


2

Southern Housing Group Resident Involvement

Introduction ............................................................................3

What are the options? ............................................................4 

What are the benefits of establishing a resident group? .....5

How can I set up a resident group? .......................................6

Support from Southern Housing Group ..............................17

FAQ’s ......................................................................................18

Contact us ..............................................................................20

Contents



Southern Housing Group Resident Involvement

3

Southern Housing Group (the Group) 
are committed to supporting and 
working with residents to improve 
services, their homes, and the 
surrounding neighbourhoods.  
 
The Charter for Social Housing White 
Paper has set out clear expectations 
about the standards that residents can 
expect from their landlord. Only by 

Introduction
working together can we be sure that 
we are delivering the right services,  
to the right people at the right time.  
The Customer Involvement team will 
aim to work collaboratively with other 
teams to provide residents with different 
options to work with the Group to 
improve their homes and communities 
and in doing so to build greater trust, 
transparency, and accountability.
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What Are The Options?

Social And Community Groups

Residents who would like to come together to 
build cohesion and develop friendships through 
social events and projects can set up a Social Group. 
Support to set up local events can be provided  
– to find out more visit the website below:

https://southern360.org.uk 

Community Connectors 

A Community Connector is a resident who cares 
about their estate and neighbours and wants to 
make a positive difference.

Being a Community Connector is all about 
making connections in your neighbourhood.   
By joining up with neighbours on your estate you 
can work together to develop successful projects. 

To find out more about the Community 
Connectors visit the website below:

communityconnectorstoolkit.co.uk

For further information visit the website below:

https://southern360.org.uk 

Task Action Group (TAG)

When residents have identified service issues 
that they would like to collectively bring to the 
attention of Southern Housing Group, they can 
set up a Task Action Group. This Group will work 
with the relevant teams across Southern Housing 
Group to develop an action plan to be monitored 
and progressed.  
 
The Customer Involvement team will  
support residents and teams to address issues 
raised. Once the actions are completed the  
group will disband. 

Tenant And Resident 
Association (TRA)

A Tenant and Resident Association is a formal 
group of local people who come together to 
improve their local community.

Their work includes: 

• Making sure that residents have a voice  
and an opportunity to share their views

• Keep residents informed about issues  
that affect their local area

• Organising neighbourhood events  
and activities

• Discussing service improvements and  
priorities with Southern Housing Group  
on a regular basis

All groups are resident led and are supported by 
Southern Housing Group. We will aim to support 
residents and teams within the Group to address 
issues raised.
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What Are The Benefits of  
Establishing A Resident Group?
By forming a Social or Community Group  
you can:

• Seek and apply for external funding. 
Residents can also apply for funding with 
the Group to help run events and activities in 
their local community to benefit the Group’s 
residents. For more information click on this 
link: www.southern360.org.uk/investing-
in-communities/apply-for-a-grant/ 

• Develop a good community spirit,  
helping residents to get to know each  
other better through events and projects

• Make a positive difference in your community  
• Engage with the Group and local  

community activities 
• Work with other groups to start up and run 

social projects

By forming a TAG, residents can: 

• Tell the Group about the quality of the 
services they receive

• Work with the Group to find solutions to issues 
affecting their home and local community

By forming a TRA residents can:

• Tell the Group about the quality of the 
services they receive

• Work with the Group to find solutions to 
issues affecting their home and  
local community

• Share information with their neighbourhood 
about local issues and initiatives

• Develop a good community spirit, helping 
residents to get to know each other better 
and working together to find solutions to 
local issues

• Have the opportunity to engage with the 
Group and local support services

• Meet new people, gain new skills, and attend 
training sessions

• Residents can also apply for funding with  
the Group to help run events and activities  
in the local community that benefit the 
Group’s residents

 
For more information click on this link: 
www.southern360.org.uk/investing-in-
communities/apply-for-a-grant/ 



6

Southern Housing Group Resident Involvement

How Can I Set Up A  
Residents’ Group?
Setting Up A Social And 
Community Group

What To Know And Do Before You Begin

Social and Community Groups allow residents  
the opportunity to bring their community 
together through projects and events. You should 
check to see if there are already local groups that 
are working to benefit the community. You can 
do this by visiting your local community centres 
and library.  

If you want to set up something new get in touch 
with us and we can give you support and advice 
to explore your options.

