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Sometimes when we write to you or
talk to you we might call you our
customer. What does that mean? You
are our customer if you use any of our
services. You can be a customer if you
are a tenant or leaseholder, you could
be a former tenant who has bought
your home from us. You could also be a
private resident or you could be on the
housing waiting list.

We want all our customers to get
involved in making the Willow Park
area a great place to live. This means
we want your help. We want to know
what you think and what you want.
The next few pages tell you some of
the ways you can tell us.



Why should you get involved?

If you are happy to let us run the
housing service that’s fine. But if you
want to have a say in what we do
that’s great! We think that getting
you involved in looking after your
own home and neighbourhood is
the best way to improve the lives of
you and your neighbours. What you
think is important to us and we hope
you'll work with us.

- We need the views

: of people who live

- in our communities -
people like you!

We have a Customer Involvement
Co-ordinator who can talk to you
about how to get involved in the
things we do. You can have your say
as an individual or in a group like a
Tenant & Resident Association. You
can take part in local decisions about
how your neighbourhood is run, and
help us decide on the way we do
things across the area. For a copy of
our Customer Involvement Strategy
call the Customer Services Team and
ask for the Customer Involvement
Co-ordinator, or, fill in the online
comments form on our website.

If you need transport to get to any
of the involvement schemes the
Customer Involvement Co-ordinator
can arrange this for you.

@ Customer Services Team: 0800 633 5500



There are lots of ways you can

help us. The following are just some
examples of the ways that you can
have your say in what Willow Park
Housing Trust does:

A ‘Board’ is a group of people that
make decisions about what an
organisation does. We have a Board
of twelve unpaid directors and five
of these are people who live in our
homes - these people are called
Tenant Directors. They are people

just like you who help us make plans,

set out policies and decide how we
spend your rent money. The Board
also makes sure that Willow Park
Housing Trust continues to do the
best for you.

We will shortly be setting up a
scrutiny panel of local tenants. Their
job will be to make sure we do what
we say we are going to do, and,
make sure you are happy with what
we have done. The panel will look at
every service we provide and tell the
Board what they think about it.

Have your say

We have Service Improvement
Panels that give you the chance to
get involved with a service that is
important to you. Some of the
panels have been going for a long
time but there are others that we
would like to start or make bigger.
Sometimes we just need to know
what you think about a particular
issue. This could be anything from
rent to cleaning. We might ask you a
few questions over the phone or ask
you to fill in a questionnaire or come
to a meeting. We are always looking
for more people to join, so if you
want to have your say why not get
involved with one of the following
panels:

Customer Services

Older People’s Needs and
Disability Awareness

Community Safety

Money Matters
Environmental Services
Repairs

Allocations

Cultural Diversity
Communication and Publicity
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An auditor is a person who checks
that things are being done properly.
Our Tenant Auditors use their skills
and experience to do in-depth audits
of the services we give you. They
help us make sure the quality of
each service is what it should be. This
can be done over the phone or in our
offices. We think our Tenant Auditors
give a fair view of what’s going on
and tell us what you really think
about Willow Park.

The aim of the

Tenant Auditors is to

act as genuine customers
and check the quality

of the services that
Willow Park staff provide.

We give Tenant Auditors training on
our procedures so that they know
the standard of service that you
should be getting. They have already
helped us to do many things better
and have worked on projects like:

Customer satisfaction surveys
Empty homes standards checking

Kitchen and bathroom
improvement work - home visits

Review of Concierge Service

There are many more projects that
we want to start. We are always
looking for more Auditors to help
test our services and let us know how
we can improve.

These groups are formed and run by
local people on a voluntary basis.
Anyone who lives locally can take
part, including people who have
bought their own homes.

The TRAs decide what they want
to do. Some may want to look at
housing issues, such as repairs or
empty properties, whilst others
may want to take part in wider
housing policy issues such as the
environment or crime. You can join
an existing TRA or you can link up
with other people in your area and
form a new group. We want to see
more TRAs and will help you to get
going with:

Start-up grants and support

Help with training about holding
and chairing meetings
Information about how

Willow Park Housing Trust is run

Taking part in meetings to
answer your questions

@ Customer Services Team: 0800 633 5500



This is a great chance for people who
live in the Willow Park area to listen to
expert speakers and discuss a range
of subjects that are important to the
long term success of your area.

We do regular inspections of each
neighbourhood to find any problems
and check the standard of service.
The inspection may be a walkabout
through the streets or we might
knock on a few doors and ask people
how they feel about their area. Our
Housing Manager will ask
Manchester City Council’s Street
Environment Manager, Ward
Support Officer, local councillors,
Tenant Auditors and local people to
join in. If you would like to take part

Have your say

in the next neighbourhood
walkabout in your area please call
our Customer Services Team and ask
for your Housing Officer.

