Resident Engagement Impact Assessment

	Activity
	Somali Overcrowding Focus Group

	Dates
	11th July 2011

	Overall Assessment
	(

	Description
	A focus group with 9 Somali women whose households were experiencing overcrowding. Some were already on the housing register for transfer, some had not registered.

	Aims
	To explore relative under-reporting of Somali overcrowding, and reasons for perceived lack of progress in transferring to suitable sized accommodation. 

	Costs
	£143 to hire Account 3, with crèche facilities and refreshments

	Staff involved
	2

	Staff hours
	21 (14 Somali Engagement Officer; 7 Customer Insight Officer)

	Residents involved
	9



	Residents hours
	18 (2 each)

	Reflectiveness of residents engaged (ethnicity, gender, disability, age, sexual orientation, religion and belief)
	( 
	This group was aimed specifically at Somali women, and was reflective in terms of age, sexual orientation, disability and religion and belief.

	Lessons learned
	· Lack of awareness in the community of impact of being in arrears on being able to bid for alternative properties.

· Residents not aware of the Somali bidding helpline.
· Lack of joined up work between THH and LBTH in linking overcrowding/bidding eligibility with arrears in their respective communications with residents.

· Lack of Somali staff in THH and LBTH undermines trust of residents.

	Outcomes or changes made
	· 3 of 9 households represented have now been successfully transferred (1 had been on housing waiting list for 18 years).
· developed positive relationships with Somali customers and community organisations;
· developed a plan of action which will assist LBTH and THH in making our services more accessible and inclusive for Somali customers.

	Barriers to access
	· due to demographic reasons, the provision of childcare is particularly important in order to provide Somali women with the opportunity to engage.

· the presence of an officer who speaks Somali was vital to this form of engagement to provide verbal translation.
· trust and confidence has been identified as a key barrier to engagement and service provision for this community.

	Value for money
	The lessons learned by residents have been transmitted through the community, and attendees have informed that other tenants not present have now registered for transfer and been successful in bidding, having addressed their arrears.  As such this focus group has reached beyond the 9 individuals directly involved.

	Recommendations
	That a follow up focus group is held by the end of the financial year in order to feedback and measure progress.