Social and Community Groups are resident led 
with the support of the Southern 360 team.  
To find out more about the Southern 360 team 
visit this website https://southern360.org.uk/ 

A Few Pointers

When setting up a Social or Community Group, 
there are a few points to keep in mind: 

• You can try to include as many residents as 
possible in making decisions and sharing tasks 
and responsibilities, but this is not mandatory 

• You should speak to as many residents as 
possible to make sure any event is inclusive 
and that there is a common goal

• Speak to your local Housing Services  
Manager before organising anything in  
communal spaces

• Make sure you get advice on how to  
correctly run community events including  
risk assessments and insurance

Setting Up A Tenant Action Group

What To Know And Do Before You Begin

TAG’s allow residents the opportunity to meet 
as a group to discuss service issues that have 
been identified with Southern Housing Group 
at a local level. This option should only be used 
to raise issues that have already been reported 
via the correct channels and remain unresolved. 
The aim of this group is to work in partnership 
and problem solve through meetings with a clear 
action plan that Southern Housing Group agree 
to work to address outstanding work and queries.  

There should not be more than one TAG in any 
defined area. To check if there is a TAG already 
in your area or to ask for help to set up a TAG, 
contact the Customer Involvement Team.

Unlike a TRA, this group is not formal and does 
not need to be representative of all tenures.  
It should however represent the interest of all 
residents with a goal to resolving outstanding 
matters to benefit all residents.

TAGs are a good way to liaise with more than 
one team from Southern Housing Group. 

A Few Pointers

When setting up a TAG, there are a few points  
to keep in mind:

• Speak to your neighbours to find out if they 
have the same experience as you

• Ask your neighbours what their ideal outcome 
would be and record these

• Make sure you have permission to speak on 
their behalf if they do not want to be involved 
in any meetings

• You should work together with Southern 
Housing Group towards a mutual resolution 
of the issues raised
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Working With Southern Housing Group

If you would like to set up a TAG,  
contact your local Customer Involvement Officer. 
They can help you organise a meeting to share 
your issues and invite the staff you need to speak 
to as well as help you put together a plan of 
agreed actions.

At the meeting you can discuss problems  
raised when you spoke to your neighbours and 
local residents and how you think these should 
be tackled.

You may wish to hold the meeting online using  
a digital meeting platform. If you would like 
a face-to-face meeting, contact your local 
Customer Involvement Officer who may be able 
to help you find a suitable venue. 

Remember to choose a time and place that you 
think most residents will be able to attend. 

The meeting can be chaired by the Customer 
Involvement Officer to ensure that both residents 
and staff are able to focus on the meeting.  
Notes will be made of the meeting and will be 
used to prepare the Action Plan.

You need to:

• Have an attendance list of residents and staff 
who attended. Ask permission to hold names 
and contact details in confidence for TAG 
purposes only

• Agree on a main contact person and email 
address for TAG communication

• Discuss the issues and record this in 
an action plan (templates for action  
plans can be provided by your Customer 
Involvement Team)

• Agree a date for the next meeting if needed

Your local Customer Involvement Officer will 
be your main point of contact to help your TAG 
liaise with other service areas. 

TAGs are time limited and disband when actions 
are completed.

Setting Up Your TRA

What To Know And Do Before You Begin

A Tenant and Resident Association will  
represent the area set out in their Constitution. 
There should not be more than one TRA in any 
defined area. To check if there is a TRA already 
in your area or to ask for help to set up a TRA, 
contact the Customer Involvement Team.

You will need to find out how much support 
there is for a TRA in your area and how many 
people are willing to get involved. The first thing 
to do is to talk with your neighbours about 
setting up a TRA. 

When you have a core group of interested 
residents, you should speak with as many of 
your neighbours as possible (in a way you are 
comfortable with) to find out what issues and 
concerns they have and if they are interested 
in setting up a TRA. If they are, ask them for  
their help to reach out to other neighbours to 
increase interest.

TRA’s should elect at least three lead committee 
officers. These roles are the Chair, Treasurer  
and Secretary. Some TRA’s choose to elect a  
Vice-Chair. You may elect an unlimited number 
of committee members. They should be listed  
on your registration paperwork.

The establishment of a new TRA is done by 
holding an Open General Meeting that all 
households should be invited to.