If you want to get involved but don’t
have the time to go to an organised
meeting, we can include you in our
Armchair Panel. We will get in touch
from time to time and ask for your
views on different issues. We might
ask you to answer a survey by post,
text or phone. If you want, you can
get involved in just one particular
service that is important to you. To
join the Armchair Panel just call our
Customer Service Team and ask

for the Customer Involvement
Co-ordinator, or send a message

using our website.
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Sometimes we organise a People’s
Forum. This is where we speak to lots
of groups and after a few months
ask a few people from each group to
meet with us to decide the most
important things we need to work
on. The last time we held a People’s
Forum, the 5 main areas we were
asked to look at were:

Community safety

Transport

Employment and training
Looking after the environment

Keeping the community together
(community cohesion)

These events are a chance for us,
and the local organisations we work
with, to show you our services and
give you advice all in one place.
These sort of events also have lots of
fun things for all the family to do and
give you a chance to tell us what

you want us to do for your
neighbourhood.

.......................................

We have a Youth Involvement
Officer who works with a Youth Panel

that is called Youth Reborn. Panel
members are aged 13 to 19 years
and meet regularly to talk about
issues that affect to young people in
the Wythenshawe area.

They are involved with organising
lots of activities and go to events
such as adventure days and
conferences. They also have the
chance to do accredited training
courses.

If you would like to

know more about the
Youth Panel you can
contact the Customer
Services Team and ask for
the Youth Involvement
Co-ordinator.



Have your say

Established Tenant and Resident Groups or Panels

For further information about any of the groups below please contact
Customer Services and ask for the Customer Involvement Co-ordinator.

Contact Customer
. Involvement Co-ordinator

¢ Benchill Community Centre,
i Benchill Road

Benchill Tenants’

Community Safety
Forum

Crossacres Tenants’
& Residents’ Forum

Older People’s/

Disability Awareness

Forum

- Contact Customer
i Involvement Co-ordinator

- 7.00pm. Meet quarterly
: on first Monday of month

Poundswick Tenants’ &
Residents’ Association

Woodhouse Park &

Moss Nook Area Panel

¢ 7.00pm. Meet second
& Residents’ Association :

¢ Contact Customer
¢ Involvement Co-ordinator

i Community Room,
¢ Mitchell Gardens,
¢ Hollyhedge Road

¢ Contact Customer
Involvement Co-ordinator

Tuesday of month

- 7.00pm. Meet first
i Monday of month

6.30pm. Meet

i bi-monthly last Monday
i of the month

¢ Church Hall,
i StRichards Church,
¢ Peel Hall Road

: Community Room,
i Ken Collis Court,
i Mottershead Road

i Contact Customer
¢ Involvement Co-ordinator

Senior Forum (formerly
Older People’s Forum)

: Contact Customer
¢ Involvement Co-ordinator

- Woodhouse Park
i Lifestyle Centre, Portway
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Remember, you can get
involved in almost everything
Willow Park Housing Trust does.
You can have your say on:

Each year we produce an Impact
Assessment Report. This explains
how people like you and Willow Park

Housing Trust are working together

Caretgking and mobile to make things better. The report
cleaning shows how we measure the
Community safety improvements we have made and
Customer service what we will do in the future to
Equality & diversity improve even more.
Environmental issues We always try to do our very best for
Repairs you and we are always looking for
Allocations new ways to include people in
Money matters everything we do. For example,
Senior forum we’ve set up a Community
Cohesion Group to bring the
Tenancy and estate different Black, Minority and Ethnic
management communities together within the
Tenancy support whole community in Wythenshawe.

Communications and
publicity

@ Customer Services Team: 0800 633 5500



TPAS is the leading national tenant
participation organisation. It works
to give tenants all over the country a
say in how their housing association
is run. They want to give people
more influence by developing good
working relationships with social
landlords.

To join TPAS you normally need to
be a social landlord like Willow Park
Housing Trust or a tenant
organisation, like the Tenant and
Resident Association. To find out
more contact:

TPAS Ltd

5th Floor
Trafford House
Chester Road
Manchester
M32 ORS

Tel: 0161 868 3500
Fax: 0161 877 6256

E-mail: info@tpas.org.uk
www.tpas.org.uk

Have your say

TPAS can provide training,
information, consultation

and conferences about how
you can get involved in housing
management. They have:

A helpline and information
service for members

Conferences and seminars on
tenant participation

A training programme for
tenants and housing
personnel

Consultancy work with
tenant groups and landlords

In-house training on request

They also have links with
Central Government and
help to develop government
policy about tenant
participation issues

www.willow-park.co.uk ¢¢



Willow Park Housing Trust

www.willow-park.co.uk
Freephone: 0800 633 5500
Email: enquiries@willow-park.co.uk

A company Limited by Guarantee

Registered in England and Wales No. 3710937
Registered with the Housing Corporation No. L4219
Registered Charity No. 1074481

@ business for neighbourhoods

Real lives. Wythenshawe

Wythenshawe is the kind of place where you can put
down roots. Family homes with gardens, easy access to
both city centre and countryside, plus a huge investment
in new schools and some of Manchester's best performing
primary schools make Wythenshawe a good place to live.
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