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Wellbeing Panel 

Wellbeing Panel Meeting Notes 
 

Date of Meeting: 8th December 2021 
 
Attending 
 

Who attended 
Steve Martin  Customer Involvement Officer 

Sarah Young Group Project and Insight Manager 

How many attended by Zoom 4 

How many attended telephone conference 2 

 
The recommendations will be shared with the meeting notes provided below. 
 

1 Agenda 
item 

Feedback from panel 

1.1 Sustainability  
 
 
 
 

In May 2021, residents provided insight to help develop the Group’s Sustainability Strategy. The strategy was 
approved by the Group Board in October 2021.Residents involved in the strategy received feedback to their 
recommendation from the Group in November 2021. 
 
The project report and responses to the recommendations made by resident are now available to view online in full: 
Click here: Resident Involvement Project Reports (shgroup.org.uk) 
  
Members of the Wellbeing SAP received a summary of the Environmental and Sustainability Strategy and planned 
next steps. 
 
The following questions will be used when providing involved residents with updates on the progression of 
the strategy. They were asked by residents during the feedback meetings in November 2021: 
 

o Where do we stand now?   

https://www.shgroup.org.uk/your-home/resident-involvement/resident-involvement-library/resident-involvement-project-reports/


 
 

 

Insert date/document version            2 

 
  2 

 

 

Wellbeing Panel 

o Where do we aim to be?  
o Are we on track?  
o What will contribute to us meeting our goals?  

 
Where do we stand now?   
 

• The Group has produced a strategy and action plan. The strategy is being created in a format to share with 
residents 

• Two thirds of the Group’s properties are Energy Performance Certification (EPC) level C or above. ‘A’ being 
the highest.  

• Stock condition surveys will be carried out – if not undertaken on your property already. This will enable the 
Group to decide what works are required to what properties. 

• New Build properties will be constructed to ensure they reach targets 
• The Group is setting up a governance structure for our environmental, social and governance work, which 

will include residents.  
•  

Where do we aim to be?  
 

• All buildings and operations Net Zero Carbon by 2050 
• All new buildings we start will be net zero carbon by 2027 
• Fabric first approach to retrofitting existing homes - e.g. insulation and sustainable heating systems, 

looking at how the home has been built and what works may be required 
• Increasing bio-diversity in neighbourhoods  
• Exploring sustainable transport and 15-minute neighbourhoods 

 
(Building in places where residents can use sustainable transport. Building homes to enable residents to get to 
schools and shops (for example) that are close to where they live) 
Are we on track?  
 

• We are at the start of our journey 
• We have an action plan to follow 
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What will contribute to us meeting our goals?  
 

• Working together with residents to hold us to account 
• Government funding and regulation – the carrot and stick 
• Managing our Group finances well 
• Efficient ways of working; combining work on residents’ homes  
• Working closely with our colleagues in other Housing providers – working together for the same aims 

 
Resident Involvement 
 
The Group would like to work together with residents. Here are some of the methods to involve residents being 
explored: 
 

• Sustainability Panel (Involved residents meeting online) 
• Procurement evaluation projects (Trained involved residents) 
• Scrutiny Panel Updates 
• Specialist Advisory Panels – keeping residents up to date and asking for relevant feedback 
• Local projects where works to improve home may differ to other buildings  
• Bio Diversity/Gardening/Recycling/Reuse – working with colleagues in Community Investment to 

include residents involved in these projects 
• Environmental and Sustainability Steering Group – formed of staff and 1 or 2 residents, including a 

Scrutiny Panel member 
Methods: The Panel would be online, with opportunities to include residents by phone/survey for feedback. 
 
Communication:  
 
The internal strategy document is formed of 80 pages. A reader-friendly version will be provided on the Group’s 
website in 2022. 
 
Resident recommendations include ensuring that non-digital residents are also informed about the strategy by 
combining pre-pandemic methods such as sheltered home meetings, as well as digital communication which has 
increased for some residents following Covid-19 lockdown restrictions. 
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Wellbeing Panel 

 
During the Wellbeing panel meetings, residents raised the following concerns connected to sustainability: 
 

• Delay with heating repair 

• Concern with repair to back door causing draughts 

• Loose Floor boards following heating works  

• Missed appointments to inspect leaks 

• Property overheating due to insulation installed* 
 
These concerns were shared with the contractors, contract managers and Home and Property Service Management 
and Sheltered Housing* 
 

• The heating repair has now been concluded. The resident has asked for the door to be looked at in the new 
year. 