The election of the lead committee officers 
should be carried out at this first meeting 
and voting should be agreed by a show of 
hands, where a majority vote wins the position. 
Residents can nominate themselves for positions 
and each TRA member is allowed one vote  
per position. 

TRA members cannot vote for themselves.  
If it’s not possible to carry out the voting for the 
committee in this meeting, residents can arrange 
another meeting to do this.
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Your meeting guest list should include your  
Home Services Manager or Area Services 
Manager and your local Customer Involvement 
Officer. You could also consider inviting your 
local Ward Councillors, Managing Agent,  
and other relevant officers.

A Few Pointers:

When setting up a TRA, there are a few points 
to keep in mind:

• Try to include as many residents as possible
in making decisions and sharing tasks and
responsibilities. One or two people cannot
do the work that is needed to make your
TRA successful. The more people involved,
the easier it is to share tasks and the more
your TRA can achieve

• Keep all residents informed about what the
TRA is doing. You could provide newsletters,
letters, have open meetings, set up groups
on social media (Facebook page or WhatsApp
group) and provide a way to contact the TRA,
via an official TRA email address

TRA Registration And Funding

TRA registration with the Group offers several 
benefits:

• An annual grant towards the costs of running
your TRA

• A working relationship that allows clear
channels of communication and cooperation
from the Group

• Support from the Customer Involvement team
with training

In return Southern Housing Group ask that 
the TRA:

• Provide the Customer Involvement team 
with up-to-date contact details of lead 
committee officers

• Agree to the Model Constitution, Code of 
Conduct and Equal Opportunities Statement 
or one which meets the TRA’s criteria
It will need to be signed by the committee 
and re-signed when the membership of the 
committee changes

• Make sure that the membership is 
representative of all tenures in the area
– we may ask for evidence that the TRA was 
promoted to all residents. TRA’s must share 
a list of members with the Customer 
Involvement Team to check this

• Provide audited accounts and statements 
that have been signed off by the TRA at the 
AGM

• Provide details of the TRA’s bank account
• Provide meeting minutes to your

Home Services Manager and Customer 
Involvement Officer

How We Support TRA’s Financially 

All recognised TRA’s will receive an initial 
grant after we confirm that they have met all 
requirements. If the TRA would like to continue 
to receive their annual grant, they will need to 
work with us to carry out a health check (annual 
review) to make sure that they continue to meet 
requirements. This check will need to be carried 
out following the TRA’s AGM. 
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If the TRA funds are in credit of £1000 or more, 
the TRA will not be eligible for the annual grant 
until the funds have been spent. There may be 
exceptions if any funds are being saved for any 
events or projects. 

Planning A Meeting To Establish  
Your TRA

At your first meeting you need to know what 
estate(s), block(s) or street(s) your TRA will 
represent. You should discuss this with the 
Customer Involvement Team who will ensure  
that a TRA does not already operate in the area 
you want to represent.

You also need to:

Discuss problems raised when you spoke  
to other residents in the area you represent.  
You will need to discuss how you think 
these should be tackled. Choose a date, 
time, and venue to have a public meeting 
that will officially establish your TRA.

The Customer Involvement Team can 
support you to find a suitable venue for 
your meeting to take place or you may wish 
to hold the meeting online using a digital 
meeting platform.  

Remember to choose a time and place that 
you think most residents will be able to attend. 

Agree an agenda for the official launch of 
the TRA and deliver the agenda to residents 
at least 14 days in advance of the meeting.

Invite your Housing Services Manager and 
Customer Involvement Officer. 

Provide information and discuss the lead 
committee roles so that residents can decide 
if they want to put themselves forward at 
your meeting to launch your TRA.

For more information about how to run an 
effective meeting, contact the Customer 
Involvement Team.

The Initial Meeting To Launch Your TRA

This meeting should be chaired by an  
acting Chair, Customer Involvement Officer  
or Housing Services Manager until the election  
of the TRA committee.

You need to:

• Have an attendance list of residents and staff 
who attend. Ask permission to hold names 
and contact details in confidence for TRA 
purposes only (You can ask your Customer 
Involvement Officer to provide paperwork to 
help you record this information)

• Decide on a name for the TRA
• Hold a democratic election of the TRA 

lead roles, Chair, Secretary, Treasurer and 
optionally a Vice-Chair

• Ask if anyone wants to become an additional 
committee member

• Agree on a main contact person and email 
address for TRA communication

• Agree a date for the next meeting
• Try to agree the next agenda in advance of 

the next meeting
• Agree the Constitution, Code of Conduct and 

Equal Opportunities Statement

If you run out of time to cover the above,  
you can always have another meeting on a  
date suitable for all attendees. 

