INVITATION TO TENDER
IMPROVING TENANT AND HOMEOWNER ENGAGEMENT IN SOUTHWARK 

Summary of the brief

1. Southwark council is seeking a partner to support a substantial engagement and evidence gathering exercise with council tenants, homeowners and private sector tenants on council estates. This study will explore in depth how we engage with tenants and homeowners as a housing provider and identify areas for improvement.  The findings of the study will be used to inform council decisions on improving resident engagement in the future. 

Background 

Current context

2. Southwark is the largest council landlord in London and the sixth largest in the UK. There are 38,000 council tenants and 17,000 council homeowners in the borough. Many people also rent privately from leaseholders on council estates.  

3. The council intends to remain a large landlord for many years to come; investing £326 million to improve the standard of existing council homes and pledging to build 11,000 new homes by 2043. The council’s housing strategy to 2043 is available here.

4. The council is committed to engaging with its 55,000 tenants and homeowners and giving them a genuine say in the decision-making process. This commitment is outlined in the council’s ‘Approach to Community Engagement’, adopted in December 2012, which can be accessed here.

5. The current structures for engaging with tenants and homeowners were built and formalised in the late 1980s / early 1990s at a time when face to face engagement was the best way to reach out to people and hear what they had to say.  These structures also reflected the corporate and decision making arrangements of the council at the time, which have changed considerably since. 

6. The formal structure consists of 120 Tenant and Resident Associations, each of which is represented at one of 12 Area Housing Forums, which in turn elect representatives to the Tenant Council and Homeowners Council. Under the Tenant Council and Homeowners Council there are 16 working groups looking into specific issues. The current structure is set out in detail at Appendix A.

7. The council pays for this structure by setting aside a portion of the rent collected from tenants and service charges collected from homeowners.  This equates to approximately £15 a year from each tenant and £10 a year from each homeowner. This year the combined Tenant & Homeowner Funds amount to £1,232,842.88. The major elements of expenditure within this budget are grants to TRAs, training, and the Southwark Group of Tenants Organisations, a voluntary sector body operating under a grant agreement with the council to support the structure. 

8. The structure is additionally supported by a Tenant and Homeowner Involvement Team within the council. 

The need for good quality engagement

9. We believe that good engagement with residents is essential to making better decisions about issues that affect people’s day-to-day lives and delivering improved services.  Good quality engagement also aids communication, aiding each side to understand the others’ position, and gives clarity, understanding and genuine influence over decision making.   Engagement with our residents sits at the heart of the council’s Fairer Future principles, which underpin the promises and commitments in the council plan:
· Treating residents as if they were a valued member of our own family
· Being open, honest and accountable
· Spending money as if it were from our own pocket
· Working for everyone to realise their own potential
· Making Southwark a place to be proud of

10. Recent research[footnoteRef:1] has shown that good quality resident engagement by housing providers can deliver:  [1:  University of Westminster and Amicus Horizon, 2015, Success, Satisfaction and Scrutiny http://www.amicushorizon.org.uk/Corporate/Our-Research.aspx ] 

· Service improvements in quality, efficiency and value for money 
· Improved satisfaction by residents across the board
· Cost savings through reduced complaints and savings on external contracts 
· Social value, with an engaged resident experiencing an increase in wellbeing estimated at a value of over £8,000 per year

11. The council is required by Section 105 of the Housing Act 1985 to maintain arrangements for consulting tenants on housing management issues which are likely to substantially affect them. The legislation provides discretion for landlord authorities to make the arrangements they consider appropriate to achieve the aims of informing tenants, hearing their views and considering their representations on relevant matters before taking a decision. 

12. In addition, the Homes and Communities Agency’s 2015 regulatory framework states that tenants should have opportunities to shape service delivery and to hold the responsible board and councillors to account. Providers are expected to engage meaningfully with their tenants and offer them opportunities to shape the tailoring of services to reflect local priorities. Tenants should have the ability to scrutinise their provider’s performance, identify areas for improvement and influence future delivery. 

