

¶ To enjoy safe, secure and well-maintained accommodation and facilities as 
provided in your tenancy. 

 
Neighbourhood and Community  
¶ To be treated with respect, courtesy, dignity and equality at all times, by 

staff, visitors and other residents alike. 

¶ To be able to complain or comment on the service, using the appropriate 
procedures and to expect feedback. 

¶ To have access to 24 hour support.  

¶ To be given the opportunities to get involved in the YMCA community.  
¶ To have appropriate agencies involved in your support where and when 

required. 
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Carters Green 
 
Tennant Involvement & Empowerment 
¶ To be informed regularly of the range of activities provided through the 

YMCA. 

¶ To have the opportunity to have your voice heard and make a difference in 
how the service is delivered.  

¶ To provide activities and opportunities to enable young people to become 
more actively involved in the management of West Bromwich YMCA. 

¶ To offer residents seeking employment or career progression with 
appropriate support, guidance and training, working in partnership with 
other agencies and use of IT facilities. 

¶ To be treated as an individual with individual needs and aspirations.  

¶ To be given a thorough induction with friendly and welcoming staff.  

¶ You will have a support worker who will meet with you as often as you both 
agree. 

 

Home  

¶ You will have your own flat including kitchen, bathroom facilities, a bed, 
clothing storage, a chair and if required you will be issued with a basic 
welcome pack. 

¶ You will have access to a shared laundry facilities and communal areas.  

¶ You will be notified when maintenance staff may need access to your room 
regarding a reported defect.  

¶ To have the opportunity to redecorate your room in an appropriate colour 
as authorised by Housing Management.  

¶ To have the opportunity to voice your concerns and raise issues or 
compliment the building and maintenance services.  

¶ To enjoy safe, secure and well-maintained accommodation and facilities as 
provided in your tenancy. 

 

Neighbourhood and Community  
¶ To be treated with respect, courtesy, dignity and equality at all times, by 

staff, visitors and other residents alike. 

¶ To be able to complain or comment on the service, using the appropriate 
procedures and to expect feedback. 

¶ To have access to 24 hour support.  

¶ To be given the opportunities to get involved in the YMCA community.  

¶ To have appropriate agencies involved in your support where and when 
required. 
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Supported Lodgings 

 

Tennant Involvement and empowerment  
¶ To be informed regularly of the range of activities provided through the 

YMCA. 

¶ To have the opportunity to have your voice heard and make a difference in 
how the service is delivered.  

¶ To provide activities and opportunities to enable young people to become 
more actively involved in the management of West Bromwich YMCA. 

¶ To offer residents seeking employment or career progression with 
appropriate support, guidance and training, working in partnership with 
other agencies and use of IT facilities. 

¶ To be treated as an individual with individual needs and aspirations.  

¶ To be given a thorough induction with friendly and welcoming staff.  

¶ You will have a support worker who will meet with you as often as you both 
agree. 

 

 Home  
¶ You will have your own private bedroom with at least a bed and clothing 

storage and if required you will be issued with a basic welcome pack 

¶ You will have shared use of a bathroom, kitchen, laundry facilities and 
communal living areas. 

¶ You will be notified when maintenance staff may need access to your room 
regarding a reported defect.  

¶ To have the opportunity to voice your concerns and raise issues or 
compliment the building and maintenance services.  

¶ To enjoy safe, secure and well-maintained accommodation and facilities as 
provided in your tenancy. 

¶ In return for your weekly self-rent you will be provided with heating, water, 
electricity and food for three meals a day. 

 

Neighbourhood and Community  

¶ To be treated with respect, courtesy, dignity and equality at all times, by 
staff, visitors and other residents alike. 

¶ To be able to complain or comment on the service, using the appropriate 
procedures and to expect feedback. 

¶ To have access to 24 hour support.  

¶ To be given the opportunities to get involved in the YMCA community.  

¶ To have appropriate agencies involved in your support where and when 
required. 
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How do we know we are delivering against the Local Offers?  
 