Minutes of the meeting should be taken and be 
available for all residents. Think about where you 
may put these so other residents see them.
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Opening A Bank Account

It is very important that the TRA’s money is kept 
safe and that there is accountability for funds.  
A bank account helps to put safeguards in place 
and assists with record keeping for the end 
of financial year audit. If a TRA applies for any 
funding (including the annual resident TRA  
grant provided by the Group) the funds will  
need to be made payable to the TRA rather  
than an individual.

A bank account should therefore be opened  
as soon as possible in the name of the TRA.  
The account should not be a personal account 
but on the TRA’s behalf. 

The bank/building society will require evidence  
of the identity of each signatory. Unless they 
have an account with that bank already it will  
be necessary for them to provide:
 
• Proof of identity – e.g., driving licence, passport
• Proof of address – e.g., utilities bill, bank statement

The signatories should be people with good  
credit ratings. Make sure that you tell the bank 
that you are a non-profit-making organisation.  
If you do not make it clear, the TRA will be 
treated as a small business, and you will pay 
additional charges for services that the TRA  
does not need such as an overdraft. 

There should be at least three  
authorised signatories on the bank account.  
Signatories should not be close family members 
or live in the same household. Two signatories 
should be required to sign cheques. 

TRA Constitution, Code Of Conduct  
And Equal Opportunities Statement

Constitution 

The Constitution is a document that defines  
the rules for running the TRA. It helps to:

• Set out the agreed aims and objectives of the TRA
• Outline the location that the TRA covers
• Define responsibility and ensure accountability
• Ensure the TRA is inclusive and open to all 

residents in the defined area
• Provide a mechanism for making decisions 

and resolving disputes
• Outline financial responsibilities
• Explain how a TRA would be disbanded, 

should the need arise

The Constitution should be discussed and  
agreed at a TRA meeting and should be signed 
by the current lead committee officers. 

Code of Conduct

The Code of Conduct is a document that  
defines the expected conduct of all members. It is 
important to draw up a Code of Conduct that works 
for the TRA. Ask your local Customer Involvement 
Officer for a model Code of Conduct to use as a 
guide. This guide should help TRA’s decide on what 
areas might adequately reflect the way your TRA 
works. The content of the Code of Conduct should 
be agreed as a collective by residents.  

Equal Opportunities Statement 

It is considered good practice and advisable 
that all (TRA’s) develop an Equal Opportunities 
Statement. This would be in addition to the 
Constitution and would support the Constitution 
in much the same way as the Code of Conduct 
does. It is important to think about equalities 
from the very start and build it into every part 
of what a TRA is doing. An Equal Opportunities 
Statement ensures that the TRA can demonstrate 
that people are treated fairly, and it can also  
help to work towards the full involvement of  
all members of your community.  
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TRA’s should involve their members in the process 
of developing the statement and make sure 
that everyone knows what is in it and that it is 
reviewed regularly. For a model guide ask your 
local Customer Involvement Officer.

Southern Housing Group can provide model 
documents to support the TRA.

TRA Committee Members: Roles  
And Responsibilities

Committee Responsibilities

Your committee is required to be elected 
annually. The Committee’s role is to make sure 
your TRA is run properly and is responsive to  
your residents.

Your committee should:

• Ensure efficient running of the TRA
• Hold a minimum of 4 general meetings,  

one of which can be the AGM
• Discuss local issues and make decisions  

based on voting at meetings
• Represent the views of its members and  

local residents

The Role And Conduct Of A Committee 
Member

Committee members are the vital backbone of a 
TRA, and their role is to:

• Have a positive attitude and good team spirit
• Contribute to discussions and make  

positive suggestions
• Ensure differences of opinion do not cloud the  

work of the TRA
• Respect confidentiality and not discuss the private 

affairs of either the committee or residents
• Support the Committee’s democratic decisions,  

even when it is not the outcome, they wanted
• Ask neighbours for their views on important issues 

and feed these views back at a committee meeting
• Attend meetings and report back if they 

have carried out previously agreed actions or 
attended events or meetings

• Help to organise events and activities 
• Help to distribute leaflets and information 

promoting TRA activities
• Volunteer to complete a task 
• Be responsible for keeping the Constitution and 

other policies and governance arrangements 
up-to-date and where appropriate, remind 
others of the conditions in the Constitution



12

Southern Housing Group Resident Involvement

TRA Lead Committee Members:

Chair - Role And Responsibilities

This section details the role and responsibilities 
of the Chair and advice about how to perform 
the role.