Key issues to address 

13. Many committed residents dedicate valuable time and service to engaging with the council on housing issues. In addition, TRAs perform important and valued community roles, supporting vulnerable residents and building community networks.  However less than 0.5% of our 55,000 residents in council homes currently engage with the council using our formal engagement structures.  There is a broad agreement that there is scope for review and improvement, to adapt to the way different people wish to contribute their time, skills and voices to improving housing in Southwark.

14. The council has a duty to ensure that it engages with residents in ways that are accessible, representative, effective and represent value to all council tenants, homeowners and private renters on council estates.  There are also opportunities to consider how council resident engagement aligns with wider community engagement, including people across different tenures, and developments in digital democracy. Additionally, the connection between engagement and wellbeing of tenants and homeowners in areas such as health, skills and employment can be explored further, for example through the activities of TRAs in empowered and resilient local communities and connection to the wider voluntary and community sector and public services.   

15. The current engagement structure costs more than £1.2 million before council staff resources are taken into account.  Given the current financial pressures, residents expect all council spending to be scrutinised and delivering genuine value for money. 2017/18 will be the eighth consecutive year of government funding reductions with at least two more to come. The council has saved nearly £100 million from its budget over the last five years, £34.1m from the Housing Revenue Account, and is currently investigating further savings of £17.9 million across all departments in 2017/18. Difficult decisions are being made each year about valued frontline services.  The possibility of achieving savings while delivering improved quality of engagement and better outcomes must therefore be fully explored. While this study is not expected to make recommendations for savings, its findings should help the council to identify where value for money may be improved. 

16. The council’s housing and community safety scrutiny subcommittee is considering the current engagement structures and is seeking to develop recommendations for improvement in the way the council engages with and involves residents. To date the subcommittee has heard evidence from council officers, the cabinet member for housing and members of the tenant’s council. A background paper here sets out some of the issues.  On 7 February 2017, the subcommittee recommended that a review be carried out, which should be supported by an independent, expert body. This will be taken forward with the aim of providing evidence to the subcommittee to support recommendations to the council’s cabinet on improvements to the current structure and ways of working.   

17. The council is therefore seeking to commission a qualified and experienced organisation to lead a study into how tenants and homeowners engage with the council and areas where we might improve on the current longstanding structures. The study will take the form of a widespread engagement and evidence gathering exercise seeking to address the following broad questions:

· Are tenants and homeowners aware of the current engagement structure and the resources allocated to it?
· What is their opinion of the current structure?
· What level of engagement/relationship do they want with the council?
· What methods of engagement (face-to-face, online etc.) are they interested in?
· Where are the opportunities for improvements in the current arrangements?

18. This will be supplemented with a review of good practice, case studies and benchmarking against other housing providers, and an analysis of data relating to the current engagement structures to give quantitative and qualitative measures of outcomes and performance. The detailed brief is set out below. 


Work packages

A) Community engagement and evidence gathering 

19. This part of the study aims to reach an in depth and wide ranging understanding of residents’ views on the current engagement structures and how they could be improved. Careful thought should be given to the segmentation of the study group to ensure the data is useful in informing a range of options for future engagement strategies. 

20. The tenants’ council, homeowners’ council and their working groups should be fully engaged in the scoping and oversight of this part of the study.  Resident involvement in the study (for example as peer researchers) will be encouraged where possible.  Engagement should utilise and build upon existing community engagement processes and resources wherever possible. 

21. The key elements of work under this package include: 
· Scoping interviews with key council stakeholders 
· Interviews with participants in current structures
· Extensive online and offline engagement using mixed methodologies including surveys, focus groups and interviews with tenants and leaseholders across the borough

22. Potential topics for study include[footnoteRef:2]: [2:  NB the detail of the study is expected to be further refined and prioritised during the scoping period.] 