• An inspection was arranged to check the floorboards prior to Christmas 

• A new date for works to be arranged to enable the cause of the leak to be inspected, has been arranged prior 
to Christmas. 

 

• Communications to non-digital residents 
 
Non-digital residents (including those who are not able to read electronic communication) would like to gain updates 
relating to the sustainability strategy Residents attending the evening meeting were asked what sustainable non-
digital methods could be used: They told us current methods used to share information could be used such as 
noticeboards. 
 
Residents said condensed copied of the sustainability strategy could be shared non-digitally. Residents who 
required large print should be included in the information provided. 
 

• Bio Diversity and Gardening 
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Residents involved in Bio Diversity and Gardening projects will be involved in the Sustainability Strategy to ensure 
their knowledgeable recommendations are listened to. 
 
A resident told us they have not been contacted by the Grants team to enable them to make an application to the 
Gardening Neighbours fund.  
 
The resident would like to take part in providing feedback to the strategy as they currently buy plants and upkeep 
the external communal garden areas. 
 
The residents’ feedback and contact details have been provided to the Grants team. 
 

• Re-use/Re-cycle 
 
Residents would like to know of places they can share unwanted furniture instead of throwing this away. They 
thought this information would also reduce or deter fly-tipping. 
 
This feedback was shared with the Community Investment team. 
 
Information about local services can be found on local authority (council)’ websites. Services may differ depending 
on the local authority a resident is with.  Non-digital residents are advised to contact their local authority by phone. 
 
Another website that may be helpful is What to do with | Recycle Now.   

 
The Group are exploring the viability of leaving white goods (fridge, cooker, etc) that are in good working condition 
in properties to be let.  The Customer Involvement undertook a survey of residents who had  recently moved into a 
Southern Housing Group property to ask their opinion on leaving white goods in properties.  
 
The feedback from residents who completed the survey is currently being reviewed by the lettings team. 
 

1.2 Project 
updates 

Reasonable Adjustment Policy: 
 

https://www.recyclenow.com/what-to-do-with


 
 

 

Insert date/document version            6 

 
  6 

 

 

Wellbeing Panel 

 
 
 
 

• This report is now ready to view online. The outcomes to the recommendations will be shared with non-digital 
residents who participated in the project by post.  To view the report click here: Resident Involvement Project 
Reports (shgroup.org.uk) 

• Residents’ top priorities have been shared with the Director 
 
Alterations and Improvements Policy: 
 

• This policy is going through the approval process following recommendations by residents and staff 
• This policy will be finally reviewed in 2022. The Project Lead heads the north maintenance service. Priorities 

at this time are to ensure the latest government guidance is followed for the safety of residents and staff. 
• A process to support the policy is being drafted. 
• We met with the Head of the Customer Services Department to share the following quick-wins: 

 
a. Ensuring residents are aware of options – such as adaptations – when asking about improvements to their 

home. 
b. Ensuring the works required are not repairs or come under planned maintenance 
c. Asking if residents need support to complete the form 

 
• Once the process has been formed, this will help all staff support residents 

 
We are sharing residents’ feedback from projects with the communications team to: 
 

• Help shape the promotion of the Group’s online account to support digital residents 
• Form an internal guide for staff to help improve the language used when communicating with residents 

 

1.3 New projects Design New Builds: 
 

• We are working with the Design team to look at how residents to can be involved in the new design guide for 
the Group. The guide will help shape the way homes are designed 

• Residents - both on our involvement list and those moving into homes – will be asked for feedback  
• A design guide will be created and will be available for residents 

https://www.shgroup.org.uk/your-home/resident-involvement/resident-involvement-library/resident-involvement-project-reports/
https://www.shgroup.org.uk/your-home/resident-involvement/resident-involvement-library/resident-involvement-project-reports/
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• We have shared residents’ communication and language feedback from other involvement projects to help 
form the guide 

• The engagement programme will be confirmed early in 2022. 