The Chair is seen as the leader of the group.  
They are the spokesperson for decisions that  
are made and campaigns that are being run. 
The Chair should: 

• Chair meetings
• Set the meeting agenda and guide committee 

members through the agenda at the meeting
• Ensure that the meeting is kept on the

right track
• Summarise the main decisions
• Ensure that any actions agreed are carried out 

by members in between meetings
• Ensure that the TRA adheres to the terms

as stated in the Constitution
• Deal with conflicts and bad behaviour at 

meetings, using a Code of Conduct as an aid
• Ensure that there are satisfactory procedures 

in place for the effective running of the TRA
• Ensure the TRA is registered with the Group
• Be a signatory for the TRA bank account

Residents can also choose to appoint a Vice Chair, 
to preside over meetings in the Chair’s absence.

Holding An Effective Meeting 

One of the main responsibilities of the Chair will 
be to ensure that TRA meetings are successful 
and that the meetings run to time. A meeting 
which sticks to the allotted time is more likely 
to keep people’s attention and will ensure all 
agenda items are given the time they deserve.   
To make sure the meeting runs to time, it helps  
if the Chair has an idea beforehand of how much 
time to give to each agenda item. These timeslots 
can be added to the agenda. The Chair must 
then be strict in concluding discussions when 
they reach their allotted time. Topics which are 
not fully covered in their timeslot can be deferred 
to the next meeting.

Make sure the agenda is followed and those 
who speak stay on topic. Off-topic discussions 
can either cause a meeting to overrun or can 
distract from the topic at hand and affect a TRA’s 
ability to reach a satisfactory conclusion and 
agree actions. The Chair will need to be strict in 
reminding those going off-topic of the purpose/
remit of the agenda item.  

Chairs should encourage everyone to have a 
chance to speak.

Gathering the views of as many TRA members 
as possible will allow the TRA to make decisions 
that more accurately reflect the interests of 
the community it represents. Some people are 
naturally more vocal and outspoken than others, 
but quieter members may still have just as many 
opinions to share. If they do not get their say, 
they may be discouraged from attending a  
future meeting. 

To hear all views, it will be important for the  
Chairs to actively monitor who is speaking in  
the room. Lines such as ‘before we move on, 
would anybody else like to have their say?’  
can encourage discussion from quieter members. 
Likewise, more vocal members may need to be 
cut short at times in order to give others a chance 
to speak.  

Sum Up Discussions

Helping to summarise the conversation and 
resulting actions at the end of each agenda item 
or major point of discussion can help the group 
to follow what has been going on and can help 
the Secretary to ensure everything essential has 
been recorded in the minutes.

Attendance 

Ensure that everyone attending the meetings act 
in a respectful manner.  Disrespectful behaviour 
(shouting, interrupting, separate conversations, 
phones ringing etc) can all serve to distract from 
the agenda item. Disrespectful behaviour can be 
intimidating or seen as rude and may discourage 
people from coming to subsequent meetings.
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A Code of Conduct should be in place to set  
out the standard that members should comply  
to. It is the Chair’s job to enforce the Code of 
Conduct at meetings. Those who act out of line 
should be reminded of the Code of Conduct 
and asked to correct their behaviour. Those who 
refuse to correct their behaviour should be asked 
to leave the meeting. 

Check That Actions Are Followed Up 
Between Meetings

Delivering on actions agreed at previous 
meetings will increase the trust of the community 
and help the TRA meet its purpose. The Chair 
should ensure that, by the time the next meeting 
comes around, the other committee members 
and officers have completed their actions.

The Chair should also make sure that all  
members are treated equally and that they abide 
by the TRA’s Equal Opportunities Statement. 

Treasurer- Role And Responsibilities

This section details the role and responsibilities of 
the Treasurer and advice about how to perform 
the role.

