Resident Engagement Impact Assessment

	Activity
	Rents Statements – Somali Focus Group

	Dates
	17 November 2011

	Overall Assessment
	(

	Description
	A focus group with 11 Somali tenants split into two 2 groups, one group was literate in English and the other unable to read English. They were shown a variety of rent letters sent to tenants and were asked for their feedback.

	Aims
	To find out how easy it was for residents to understand rent letters and statements sent out and to get ideas of what could be done to improve them.  

	Costs
	Approximately £150.


	Staff involved
	3


	Staff hours
	6 (2 Somali Engagement Officer; 2 x 2 rent officers)

	Residents involved
	11

	Residents hours
	16.5 (1.5 each)

	Reflectiveness of residents engaged (ethnicity, gender, disability, age, sexual orientation, religion and belief)
	( 
	This group was aimed specifically at Somali tenants, and was reflective in terms of age, sexual orientation, disability and religion and belief of this community group. However, the group was not reflective of gender as the group consisted of no men.

	Lessons learned
	· There is a general lack of understanding of the rent letters/statements sent to residents;
· Unable to understand which letters were most important.

	Outcomes or changes made
	· Future rent statements and rent correspondences will focus on Plain English to be more accessible. 

· Importance of letters will be clearly distinguished visually to alert to those tenants who are unable to read English.  
· Removing unnecessary information such as fax which is no longer in use;
· Have a message in Somali to inform tenants to turn over to view translation services;
· To ensure insure translation information is provided on the back of statements the same as our normal headed paper letters.

	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.

	Value for money
	Valuable insight has been gained from this group. We understand that the Somali customers unable to read English rely on family members, members of the community and Somali support organisations to interpret/translate letters which they perceive as important.  This can cause significant delays in action being taken to address arrears etc.  Taking this on board and making the proposed changes should have a positive impact on all tenants who face the similar barriers, and also improve our rates of collection.

	Recommendations
	To engage with Somali men as well as Somali women within our tenanted profile.