During the last 12 months we have been very busy making sure that we deliver what we 
ŀƎǊŜŜŘ ǘƻ ƛƴ ǘƘŜ Ψ²Ŝ tǊƻƳƛǎŜ [ƻŎŀƭ hŦŦŜǊǎΦΩ ²Ŝ ǿŀƴǘŜŘ ǘƻ ƪƴƻǿ Ƙƻǿ ȅƻǳ ǘƘƻǳƎƘǘ ǿŜ ǿŜǊŜ 
performing so in May 2011 we ŎƻƴŘǳŎǘŜŘ ŀ ǊŜǎƛŘŜƴǘΩǎ ǎǳǊǾŜȅ ŀnd later in the year we 
completed a questionnaire with residents specific to the Local Offer. 
 
What you told us in the Residents Survey 
 
A total of 35 residents completed the ǊŜǎƛŘŜƴǘΩǎ survey. That represented 20% of Carters 
Green residents, 50% of the 60 High Street Residents and 42% of the Supported Lodgings 
Residents. 46% of the total respondents were male, 54% female. The majority (57%) of the 
respondents were aged 19-25 and the average length of stay at the point of completing the 
survey was between 3-6 months.  
 
During the survey you told us that:  

¶ 91% of you feel welcomed and comfortable when they arrived at the YMCA. 

¶ 75% of you feel safe at the YMCA.  

¶ You told us that the best things about living at the YMCA are meeting new people and 
being able to learn the skills needed to live independently.  

¶ 94% of you found your accommodation to be good ς 57% or satisfactory ς 37%.  

¶ 80% of you feel that you have enough opportunities to express your views about the 
management of the YMCA. 

¶ 83% were given information on the Complaints Procedure when you moved in and 86% 
were given information on Data Protection. 

¶ 94% of you like to express your views face to face, 54% of you prefer to attend residents 
meetings, 96% of you like to complete surveys and questionnaires and 34% like to 
express your views by writing letters. 

¶ 83% of you find the staff friendly and approachable. 

¶ 97% of you think that you are given enough advice, help, information and support. 

¶ 97% of you would describe the support you receive as Good or Very Good 

¶ 66% of you think you see your support worker the right amount of times 

¶ 71% of you think that problems, complaints or disputes are dealt with effectively.  
 
What you told us in the Local Offer Questionnaire 
 

As part of the preparation for this report, in September 2011 we completed a questionnaire 
with residents specific to the Local Offer.  
 
We wanted the questionnaire to be accessible to the residents so we asked our Peer 
Mentors to complete it. The YMCA Peer Mentors are ex residents and we asked them to 
consult with residents and get a view from them as to how well the YMCA was performing 
against the Local Offer.   
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During this consultation residents at 60 High Street told us that:  

¶ The majority of you are extremely satisfied and positive about the promises made. 

¶ 20% of you however thought we could provide more information on the range of 
activities that are available to you. 

¶ 20% of you commented that you have not had the opportunity to voice your concerns 
about maintenance service 

¶ 100% of you said that you have been given the opportunity to get involved in the YMCA 
community.  

 

During this consultation residents at Carters Green told us that:  

¶ The majority of you are satisfied and positive about the promises made to you.  

¶ 60% of you feel you are treated with respect, courtesy, dignity and equality at all times. 

¶ 75% of you feel we help you to seek employment, gain appropriate support, and receive 
guidance and training.  

 

During the consultation residents of YMCA Open Door Supported Lodgings Project told us 
that: 

¶ The majority of you are satisfied and positive about the promises made to you. 

¶ 100% of you feel that you have had the opportunity to have your voice heard.  

¶ 100% of you feel that you have been treated with respect, courtesy, dignity and equality 
at all times.  

 

How will we continue to involve Residents in the Local Offer? 

 

 
Residents 
Meetings 

 

 
Interviewing & 

Recruitment 

 

Residents 
Satisfaction 

Survey 
 

 

YMCA Regional 
Youth 

Governance  
 

 
Policy 

Consultation 
 

 
Residents 

Newsletters 
 

Internal Youth 
Governance 

Steering Group 
 

 
Focus Groups 

 

 
Approval 

Panels 
 

 
Complaints 
Procedure 

 

 

Resident 
Involvement 