The Treasurer is responsible for: 

• The financial dealings of the TRA including 
keeping accurate records of income and 
expenditure such as hall hire, paying bills, 
recording committee member expenses, 
opening a TRA bank account, and maintaining 
a record of TRA bank account reconciliations

• Recording all the money the TRA receives and 
spends in an account book

• Being a signatory for the TRA’s bank account. 
There should be at least three authorised 
signatories on the bank account. Two 
signatories should be required to sign cheques

• Assisting an audit by providing access to 
relevant cash books and documentation

• Taking the audited accounts to the AGM 
for members for sign off providing the 
committee with regular reports of the TRA’s 
finances throughout the year

• Overseeing any fundraising initiatives and 
applications for funding from outside bodies.  
Your Customer Involvement Officer can assist 
you in opening a TRA account with a bank or 
building society

Petty Cash

• TRA’s should keep a small float. This should 
be kept in a safe and secure place

• Petty cash should only be used for small  
items and expenses. Anything of higher value 
items should be paid with a bank transfer.  
The maximum amount for petty cash transactions 
can be agreed by the TRA at the first meeting. 
Up to £20 is a reasonable petty cash transaction

• Petty cash payments should be made on petty 
cash vouchers accompanied by a detailed 
explanation and receipt

• All receipts should be stapled to the completed 
petty cash voucher and kept in the petty cash 
box together with the cash balance and float

• All monies drawn for petty cash purposes 
should be authorised by the Treasurer 

Reconciliation

• The bank reconciliation record is used to provide 
an on-going picture of the bank account and 
petty cash activity. It also forms the link between 
one financial year and another in terms of bank 
account and petty cash balances carried forward

• All cash payments that a TRA receives should be 
banked. A receipt should be issued for all cash 
that is received. A further copy of this receipt 
should be retained by the TRA

• A record of all payments into and withdrawals 
from the bank account should be kept with the 
date, amount, payee and description and type of 
income or transaction

• Bank reconciliations should be performed as 
frequently as bank statements are received

• Reconciliations should be documented and retained
• A record of all petty cash box reconciliations 

should be kept with the date and amount of 
funds that have been added to petty cash

• Annual accounts that are presented to the AGM 
are produced using the income, expenditure, 
and reconciliation logs
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• Paying in cash/cheques
• A record of all payments into the bank 

account should be kept with the date, 
amount, payee and description and type of 
income or transaction. The bank paying in 
book could be used for this purpose

• A receipt should be issued for all items of  
cash received

• All cash received should be banked via paying 
in book or slip

Payments

• All payments over £50 should have the prior 
consent of the committee

• Payments should only be made if supported 
by a proper invoice/receipt

• Committee members should inform the Chair 
of any conflict of interest or uncertainty

Reports

• A simple report on income and expenditure 
should be produced annually and presented 
at the AGM

• At each AGM the account books, petty cash 
books and receipts should be made available 
for inspection if required by members

Assets

• An inventory of assets should be recorded, 
and a backup made and stored separately

• An inventory of assets should be presented 
at the AGM. Any changes from year to year 
should be made in a report to the AGM. The 
report should include location, condition, and 
any explanation of change

Tips On Handling Money

• There should be at least three authorised 
signatories on the bank account of which no 
signatories should be close family members 
or live in the same house. Two signatories 
should be required to sign cheques

• Blank cheques should never be signed
• All invoices should be marked ‘paid’ and have 

the cheque number, date and initials of the 

person signing the cheque. The person  
who makes out the cheque must complete 
the cheque stub at the same time, with the  
date, amount, payee, and brief description. 
Cheque stubs must always be kept in a  
safe place

• All accounts, including the chequebook and 
petty cash book, should be kept up to date 
and made available for inspection at each 
committee meeting

• Records of accounts should be kept for at 
least three years

Secretary - Role And Responsibilities

This section details the role and responsibilities of 
the Secretary and advice about how to perform 
the role.

The Secretary assists the Chair by: 

• Ensuring that meetings take place.  
The Secretary should organise the meeting 
and venue; notify committee members 
and invite local residents. The Customer 
Involvement team are able to assist with 
reasonable printing of flyers and posters, 
where possible

• Setting the agenda with the Chair  
or other committee members

• Taking minutes of meetings
• Responsibility for distributing the  

agenda along with the minutes of the 
previous meeting

• Receiving post for the TRA and making the 
committee aware of any letters so that they 
can be acted on appropriately

• Inviting guests and the Group’s teams’
• Recording a list of residents who attend a 

specific meeting
• Keeping records of all correspondence, 

agendas, minutes, and other documentation
• Sending a copy of the meeting minutes to 

your Home Services Manager and Customer 
Involvement Officer

• Keeping an up-to-date list of all  
committee members

• Ensuring the TRA is registered with the Group
• Being a signatory for the TRA bank account
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Leaflets or letters through people’s doors,  
door knocking or posters in the communal  
areas/entrances of your estate and noticeboards  
can all help. The Customer Involvement team  
can help with reasonable printing of flyers, 
posters, and communication materials.