· Awareness and perceptions of current structure – barriers to involvement
· What are the priority issues and concerns for residents 
· How residents wish to communicate issues and concerns
· How residents wish to hear from the council
· How to develop the community role and function of TRAs
· How residents wish to monitor, shape and improve services
· How complaints should be managed and how residents wish to be involved
· How residents wish to engage on housing policy and strategy 
· Expectations of the council as a landlord in time of budget reductions
· Skills and time – what is on offer from residents, what training or support is needed
· What would incentivise greater involvement
· Awareness of tenants’ fund and homeowners’ fund
· Priorities for tenants’ fund and homeowners’ fund

B) Peer review, good practice, benchmarking and case studies 

23. This part of the study aims to provide comparative good practice and an understanding of the experience and impact of changes to resident engagement structures in comparable housing providers. 

24. The key elements of work under this package include: 
· Interviews and policy reviews with similar local authority landlords and housing providers 
· Review across housing providers for good practice examples of resident engagement
· Benchmarking of cost of engagement per property 


25. Potential topics for study include:
· The process of change and improvement undertaken by comparable housing providers 
· Links between changes to resident engagement and wider corporate transformation
· Evidence of financial and organisational impacts
· Evidence of service improvement impacts


C) Analysis of qualitative and quantitative data 

26. This part of the study aims to analyse and present key data sources relating to the effectiveness, cost and impact of the current engagement structures, in order to help identify what is working well and highlight areas for improvement.  Data will be made available by the council to carry out the analysis. 

27. The key elements of work under this package include: 
· Review of existing KPIs and data for -  
· tenant and homeowner engagement
· service delivery e.g. repairs, cleansing, major works
· resident feedback and satisfaction 
· Complaints data (numbers, time to resolve, stages reached etc.)
· Officer and associated cost of supporting current structures
· Review of spend, outputs and outcomes from tenants fund and leaseholders fund

D) Reporting 

28. Draft and final written reports will be required. The final report will present outcomes from the work packages A, B and C to set out key findings for consideration by the council.

Budget

29. A maximum budget of £50,000 is available for this study.

Timescale

	Item
	Date

	Issue brief
	10 February 2017 

	Tender return
	24 February 2017

	Clarification meetings
	3 March 2017

	Contract award 
	6 March 2017

	Inception meeting 
	10 March 2017

	Delivery plan sign-off, study starts
	20 March 2017

	Study period 
	March – June 2017

	Draft report
	15 May 2017

	Final report
	16 June 2017



London Living Wage

30. The council has committed to including the London Living Wage (LLW) in new contracts for the provision of services which are to be performed either on council premises or in the Greater London Area, and where best value can be demonstrated on a case by case basis.  Providers of this service will be required to pay staff engaged in the delivery of the service as a minimum the London Living Wage.  

Key requirements

31. It is expected that the appointed contractor will have extensive experience of successfully delivering similar engagement projects as well as an in depth understanding of the issues. They must also have the resources and capacity to manage and complete the project over an intensive 2-3 month period. 

[bookmark: _GoBack]Submission requirements

32. Please structure your tender submission in accordance with the criteria below to simplify evaluation. Sections one to five of your submission should be combined into a single PDF document of no more than 5mb file size and 15 pages of A4 once printed. This should be submitted electronically as well as in hard copy.

i. Expertise Include the names and CV’s of team members and proposed team structure. Outline the team ethos and any relevant areas of expertise.

ii. Experience and technical capability A summary of three relevant projects that demonstrate your approach, innovation and expertise. Use this as an opportunity to illustrate your team’s thinking and engagement methodology.

iii. Expected output For the initial response to the invitation to tender, tenderers should submit their initial ideas and responses to the brief with a focus on engagement techniques, processes and ideas.  Please set out the methodology for how you will combine the outputs from the three work packages to deliver a clear and coordinated set of findings for the council. 

iv. Proposed work stages and responsibilities A breakdown of key workstreams, showing milestones and resources that you will put in place to compete the project to schedule. 

v. Fee proposal A detailed fee structure detailing costs for the delivery of the work packages. 

33. A selection panel comprising representatives from Housing, Communities and Chief Executive’s Office at the council will assess the responses to the invitation to tender using the following criteria:

	Selection criteria
	Weighting

	Expertise 
	20%

	Experience and technical capability
	20%

	Expected output
	20%

	Proposed work stages and responsibilities
	20%

	Fee proposal
	20%



The following scoring system will be used for the evaluation of all quality questions before weighting is applied.