1.4 Outcomes to 
September 
Panels 

In September 2021, 7 Specialist Advisory Panel meetings were held. 22 residents attended. 3 main priorities were 
identified from the 91 recommendations residents made during the first set of panels: 
 

• Health and Safety 

• Communication 

• Knowledge of staff – speak to one person to gain all information/centrally store information 
 
Feedback from the Wellbeing panel included: 
 

• A compliment to the Service Centre and Home Service Manager for their communication with a non-digital 
resident with a sight impairment 

 
This compliment has been shared as an example of best practice to the Head of Customer Service, the Area 
Service Manager and Home Service Manager 
 

• Feedback to the Pet Policy Involvement project - a resident did not receive the survey in large print 
 

This feedback was shared and the resident received a phone call and an apology for the oversight 
 

• Text satisfaction surveys to non-smart phones – a resident contacted the Group to share feedback as they 
were unable to take part via their mobile phone 

 
This feedback was shared with the Head of Customer Relations within the Customer Experience team. Any 
satisfaction surveys undertaken directly by the Group are done by telephone. However, some contractors may 
undertake their surveys by methods they have available to look at ways to improve their services. This is 
independently of feedback provided by the Group. 
 
We also shared feedback with the Head of Home Repairs. 
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Wellbeing Panel 

 

• Staff at Southern Housing gave good advice about the process to install a wet room due to physical 
wellbeing needs. The contractor did not provide the same level of service once they were instructed to carry-
out the works. 

 
Brief information was provided to residents during the Wellbeing Panel about the Complaints Handling Code 
including who to contact if they experience problems with a service. 
 
Residents can contact the Customer Relations Team in the following ways: 
 
Contact Form: Complaints and compliments (shgroup.org.uk) 
By Phone: 01403 220440  
By Post: Customer Relations Team, Southern Housing Group, PO Box 643, Horsham, West Sussex, RH12 1XJ 
 
Here are some details of how residents can find out information from the Group about accessing Aids and 
Adaptations for their home: 
 
Website:  Aids and adaptations (shgroup.org.uk) 
Email: service.centre@shgroup.org.uk 
By Phone: 01403 220440 
 
Changes to the Specialist Advisory Panels: 
 
There will now be 5 panels as the majority of the feedback received was the same.  The new Panels are: 
 

• Inclusion (BAME and LGBTQ+) 

• Home Owners (Home Owners and Multi Storey Living Panel) 

• Wellbeing (Physical and Mental Wellbeing) 

• Older persons 

• Younger persons 
 

Feedback from the Wellbeing panel: 

https://www.shgroup.org.uk/contact-us/complaints-and-compliments/
https://www.shgroup.org.uk/your-home/about-your-home/aids-and-adaptations/
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Wellbeing Panel 

 
Residents attending the telephone conference were asked for their experience of attending a panel in this way.  
They told us it was ‘personable and comfortable.’ 
 

1.5 Equality and 
Diversity 
Monitoring 

In September’s Panel, residents were asked to consider the wording the Customer Involvement Team should use 
when asking Equality and Diversity monitoring questions. The following statement will be used when asking 
residents to complete the monitoring questions: 
 
‘Thank you for your participation in this project. All questions in this section are voluntary and will be kept separate 
from your feedback. By asking these questions, the customer involvement team can monitor the inclusivity of the 
opportunities. Is this okay with you?’ 
 
The Customer Involvement Team are exploring how often we will ask residents to complete a monitoring form. 
 
 
Feedback from the Wellbeing Panel: 
 
 
Privately rent properties: 
 
A block in Sussex contains properties tenanted following buy-to-let. English is not the residents’ first language and 
the tenants of the private property did not know who to contact to ask questions. 
Everyone who lives in a flat where the block is managed and/or owned by Southern Housing Group need the same 
information to ensure everyone’s expectations are managed when they move in. 
 
The Customer Involvement Team have shared this information with the Sales and Marketing team to ask them what 
support Home Owners are advised to provide to their tenants and what private tenancy agreements are currently 
required to include. 
 
Open Door: 
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Residents attending the panel commented how helpful the information in Open Door was.  They expressed 
concerns that by only providing the newsletter digitally, that other non-digital residents were being excluded and 
victimised. 
 