Invite All Necessary Guests

For some agenda items, having guests such as 
staff from the Group, Councillors, Contractors, 
and Community Groups can be invaluable to 
discussion and information. Staff are generally 
willing to attend subject to availability and notice, 
so invite them when it is useful to do so.

Taking The Minutes

A record of the meeting allows discussion  
and actions to be recorded and serves as a  
notice of important decisions, dates, and events. 
Minute taking should not be verbatim, but a  
note of the meeting. Actions, suggestions,  
and items agreed are the most important 
followed by a general overview of what has been 
discussed at each agenda item. Ensure minutes 
are made available promptly after meetings. 
These can be emailed to residents and paper 
copies should be available for those who cannot 
access them digitally. 

Respond To Any Correspondence Through 
The TRA Email Address

Responding promptly will inspire confidence 
in your TRA throughout the local community.  
It will also allow you to form better relationships 
with other organisations. Setting aside a 
brief amount of time regularly to respond to 
correspondence could be an effective mechanism. 
Keep a record of all-important documents. 
These include all minutes, agendas, reports, 
promotional material. The Treasurer will likely 
keep a record of all the financial records. The 
committee will turn to you for any important 
documentation and if you can provide it, it will 
improve your standing as well as the credibility  
of the TRA and the TRA’s ability to achieve its 
aims and duties.

Have A Way For The Local Community To 
Contact The TRA

Setting agenda items which are of interest to 
the local community is the best way to increase 
attendance/membership and reflect the interests 
of the community you represent.

One of the most effective ways is to set up an 
email account for your TRA. This should not 
be your personal email address, but one set 
up exclusively for TRA correspondence and 
named appropriately, e.g., ‘ExampleTRA@gmail.
com’. This will look more professional and avoid 
unnecessary spam in your personal inbox. 

When your TRA contact email is advertised, the 
Group may also advertise your TRA’s contact 
details on its Customer Involvement webpage if 
needed. Emails can be auto forwarded from the 
TRA email address to your personal email address 
to avoid having to check multiple email addresses. 
The Customer Involvement team can support you 
to set up an email address.

Ensure The Agenda Isn’t Too Long

People generally lose interest if a meeting drags 
on for too long and agenda items may not be 
given the attention they deserve. It’s best to 
prioritise the most important agenda items within 
this time period and defer other agenda items to 
subsequent meetings.

Set the date of the meetings, book a venue, or 
arrange an online meeting.  Without a date, 
venue, or log in details for online meetings the 
meeting cannot go ahead. If you have a hall, or 
room licensed from the Group then that will 
likely be your meeting place.  If you do not 
have a hall, or room, approach your Customer 
Involvement Officer who will find a suitable 
venue for your TRA to meet. 

Ensure The Meeting Is Advertised

Advertising the meetings of the TRA with sufficient 
notice will allow the TRA to grow and give residents 
the opportunity to set aside time to attend.
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Training For Involved Residents 

The Customer Involvement Team can provide 
access to a variety of courses to enable residents 
to effectively run a TRA. These include: 

• Running effective meetings
• Chairing of meetings
• Introduction to social housing
• Representing the community
• Minute taking

For further information please contact the 
Customer Involvement Team.

Staff Attendance At Meetings

Staff are happy to attend meetings. Please give plenty of 
notice to ensure their availability. Your primary support 
will be your local Customer Involvement Officer and 
your Home Services Manager.

Other contacts you may want to liaise with include:

Customer Involvement Officer –  
main point of contact for Customer Involvement.  
Supports TRA’s. Attends meetings. 

Customer Involvement Manager – works on  
strategic Customer Involvement and attends meetings, 
when required 

Home Service Manager - attends meetings, estate 
walkabouts and other events 

Senior Management Team, Heads of Service,  
Other Staff, and Contractors - attend meetings  
where appropriate. 

