
Summer Consultation 

It was important to provide every resident with the opportunity to tell 

us what was important to them and how they wanted to be involved. 

During the consultation events, we reached out to over 600 residents

to find out what matters to them.

We visited over 50 estates and neighbourhoods and received nearly 

1,000 individual comments: face to face, online and by phone.

We were joined by a number of colleagues across the Group to assist us in reaching out to as many residents 

as possible. The feedback we've received helped us develop our new strategy and involvement opportunities. 
We would like to thank every resident who was involved. 

What we have done with this information: 

Many residents approached us with a variety of issues during the events. If an issue      

required an immediate response, we contacted the right team within the Group for

this to be actioned. Where more general feedback was given, we have shared this 

with the department it relates to so that they can use this information to improve 

services that are provided to you. 

Based on the information that we received during the events, we now know what areas of the services

are important to you, improvements you would like see and how you would like to be involved to achieve 

this. We have included this in our new Resident Involvement Strategy which will be launched in April

2020. This Strategy sets out our commitment to you. 

Residents’ Newsletter 

Welcome to your first Customer Involvement newsletter.  Many of you may have met us during the

consultation events we held in the summer. But if not, we would like to introduce ourselves: 

Kerry Clare, Customer Involvement Manager 

Paulina Cumbicus, Customer Involvement Officer for London and the north area.

Steven Martin, Customer Involvement Officer for Sussex, Surrey, Kent and Essex 

Johanna Winch, Customer Involvement Officer for Isle of Wight, Hampshire, Berkshire and Wiltshire 

We've always been committed to involving residents. We want to widen the opportunities to residents and

from the consultation feedback we've received, we know that you want to be involved in things that are

important to you. 



 

You Said, We Did 

You told us that you wanted 
to be called ‘Residents’: 

Going forward we are      
committed to do this. 
Starting with the title of this 
Newsletter. 

You told us that we do not contact you in the right 
way: 
Our team will keep our records up to date and will   
contact you in the way you have told us you would 
like. 
You told us you want to be kept informed: 
We will produce a regular newsletter and will      
contact you with opportunities to get involved. 

What’s New: 

We've been recruiting to the new Scrutiny and 
Steering Panels and they will be in place, 
completing their inductions during January 2020. 
Although this is restricted to a small  number of 

residents, we want every resident to have an 
opportunity to feed into scrutiny projects and 
services across the Group.

The Residents' Voice now replaces the Customer 

Voice Forum and will offer a wider range of      

opportunities to get involved. This level of      

involvement incorporates many of the       

opportunities that were previously on offer and 

more. We welcome old and new members to all 

areas of the Residents' Voice and further      

information can be found enclosed with this      

newsletter. If you want to be involved but are 

not sure how, let us know and we will contact 

you to discuss involvement opportunities with 

you. 

Your feedback has helped to shape our new 

structure for resident involvement. This      

structure provides a wide range of opportunities 

for you, the resident, to get involved – ranging 

from in-depth scrutiny through to a 5-minute 
survey. The new structure and strategy shows 

our commitment to involvement at a level you 

would like. 

We have enclosed a Resident Involvement      

Interest form with this newsletter. This form will 

let us get to know you better and invite you to 

take part in things that are important to you. 

If you need help or more information, please 

contact the Customer Involvement Officer for 

your local area. 

Johanna Winch: 07593021140 or 01983 539006 

Paulina Cumbicus: 07517988065 or 0207 0178530 

Steve Martin: 07796274648 or 01403 2204833 

How have residents been involved so far: 

Some of you may have already been involved with recent    

projects that will shape the services that we deliver to you. 

These include: 

Complaints and Compensation Policy —undertaken focus 
groups and surveys

Priority Moves Policy —undertaken focus group

Service Charges and Rent Booklet improvements — 
residents participated in surveys, telephone interviews and 
focus groups 

Gardening Competition — residents invited to judge the 
entries 

International Tenants Day — promoting resident 
participation in Estate Inspections Consultations

Local projects in communities - inviting residents to talk to 
us.

This is just the start and 

we will be building on 

this to involve residents 

more  widely in as 

many ways as  possible. 




