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This strategy builds on our first strategy and includes the new regulatory guidance for resident
involvement. Staff from Spire Homes and resident representatives have worked together to
produce this document. Following research residents’ views have been taken into account
when planning this strategy. This document builds upon the achievements and commitment
to involving residents in our work. In partnership, we have looked at what is working well
and what needs to improve, and have changed this strategy to make it suit.

This strategy sets out the details of our vision for the future and says how it will be achieved
over the next two years. Staff and residents will regularly monitor the strategy by asking for
residents’ views to ensure it is working.

The term ‘resident’ includes existing tenants and leaseholders, shared owners and
potential new residents, such as applicants and anyone else who receives a service
from us.

Our Strategy
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We want to ensure that all residents have equal access to information. We aim to make our
information easy to read and understand. We will try to avoid jargon and will use plain
language.

Please let us know if you or you know someone who has difficulty understanding any of the
information we provide and needs it in another format such as:

� Larger print

� A spoken interpretation

� A written translation

� Audio-tape/CD

� Braille

This service is free for our residents. Please contact us on 0845 603 5399 or email
getinvolved@longhurst-group.org.uk or text 447797 800 062 if you require this service.

Talking your language
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We believe that resident involvement should be positive and active. Consulting and involving
residents in the services we provide is at the heart of everything we do. To be successful,
resident involvement relies on effective communication between residents and Spire Homes
and their involvement in the decision-making process. We acknowledge the importance of
resident involvement and consultation, and will positively encourage the implementation of
this strategy.

Benefits of getting residents involved

There are many benefits, which can be seen to arise from resident involvement in the
management and maintenance of their homes. These benefits can include:

� A more responsive and improved housing service

� Greater resident satisfaction

� Improved relations between residents
and Spire Homes’ staff

� Better communication

� Residents feeling more
empowered

� Improvement in residents' and
customers' quality of life

� A housing service which reflects
the needs of residents and
customers

� Improved service delivery, which will
bring about effective spending of resources.

Our Vision

� All residents aware of how they can get involved, why they should and what
they can influence

� All staff actively involving residents in their work

� A choice of ways in which residents can get involved

� A central ‘Forum’ influencing decisions

Introduction
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� Lots of local groups for community interests

� Over 50% of residents choosing to take part (this could simply include
completing a survey)

� Reflection of customer profile involved in resident involvement activities

� Residents involved in shaping policies and services

� All consultation methods monitored in terms of costs and outcomes

� A culture of listening, considered opinion and action

� To have a positive relationship between Spire Homes and residents

� To achieve three star status for resident involvement.

Achievements in the last 2 years:

� Highest attendance at our Residents’ Fun Day – 200 plus

� An increase in Resident Forum membership

� Chosen as a Trailblazer by the TSA for the National
Conversation project

� A Sheltered Residents’ Panel shaping
sheltered services

� The launch of new Resident
Forum newsletter ‘Straight
Talk’

� Influence in decisions through
Residents’ Forum and Board
of Management

� Surveys, focus groups, local
groups have continued

� An Asset Management group that
moves with the times

� Improved relationship and communication between staff and residents

� Resident training programme underway
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� Mystery shoppers making a difference

� New Scrutiny Group monitoring our performance

� Residents fully involved in the new repairs service

� Resident evaluators going from strength to strength.

Aims

The aims of this strategy are:

� To encourage and expand resident involvement in all services and ensure that
residents influence the services we deliver

� To continue to develop and support a variety of methods for gaining
residents’ views and enabling them to be involved

� To ensure Spire Homes’ staff continue to demonstrate their commitment and
support resident involvement making sure it plays a part in everyone’s role

� To target under-represented and minority groups and help them to become
involved

� To demonstrate our commitment to consultation and involvement by
continuing to provide training, resources and support

� To provide information to support, raise awareness and encourage
participation

� To promote and undertake on-going research and training to keep up to
date with issues of concern and interest to residents and to learn about good
practice

� To provide two-way feedback between residents and Spire Homes

� To encourage and support the setting up of local involvement opportunities

� To provide an action plan for the next 2 years to drive resident involvement
forward

� To regularly monitor and review all resident involvement activities in terms of
the costs, impact and effectiveness

� To involve residents from the outset in creating and reviewing existing
policies.
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Different ways residents can get involved

The way in which residents are consulted and can become involved is already well developed
and encourages active involvement. Spire Homes and residents will work together through:

� Residents’ Forum

� Asset Management and Void Group

� Sheltered Residents’ Panel

� Resident Involvement Working Group

� Editorial Panel

� Local Residents’ Groups

� Becoming a Resident Board Member

� Joining the Resident Evaluator Project

� Performance Scrutiny Group

� Surveys (postal and telephone)

� Mystery Shopping

� Focus Groups

� Fun Days

� Arm-chair involvement (completing
surveys and reading documents).

