Resident Involvement
Our Offer
Giving you accessible and flexible
involvement opportunities

Introducing our Offer to you
This Offer outlines our commitment to you in respect of resident involvement, how you can get involved in
the Group’s work and the service and support you can expect from us.
We have worked with residents to develop this Resident Involvement Offer, agree goals for the service
and set standards, making sure we are meeting your expectations and focusing on what is most important
to you.
This Offer is a guideline only and does not affect or change our legal obligations to you as our resident, or
your legal obligations to us as your landlord.

Our Resident Involvement Offer – agreed goals
Through all our resident involvement work we aim to:
•
•
•
•

Understand your needs and ensure you have the opportunity to help shape the continuous
improvement of our services in meeting those needs.
Provide you with an accountable service.
Improve resident satisfaction through involvement.
Ensure resident involvement is focused on delivering value for money.

In delivering these agreed goals we will seek to:
•
•
•

Be open about our work and ask for your opinions, using a wide range of methods.
Demonstrate how your views have improved our services.
Encourage both tenants and leaseholders to become members of forums, panels and groups.

What we will deliver – our Offer to you
To deliver our agreed goals we will offer you:
•

A broad, flexible and accessible menu of voluntary opportunities providing you with a variety of ways
to work with us, allowing all residents from diverse backgrounds and with different involvement
requirements, to influence and shape their services.

•

Opportunities to shape and scrutinise all services at local, regional and Group level.
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•

Training and support to enable you to work with us effectively.

•

Opportunities to review the impact of our involvement work on the business and on the satisfaction
levels of fellow residents.

How we will do this – Your Resident Involvement Menu
You have a broad range of ways that you can choose to become involved in the Group’s work.
They are:
Resident Service Panels - Resident Service Panels provide residents with the opportunity to scrutinise
and shape improvements to the services they receive. Resident Service Panel members also scrutinise
the delivery of our service Offers.
Service Forums - We set up Service Forums when we are working to improve particular key services.
Our forums play a key role in designing Offers across a range of our services.
Customer Service Monitors - Customer Service Monitors check that our services are up to scratch – for
example, our gardening and repairs services, or the major works we carry out.
Readers Panel & ePanel - Three or four times a year we may ask Readers Panel and ePanel members to
review key information or proposals. Our ePanel members use the internet to work with us.
Contract Reviewers - To make sure our contractors are providing the service standards we expect, we
hold regular review meetings with them. There is a resident Contract Reviewer on each contract review
panel providing a customer voice.
Resident events - We invite our residents to a range of resident events. These events are organised by
our regional teams and focus on local priorities.
'What Matters to Residents' Customer Surveys - Each year we offer residents the opportunity to take part
in our programme of surveys to measure resident satisfaction with a range of our key services. Surveys
take place by telephone, post or through the internet.
Resident Estate Inspectors - We regularly inspect our schemes and estates, inviting residents to join us.
Resident Estate Inspectors work closely with their local Resident Services Teams and, in return, they see
practical changes being made in their neighbourhood.
Supporting local groups - We support estate and community groups at many schemes and estates. If you
choose to set up a group, we can offer support and advice.
Service Review involvement – focus groups, workshops and interviews – We constantly review our
services and involve residents in workshops and focus groups to make sure we meet your needs and
expectations.

Supporting you to get involved
To enable you to get involved in our work:
•

We will ensure that appropriate resources are provided for each menu option - training, support,
information and expenses, to enable you to participate effectively.
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Communicating our Offer
To ensure that you are able to access our menu:
•

We will ensure that we publicise our Offer and Resident Involvement Menu at least once each year
to all residents through Open Door – made available on our website, in print and other media
formats upon request.

•

The Active Residents’ Guide, containing greater details, will be available on our website and in
print or other media upon request.

Understanding the impact of our resident involvement Offer
To ensure that our resident involvement Offer is effective in delivering our agreed goals:
•

We will carry out annually a comprehensive impact assessment of our involvement menu work.
This assessment will help us, our partners and residents understand the effectiveness of our Offer
and how it is shaping our service, delivering improvements and contributing to wider customer
satisfaction.

•

We will understand who we are involving to enable us to judge the extent and effectiveness of our
Offer in meeting the involvement requirements of our diverse resident population.

•

We will carry out regular satisfaction monitoring to ensure that residents feel we are taking their
views into account.

•

We will publicise to residents, through Open Door and the Group’s website, the results of the
assessment and make them available for discussion at our Resident Involvement Service Forum
and our Resident Service Panels.

Scrutiny and review of our Offer
To ensure that you are able to effectively scrutinise our resident involvement Offer:
•

We will establish a Resident Involvement Plan that will be used to monitor the delivery of our Offer.

•

We will work with residents through our Resident Involvement Service Forum and through our
Resident Service Panels to assess the effectiveness of the Offer and how it is being delivered.

•

Where performance of the service in meeting the Offer falls short of any standards we have set,
members of our Resident Involvement Service Forum and our Resident Service Panels will have
the opportunity to request the development of an action plan to address the issue.

•

We will review our Offer to you annually, ensuring our Offer and menu remains broad, accessible
and flexible.
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Consultation and involvement on the Offer
Residents are involved in monitoring and shaping this Offer. The Group’s Resident Involvement Service
Forum has been responsible for considering and shaping the Offer.
We welcome wider feedback on the terms and delivery of our Offer.

Further information
To find out about getting involved please contact the Service Centre and ask to speak to the Resident
Initiatives Team - 0300 303 1773 (option 4),
Or email getinvolved@shgroup.org.uk
Or go to our website at
www.shgroup.org.uk/involved
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