Community Partnerships Manager – works across 
the Group’s regional areas with tenants and leaseholders

Other teams might include the Grants and 
Volunteering Team. 

Printing

Reasonable meeting papers, leaflets or posters 
can be printed free of charge, where possible. 
Please ask your local Customer Involvement 
Officer for assistance. Requests for printing 
materials should be done in advance.

Support from  
Southern Housing Group
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1. Do all the resident groups need a  
Constitution, Code of Conduct and 
Equal Opportunities Statement?

No, only a TRA needs to have these.

2. What about annual general meetings 
and committee elections?

Annual general meetings are not needed for a 
TAG, Social and Community Group, meetings 
can be held when needed. A committee is only 
needed for a TRA. It is advised that a lead is 
selected to represent the other groups to liaise 
with the group’s service teams.

3. Does an informal agreement need 
to be signed by members that will 
represent the area represented?

TRA committees need to sign a Constitution. TAG’s, 
Social or Community Groups do not need to sign this.

4. Is there a requirement to hold a minimum 
and maximum number of meetings?

TRA’s should agree to hold a set number of 
meetings per year. Four are recommended 
including an annual general meeting (AGM). 
TAG’s, Social and Community Groups do not 
need to abide by this and can hold meetings 
where needed. 

5. Do all these groups need to have a 
bank account set up and keep accurate 
financial records to be audited annually?

No, only TRA’s are required to have this.

6. Do all the groups need to keep formal 
minutes of meetings?

Only TRA’s need formal meetings, TAG’s, Social 
and Community Groups can record brief notes.

7. How much financial support can 
a TRA receive from the Customer 
Involvement Team?

TRA’s can be provided with a £250 annual grant. 
Recognised TRA’s will receive an initial set up 
grant. If TRA’s would like financial support the 
following year they will need to work with us to 
carry out an annual health check (annual review) 
following their yearly AGM.

8. What evidence does the TRA need to 
provide to receive the annual grant?

At the initial set up and health check (annual 
review) we will ask TRA’s to provide the following:

• Signed and dated Constitution  
• Code of Conduct
• Audited accounts and statements 
• Equality Opportunities Statement 
• Attendance registers (most recent AGM)
• Minutes of last AGM

9. Is the annual funding available for  
all groups?

No, the annual funding is only available for TRA’s, 
but the Group does have other grants available from 
our Southern 360 team – to find out more about 
these grants visit https://southern360.org.uk/ 

FAQ’S
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10. How will the Group support residents that 
live in schemes with different landlords

Where there is more than one landlord in a 
scheme, the Group will support residents by 
recognising resident groups for a particular block 
that is owned and/or managed by the group. 

If there is a TRA made up of members  
from different landlords, the Group will aim to 
work with the resident group to address issues 
with services that they manage and that affect  
its residents.  

Funding can be provided. TRA’s should seek to 
obtain funding from all landlords that provide  
a service to members of their resident group.  
The group provides a subscription fee of £250 
yearly for TRA’s that represent its residents only. 
In the case where there are members in a multi 
landlord scheme, the Group can provide an 
agreed amount per household.

11. How does the Customer Involvement 
Team support with any breaches of a 
TRA’s Code of Conduct/Constitution/
Equal Opportunities Statement?

As these are agreed by residents it is up to  
the committee to decide what the outcome  
to a violation from a member should be.  
 
The procedure for this should be agreed  
in the Constitution and further guidance  
should be provided in the Code of Conduct  
and Equal Opportunities Statement.  
Members can ask their local Customer 
Involvement Officer to attend any meetings  
for support.

12. When should the TRA hold an Annual 
General Meeting?

We advise residents to hold their AGM at the 
anniversary of being set up.



Johanna:

Isle of Wight, Hampshire, 
Berkshire

Email: Johanna.Winch@
shgroup.org.uk

Mobile: 0759 302 1140

Contact us
Paulina:

London, 
Greater London

Email: Paulina.Cumbicus@
shgroup.org.uk

Mobile: 0751 798 8065

Steve:

Essex, Kent, Sussex  
and Surrey

Email: Steven.Martin@
shgroup.org.uk

Mobile: 0779 627 4648

Need help?

For help with translation, or if large type, Braille or a taped summary would be useful,  
please contact your local service centre: www.shgroup.org.uk/servicecentre  
or call 0300 303 1628.
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