	Score 
	Descriptions 

	0
	Cannot be scored No information provided or incapable of being taken forward either because the Tenderer does not demonstrate an understanding of the council’s requirements or because the solution is incapable of meeting the council’s requirements. 

	1
	Unsatisfactory Although the Tenderer does demonstrate an understanding of the council’s requirements there are some major risks or omissions in relation to the proposed solution to deliver the service and the council would not be confident of its requirements being met. 

	2
	Satisfactory A response which is capable of meeting the council’s requirements but is unlikely to go beyond this. 

	3
	Good A response which shows that the Tenderer demonstrates an understanding of the council’s requirements has a credible methodology to deliver the service which could evolve into improving outcomes further.

	4
	Very Good A response which shows that the Tenderer demonstrates an understanding of the council’s requirements, has a credible methodology to deliver the service alongside clear process and plan to deliver additional benefits and deliver value or where relevant has a proven approach for delivering strong outcomes.

	5
	Excellent A response which meets all the criteria in 4 above plus shows how the service can comprehensively be taken to the next level in terms of exceeding the council’s requirements and/or offering significant added value and meeting the council’s overall strategic requirements and objectives.



34. The fee proposal shall be scored with the lowest valid overall price receiving the maximum score of 5 marks and other tenders receiving a proportional score in accordance with the process detailed below:

Score =    Lowest Price      x 5
Tendered Price	
35. The council will scrutinise very carefully any Tender that contains a price which appears very low (having regard, amongst other things, to the prices submitted in the other tender submissions received).  The council reserves the right to reject any tender submission that is abnormally low.

36. A tenderer’s evaluation score will be based on the tenderer’s written submission, but this may be clarified (and its veracity and accuracy verified) at a clarification meeting. It is intended that clarification meetings will be scheduled for Friday 3 March, subject to need and availability. Tenderers will not be able to address any omissions in their written submission during any clarification process. The initial score will be based on the evaluators’ review of the tender submission and be updated based on further clarification.

Tender submissions

37. Please submit one electronic copy of your submission by email and one hard copy clearly marked TENDER DOCUMENTATION by 5pm Friday 24 February 2017.

Contact

38. Submissions and all enquiries relating to this brief should be made to:

Nick Wolff
Principal Strategy Officer, Chief Executive’s Office
Southwark Council 
5th Floor Hub 4
160 Tooley Street
London SE1 2TZ
nick.wolff@southwark.gov.uk
DD: 020 7525 5676
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	Appendix A: Southwark’s formal tenant and homeowner engagement structure

	
	
	120 Tenant & Resident Associations


           
           
           
           
           
           
           
           
           
           
	
	A Tenant & Resident Association (TRA) is a group of residents from an estate or neighbourhood, who volunteer their time to meet regularly, discuss local issues and represent the area.


	
	
	
	
	

	
	
	12 Area Housing Forums


               


            

	
	Each TRA sends 1 representative to the nearest Area Housing Forum (AHF). AHFs discuss housing issues affecting a larger area. There are 12 AHFs, covering the entire borough geographically.


	
	
	
	
	

	16 working groups


       









       








	
	Tenant/Homeowner Council


                    


	
	Each AHF sends 2 representatives to Tenant Council, which is the main link between the council and its tenants. Homeowner Council fulfils the same role for homeowners. They also manage 16 working groups looking into specific issues.


	
	
	

	Support for the engagement structure

	Tenant & Homeowner      Involvement Team
(9 staff)


           Involvement Team
 Involvement Team
 Involvement Team
 Involvement Team
 Involvement Team
 Involvement Team
 Involvement Team
 Involvement Team
 Involvement Team

	





	Southwark Group of Tenants Organisation
(5 staff)


                                      Involvement Team
 Involvement Team
 Involvement Team
 Involvement Team
 Involvement Team

	
	These volunteer-led groups need professional support. The council commissions the independent Southwark Group of Tenant Organisations (SGTO) to assist them. The council also has a dedicated Tenant & Homeowner Involvement Team.
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