Residents were asked what their recommendations were to provide information in a sustainable way. They told us: 
 

• The personal touch is always the best – information provided locally 

• Send copies to a responsible person within a block to distribute 

• Send a text with useful information to some residents 

• Use Noticeboards to provide a reduced version of Open Door to provide the main points 
 
One resident said they do not have a noticeboard. 

1.6 Other 
feedback 

Wellbeing: 
 
A resident recommended health walks as a good way to improve wellbeing and also meet people. 
 
Residents with health matters can list their needs with their telephone company. If the telephone line goes off, 
companies guarantee residents with disabilities will have their line available again within the hour.  
 
Residents should check with their telephone company what service they independently offer. 
 
Inclusive ways to pay or receive payments: 
 
A resident reported concerns that the Group could not reimburse her for a padlock she purchased due to her only 
option of being able to receive funds via a cheque, as opposed to online. Both residents attending the evening panel 
only use cash.  
 
This feedback has been shared with the finance team for consideration. 
 
Residents would not want to pay for charging points for electrical vehicles by card as they feel this would be open to 
fraud. Residents should be able to pay any way they want to. 
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This feedback has been shared with the Sustainability project team as part of their considerations for electrical 
vehicle (EV) charging points 
 
Pet Policy: 
 
When commenting on the Pet Policy, one resident said that some residents did not clear up dog foul. The resident 
has been contacted by the Customer Involvement Officer leading this project to gain her full feedback. 
 
Combining Wellbeing panels: 
 
Residents attending the evening panel commented that they found the combining of the physical and mental 
wellbeing panels worked well. 

1.7 Staff 
Disability 
Group - 
articles - 
national 
awareness 
2022 

Each year, the staff Disability Group raise awareness of different disabilities – visible and invisible. 
 
Steve attends the meetings and shares feedback from the residents Wellbeing Panel. The Staff Disability Group has 
invited residents to write articles with them if they have knowledge or experience of the disabilities featuring in the 
national awareness days next year. 
 
You may like to provide a quotation or work with Steve to write an article about your experiences. The information 
may be used on the staff intranet to raise awareness, or with your agreement for one of the Group’s other 
publications, such as the staff social forum, the RI Newsletter or Open Door. 
 
The following awareness days for 2022 being focussed on by the Staff Disability Group are: 
 

Date Awareness Day/Week/Month 

January 4th 2022 National Braille Day 

March 3rd 2022 World Hearing Day 

14-20 March 2022 Neurodiversity Celebration Week – (Autism 
and Learning Disabilities) 

21 March 2022 World Down Syndrome Day 

April 2022 Autism awareness month 

12 May 2022 World Fibromyalgia Awareness Day 
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Wellbeing Panel 

19 May 2022 IBD (Crohns and Colitis) Awareness Day 

July 2022 Disability Pride Month 

September 2022 National Guide Dog Month 

October 2022 ADHD Awareness Month 

 
If you would like to provide a quotation or discuss an article, please contact Steve: 01403 224833, 07796274648 or 
by email resident.involvement2@shgroup.org.uk 

 

2 Agenda 
item  

Next Actions 

2.1 Suggested 
Agenda 
for next 
meeting 
 

 

• The next panel could include a fun way to discuss and raise awareness of wellbeing needs, such as quiz or 
puzzle 

• Raising awareness in a puzzle or similar through the Group’s publications may help 

 

If you have any Wellbeing Agenda items to put forward for the next panel please let Steve know 
 

• Steve has discussed the Wellbeing Panel with the Group’s representative for the staff mental wellbeing forum. 
At the next panel meeting, we can share with residents information that may be helpful to residents. We can 
work with the staff representative to look at ways ideas from residents and staff can support each other. 
 

• Outcomes from December’s Wellbeing Panel have been shared with the staff mental wellbeing forum, in 
addition to the staff Disability group.  

 

 

Contact Steve if you would like to get involved in creating this agenda item with him for the next panel meeting in 
March: Text: 07796274648 or Email: resident.involvement2@shgroup.org.uk 

2.2 Next 
meeting 
date 
 

Wednesday 9th March 2022 at 2pm and 7pm – by Zoom or Telephone Conference 
 

An agenda for both meetings will be sent out up to two weeks prior to the next panel. Depending on the availability of 
methods, a Zoom and Telephone conference panel will be arranged. The time of each will be confirmed by the method 
most residents are able to join by. 
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Wellbeing Panel 

Wellbeing Panel Recommendation Plan 
 

Date of Meeting: 8th December 2021 

Teams: Please consider the recommendations made by residents below. Please refer to the plan in conjunction with the notes reference and 

the glossary at the bottom of the plan. The themes entered may change based on the findings of the project team and service appointed to 

respond. 

