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Tutroduction from the Chair Tan Munro
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T\he new

ement Engaging more people — AL
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srroteod champions early on inthe
avont; decision making process,
expanding our tenant
sorutiny programme but also
engaging with other people

So
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ing with us later on. ”

The new strategy will engage with residents when things matter to them and at a time and place that suits them. Faster
feedback will be at the cornerstone of this new approach. Resident engagement will no longer be a function, a small team or a
regulatory requirement; it's part of what everyone here does. And what we will do going forward is to better 'join up' what our

teams are doing so we always think ENGAGEMENT before taking action. This will mean less meeting and compliance
checking and a focus on ensuring every interaction with residents and their experience with South Lakes Housing is used as a
learning opportunity. If we get this right it will contribute to our ‘a platform for life’ vision. We will have a better insight into our
current and future residents, their homes and communities so we are able to make better informed decisions that will have more
impact and result in more trust, loyalty and higher customer satisfaction. This is a call to action, are you up for it!

This new engagement strategy mark
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Operating with the National Policy
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Defnitions
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\g 6“9“93_"?3“‘" isa m!.r\-ua\\q beneficial i .vv\-er.acﬁon -Hna.-\- rersuH% in
G pavticipants feeling valued. for their unique contyibution.
Involvement, Taking Action
Involuement is the act of faking partin an activity or event, orthe

way in which you fake part in participation.
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Why does SLH veed o engage with
Residents?
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Current E\A@@@W\@Wr @

TENANTS' COMMITTEE - THIS IS A REFERENCE
GROUP OF TENANTS AND LEASEHOLDERS AND
A USEFUL FORUM FOR DEVELOPING
POTENTIAL RESIDENT BOARD MEMBERS.. THE
FOCUS OF THE PANEL IS TO LOOK AT POLICIES
AND KEEP UP TO DATE WITH CURRENT IS-
SUES. AVARIETY OF MANAGERS ARE INVITED

Tenant Scruting Groups —

the focus of seruting is +o provide +he
Board with assurance over compliance with

the Regulator's Consumer Standards.

Membership of the Hroups consist of
representatives from Tevwant Pavel and via

digital routes, with around ¢

attendees. The group focuses ov a +wo or

three scruting activities in +he year,

including two Consumer Standards and
another area of tevant interest or where

the Board have requested additional

erant Applications Panel — cap
- The panel receive applications from
Tenants who would like a small
amount of funding +o make an
environmental improvement. The
panel consists of nominations from the
Tenants’ Committee and other
interested residents These meeti ngs

T0 BRING POLICIES, STRATEGIES OR NEW
WAYS OF WORKING TO THE COMMITTEE WHO
CAN COMMENT ON IT AND APPROVE IT.

£ PANEL CONSISTS OF
MPRISED OF MEMBERS
AND ANY OTHER

COMPLAINTS PANEL - TH
AROUND 6 TENANTS, GO

OF THE TENANTS PANEL
|NTERESTED RESIDENTS. THE PANEL MEETS

EQUR TIMES PER YEAR 70 MONITOR COMPLAINTS
PERFORMANCE AND 70 IDENTIFY SERVICE

PROCEDURAL CHANGES. THE PANEL CAN REEISI?QJD
LOMPLAINTS, WHERE TENANTS HAVE REQU
IT.

scruting activity, Terms of reference for
the groups are established at +he star+t
of every meeting,

take place every 3 montig and
involve fenants who have volun-
teered from Tenants Committee. This

Digital Engagewment-

\We have set up a Tacebook compurity group for
Tenants,leasebolders and members of fhe
compunity and we are sending out failchimp
emails and surveys including latest vews articles.
These are digital consultation chanvels that
recoguises that wore and wore customers are
transacting with us online.

could be purchasing a bench, etc.

Tmmsparency -
a summary of Board
meeting and decisions
taken is published on the
SLH website. The Tenante
Committee is consulted
on policy, investment and
governance changes, in (ine
with an annual engagement
plan. Engagement outcomes
are published in an anpuql
tenant report.

er 0
dkills t there 4 ufrt
FOV s laces V‘eSGV'Ve aV'd,S
.twgc SP o meet the tBec:\ i
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B{? our engagene” ching
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Engagement Cycle

THROUGH THIS STRATEG
OUR AIM 13 TO ENCOURAGE
THE LATE MAJORITY AND
LAGGARDS TO ENGAGE WITH
US AT AN EARLIER POINT IN
THE CYCLE.

EARLY EARLY ! LATE
ADOPTERS MAJORITY MAJORITY LAGGARDS
9% 13.5% 39% P 34% 6%
156 | | | L |
: 1
{ 1on GETINVDLVEQ
41 ALVAYS GET INVOLYED AT THE g =
% SECINNING OF PROJECTS IN 1

2 COMMUNITY!,

| GET INVOLVED WHEN
% EVERYONE ELSE DOES.

*PLEASE NOTE THESE ARE FICTITIOUS TENANTS.
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Tenant Engagement to deliver the
Business Strateogy

(irowing

1 @

New Home Standard Green Strategy SWMART Technology
‘ Replacement for Gas
Extra Care Offer Fuel Poverty/Bills (Education & Awareness)
‘ ‘ _ Digital Access
Rewt Settivg Guidance & Advice (Inelusion & Training)
Customer Satisfaction Wy Acconnt
Neighbourhood Plans Repairs Self Booking
Net Promoter Score Customer Profiling
Governance Rating

New Development/Regeveration
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RPESOURCES [oR ENGAGEMENT
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WHAT DoEs 1T ook KE?
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Communication
/

Annua\ Report
we\osi—\'e

socia\ Media

Letrers/ emails] calls/
Live Ghat :
Risk mmmUV\‘lCﬁ‘hO“
you said., We did

Sonsuttation

= Surveys

-~ ‘Pol|c\1 changesg/ New Policieg
~Ghanges +o Sevviceg
~ Neighbouyhood Plang

— Seyvice S+andards

parricipation
Resid»ew\' Assoc'\w\—iovxs

Involvement
Involvement

—Tenants’ Committee

- 6rant Applications Panel
~ Tenant Scyuh ny &voups

- Tenant Complaint Panel
= Training & Support
—Leaseholders



4499444444444944499444994449944449444444445444444
3 STEPS To RETTER ENGAGEMENT

OowE

Improve data capture and
conduct more primary
research to gain a better
understanding of our
tenants to help shape the
strategy.

FIVE

Active involvement in
communities ahead of
major decisions. - trust
and transparency/
building relationships.

Two

Targeting resources
at delivering the
Business strategy-
moving from
meetings to
community visibility.

THREE

Short and faster
feedback mechanisms
(social media, focus
groups & use of referrals
to support 1 + 2) - use
them, loose them.

SEVEN

Our guarantee to you:

StX

Some focus on regqulatory
compliance- tenant
scrutiny to provide Board
assurance on our
compliance with the
standards- annual report
etc.

— Based around what we need to be
good at and what the Board
require assurance on.

— Specific on the offer- what & how.

— Define what tenant involvement is.

Y

FOUKR

Support neighbourhood

champions/shapers and
training for potential ‘
new board members. > ~~

-

/7 N

EIGHT

Provide better
reporting to the
Board (from the

people who live &
receive our services).