Where an Asterix (*) has been applied, the recommendation has been inserted under more than one directorate. 

 Directorate: Customer Service 

Ref Resident 
Recommendation 

Link to RI 
Strategy 

Link to Corporate 
Plan 

Theme                             Lead/Team (Indicate 
Team) 

Actions/Feedback Timescale 

1.1
* 

Sustainability –  
Standards of 
homes 
 
Ensure current 
homes are 
maintained to a 
good standard 

Show 
Respect, Be 
Accountable 

Invest in our 
homes, strengthen 
our communities  

 Policy Contract Managers – 
Home and Property 

The specific repair 
concerns were shared 
with Contract Managers 
and Head of 
Maintenance South.  
The heating repair was 
completed, the 
floorboards, rear door 
and roof concerns were 
inspected. Some roof 
works were carried out 
in December. 

Completed 
12/21 

1.1 Sustainability –
Repair 
communication 
and wellbeing: 

Show 
Respect, Be 
Accountable, 
Be 
Transparent 

Build greater trust, 
transparency and 
accountability, 
Listen to our 

Process, 
Policy, 
System 

Contract Managers – 
Home and Property 

The specific 
communication 
concerns were shared 
with Contract Mangers 
and Head of Service 

Completed 
12/21 
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Ensure delays to 
repairs are 
communicated to 
residents 

residents and 
customers 

and were connected to 
the above repairs. 

1.4 Adaptations: 
Contractors 
should operate 
with the same 
values as the 
Group 

Be 
Accountable, 
Work 
Together 

Build greater trust, 
transparency and 
accountability, 
Listen to our 
residents and 
customers 
Empower our 
people 

Policy Customer 
Relations/Customer 
Involvement 

If residents are unhappy 
with a contractor, they 
can contact the 
Customer Relation 
Team. Full details have 
been provided in the 
Panel notes.  
 
Trained resident 
contract reviewers work 
with services to review 
satisfaction levels and 
feedback gained by 
Contract Managers. 

 

1.1
* 

Check properties 
that are 
overheating due to 
insulation installed 

Be 
Accountable, 
Be 
Transparent, 
Work together 

Build greater trust, 
transparency and 
accountability, 
Listen to our 
residents and 
customers 
Empower our 
people 

Policy, 
Process 

Community 
Investment and Care 

The feedback has been 
shared with the 
Sheltered Housing Area 
Manager and Group 
Sheltered Housing 
Services Manager for 
review. 
 
 

 

1.1 Re-use, Re-cycle: 
Inform residents 
how they can re-
use and re-cycle 

Be inclusive 
Work together 

Increase our 
income and 
decrease our costs 
Build greater trust, 
transparency and 

Community Community 
Investment and Care 

Information has been 
supplied within the panel 
notes 

Completed 
01/21 
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to encourage and 
reduce fly-tipping 

accountability, 
Listen to our 
residents and 
customers 
Empower our 
people  

1.1 Bio Diversity: 
Contact non-digital 
residents to 
enable them to 
make applications 
to the Gardening 
Neighbours  

Show respect 
Be 
Accountable 
Be Inclusive 
Be 
Transparent 

Build greater trust, 
transparency and 
accountability, 
Listen to our 
residents and 
customers  

Policy 
Process 
System 
Community 

Community 
Investment and Care 

The residents’ details 
were shared with the 
Grants team as a follow-
up to their existing 
enquiry 

  

1.4 Enable all non-
digital residents to 
gain responses 
from their Home 
Service Managers 
directly after 
contacting the 
Service Centre 

Show Respect 
Be 
Accountable 
Be Inclusive 
 

Build greater trust, 
transparency and 
accountability, 
Listen to our 
residents and 
customers 
Empower our 
people 

Policy 
Process 
System 
 

Head of Customer 
Service and Area 
Service Manager 

A residents’ compliment 
about the service 
provided by the Service 
Centre and her Home 
Service Manager was 
shared with all 
concerned 

Completed 
12/21 

1.4 Ensure documents 
are sent in large 
print to residents 
who have this 
communication 
need 

Show Respect 
Be 
Accountable 
Be Inclusive 
 

Listen to our 
residents and 
customers 
 

Policy 
Process 
 

Customer 
Involvement 

The Customer 
Involvement team 
contacted the resident 
by telephone to listen to 
their feedback and 
apologised for this 
oversight. 

Completed 
12/21 

1.4 Enable residents 
without smart 
phones to take 
part in text 

Show Respect 
Be 
Accountable 
Be Inclusive 

Listen to our 
residents and 
customers 
 

Policy 
Process 
System 

Customer 
Experience 
 

All satisfaction surveys 
conducted by the Group 
are telephone based. 
Some contractors may 

Completed 
01/22 
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satisfaction 
surveys 

 and Home and 
Property 

decide to conduct their 
own surveys to make 
improvements 
independent from 
feedback by the Group. 
 
We have also shared 
residents’ feedback with 
the Head of Home 
Repairs. 

1.4 Continue to 
enable non-digital 
residents to 
contribute to 
panels via 
telephone 
conference 

Show Respect 
Be 
Accountable 
Be Inclusive 
 

Listen to our 
residents and 
customers 
 

Policy 
Process 
System 

Customer 
Involvement Team 

Customer Involvement 
will always look at the 
number of residents 
able to attend a meeting 
and the best methods to 
be as inclusive as 
possible. 

Completed 
01/22 

 Consider different 
formats to discuss 
and raise 
awareness of 
conditions: 

a) Puzzles 
b) Quiz’s 

Be Inclusive, 
Show Respect 
 

Listen to our 
residents and 
customers, 
 

Training Customer 
Involvement Team 

We would like residents’ 
ideas ahead of the next 
panel to help create an 
agenda item and as a 
place to explore how 
awareness can be 
raised in fun ways 

Ongoing 

 

 Directorate: Development and Growth 

Ref Resident 
Recommendation 

Link to RI 
Strategy 

Link to 
Corporate Plan 

Theme                             Lead/Team 
(Indicate Team) 

Actions/Feedback Timescale 

1.1* Ensure current 
homes are 

Show Respect, 
Be Accountable 

Invest in our 
homes, 

Policy Sarah Young 
Sustainability 

Residents’ concerns 
and outcomes to 

Completed 
12/21 
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maintained to a good 
standard 

strengthen our 
communities 

conversations with 
other teams have been 
shared with the 
Sustainability Team. 

1.1* Check properties that 
are overheating due 
to insulation 
previously installed 

Be Accountable, 
Be Transparent, 
Work together 

Build greater 
trust, 
transparency and 
accountability, 
Listen to our 
residents and 
customers 
Empower our 
people 

Policy 
Process 

Sarah Young 
Sustainability 

All buildings will be 
assessed prior to works 
being agreed as part of 
the Sustainability 
Strategy 

Ongoing 

1.1 Inform digital 
residents when the 
sustainability strategy 
is ready to view 
online 

Show Respect 
Be Accountable, 
Be Transparent, 
Work together 

Deliver value for 
money through 
digital service 
Build greater 
trust, 
transparency and 
accountability, 
Listen to our 
residents and 
customers 
Empower our 
people 

Process Sarah Young 
Sustainability  

This feedback has been 
shared with the Group 
as part of the 
Sustainability Strategy  

Ongoing 

1.1 Enable non-digital 
residents to gain 
bullet points of the 
Group’s sustainability 
strategy: 

Show Respect 
Be Accountable, 
Be Transparent, 
Work together 

 Listen to our 
residents and 
customers 

Policy, 
Process, 
System, 
Community  

Sarah Young 
Sustainability 

This feedback has been 
shared with the Group 
as part of the 
Sustainability Strategy 

 Ongoing 
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a) Provide 
documents in 
large print 

b) Use current 
methods of 
sharing other 
information to 
inform non-
digital 
residents – 
such as 
noticeboard 
posters 

1.1 Equality and 
Diversity: 
 
Consider ways 
important information 
in Open Door can be 
distributed to non-
digital residents: 
 

1) By Text 
2) Main points 

shared on 
Noticeboards 

3) Deliver to 
agreed person 
in a block 

Show Respect 
Be Accountable, 
Be Transparent, 
Work together 

Listen to our 
residents and 
customers 

Policy, 
Process 

Communications 
Team 

We have shared this 
information as part of 
the communications 
insight shared with the 
Communications Team.  

  

1.5 Advise what 
information is 
required to be 

Show Respect 
Be Accountable, 
Be Transparent, 

  Sales and 
Marketing 

We have shared this 
information with the 
Sales and Marketing 
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included in a privately 
rented tenancy 
agreement and what 
support these 
residents are given 
where language 
translation may be 
required 

Work together team to understand 
what arrangements are 
in place with home 
owners who rent their 
properties to private 
residents. 

1.6 Consider a variation 
of payment methods   
to enable residents to 
pay for electric for 
electric vehicles 

Show Respect, 
Work Together, 
Be Transparent 
Be Inclusive 
 

Listen to our 
residents and 
customers 
Invest in our 
home, strengthen 
our communities 

Policy, 
Process, 
System 

Sustainability 
project team 
Sarah Young 

This feedback has been 
shared with the Group 
as part of the 
Sustainability Strategy 

Ongoing 

 

 Directorate: Resources 

Ref Resident 
Recommendation 

Link to RI 
Strategy 

Link to 
Corporate Plan 

Theme                             Lead/Team 
(Indicate 
Team) 

Actions/Feedback Timescale 

1.5 Equality and 
Diversity: 
 
Consider ways 
important information 
in Open Door can be 
distributed to non-
digital residents: 
 

1) By Text 

Show Respect 
Be Accountable, 
Be Transparent, 
Work together 

Listen to our 
residents and 
customers 

Policy, 
Process 

Digital and 
Business 
Change Team 

We have shared this 
insight about sharing 
information digitally 
(such as text) as part of 
the data 
processing/system 
improvements 
recommended to the 
Digital and Business 
Change team. 
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2) Main points 
shared on 
Noticeboards 

Deliver to agreed 
person in a block 

Sending information 
digitally requires further 
GDPR permissions. 
Currently our systems 
also only record Opt In 
or Opt out to each form 
of communication from 
all teams. 

1.5 Consider different 
ways non-digital 
residents can receive 
reimbursements 

Show Respect 
Be Accountable, 
Be Transparent, 
Work Together 
Be inclusive 

Listen to our 
residents and 
customers 

Policy, 
Process, 
System 

 Finance Residents can receive 
payments direct into 
their bank account that 
can be withdrawn within 
the bank in a similar 
way to a cheque being 
paid in. Cheques can 
be provided on a case- 
by-case basis to ensure 
a resident receives a 
reimbursement. During 
lockdown’s this method 
may not have been 
available temporarily as 
the cheque needs to be 
printed from an office. 
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Glossary 

 

 
 

Directorate  
(Area of Group) 

Teams responsible for 

Customer Service Triathlon Building Safety Customer operations Home and property Community 
investment and care 

Development and 
Growth 

Comms and external 
affairs 

New business Development and 
delivery 

Sales and marketing Strategy and policy 

Commercial  Estate Services SHG Construction Commercial property 
and private rent 

SMS (Maintenance 
Service) 

Business change 

Resources Service charge Governance IT Financial HR/ Learning and 
Development 

Themes  Summary of Groups’ Corporate Plan 
Training - individual, department, Group, Contractor   Increase our income and decrease costs 
Process - the A to B day to day guidance behind a policy  Deliver value for money through digital service 
Policy - the outline of the Group's commitments  Build greater trust, transparency and accountability 
System - the systems the Group use to process data, tasks and communications  Invest in our homes, strengthen our communities 
Community - work undertaken by teams to support communities  Listen to our residents and customers 
  Empower our people 
   
Resident Involvement Strategy Commitments 
Show Respect – value residents and show that their views matter 
Be Accountable – Listen to and take appropriate action 
Work Together – embed co-creation across the Group 
Be Inclusive – provide the right opportunities to allow residents to influence services and have their say 
Be Transparent – communicate with residents on the things that are important to them 