Residents will be kept informed via regular
newsletters such as ‘Inspire’ and our Resident
Forum newsletter, ‘Straight Talk.’ Regular
adverts to raise awareness and encourage
involvement will be placed in ‘Inspire’ and one-
off mail shots. Staff will also be kept up to date
through our local brief and team meetings. In
addition, regular reports to the Housing Services
Committee on resident involvement will be made to
keep them informed of the work taking place.
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Resources for Resident Involvement

To ensure the strategy works and benefits all residents of Spire Homes, dedicated resources
have been set aside to cover:

1 Specific budget and staff to lead on resident involvement
2 Ongoing financial assistance to resident groups
3 Expenses and facilities, for example access to photocopying, travel, hire of

venues, printing, child care, etc
4 Advice and support
5 Training for active residents and those wishing to become more involved
6 Financial support for initiatives and consultation material.

We will provide staff support by attending meetings, providing up to date information,
guidance, advice and sharing good practice with residents. We will continue to have a
Resident Involvement Team, which puts forward the views of residents, co-ordinates the
strategy, promotes resident involvement, develops new initiatives to involve residents, and
provides support to both staff and resident groups. Tailored training will be developed to
meet the needs of resident representatives or groups as well as staff to ensure they have the
necessary skills and knowledge.

Equality and Diversity

We are committed to providing information and
services, which responds to residents’ needs. We
are working towards a profile of our residents to
ensure the opportunities for involvement match
our residents’ needs.

We understand and respect the diverse range of
qualities, which includes ethnic origin, culture,
religion, disability, gender, age, sexual orientation,
income level, support and communication needs.

Our Resident Involvement and Consultation Strategy
recognises the differing needs of our residents and in
particular those minority groups that we need to engage with.
The strategy offers solutions to help overcome barriers to their involvement, such as:

� Child care costs
� Transport to and from meetings
� Mileage allowance for using their own transport
� Translation services
� Hearing loops
� Various times and venues for meetings
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Value for Money

We will carry out impact assessments on all consultation activities. This will enable us to
regularly monitor and review all resident involvement activities in terms of their costs, impact
and effectiveness. This will inform our residents of the amount of money spent on each
consultation activity and the outcomes achieved. This will also show residents that their views
are heard and acted upon. An annual impact assessment will be produced giving details of
the costs and outcomes of resident involvement in the last 12 months.

The Resident Involvement Team will maximise resources for resident involvement by applying
for external funding where appropriate and also

encourage resident groups to do this. Value for
money objectives will be set with the Resident

Forum and residents will monitor the resident
involvement budget with staff.

We will involve residents in procuring new
contracts to ensure value for money is
achieved. Contracts which have had major
resident involvement to date include the
new repair service and the improvement
programme. Consultation for any new

service will be undertaken beforehand to
ensure all services reflect residents’ needs and

requirements, which in turn will increase
resident satisfaction and provide value for money.
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Making things happen

In drawing up this action plan, a review of our successes and weaknesses of our current
service provision for resident involvement was undertaken. The process highlighted areas
where room for improvement was identified, which has been included in this action plan.
These include;

� All staff actively involving residents in their work and taking their views into
account

� Increased involvement at a local level, particularly resident
associations/community groups

� Providing more opportunities for residents to get involved in estate
management and their local neighbourhoods

� Holding staff training sessions on the importance of resident involvement

� Providing more opportunities for residents to get involved in methods that
are not reliant upon attending meetings; i.e.mystery
shopping, completing surveys

� All consultation methods assessed in
terms of costs and outcomes
achieved

� Providing more training
opportunities for residents to
ensure they are effective resident
representatives

� Ensuring the involvement of
under-represented and minority
groups, for example young people,

BME communities, disabled
residents, etc.

Our Action Plan
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Making things happen
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Raising awareness
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Comparing performance
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Training and resources
O

b
je

ct
iv

e
7:

En
su

re
re

si
d

en
ts

in
vo

lv
em

en
t

re
fl

ec
ts

th
e

cu
st

o
m

er
p

ro
fi

le
(c

o
n

ti
n

u
ed

)

A
C

TI
O

N
O

U
TC

O
M

E
H

O
W

W
H

O
W

H
EN

H
ol

d
se

ss
io

n
w

ith
Re

si
de

nt
Re

si
de

nt
Fo

ru
m

st
ru

ct
ur

e
Tr

ai
ni

ng
se

ss
io

n
w

ith
Re

si
de

nt
In

vo
lv

em
en

t
By

en
d

of
20

09
Fo

ru
m

to
re

vi
ew

cu
rr

en
t

m
ee

ts
eq

ua
lit

y
an

d
Eq

ua
lit

y
Fo

un
da

tio
n

Te
am

to
ar

ra
ng

e
w

ith
pr

ac
tic

es
an

d
id

en
tif

y
ar

ea
s

di
ve

rs
ity

is
su

es
ex

te
rn

al
tr

ai
ni

ng
co

m
pa

ny
to

im
pr

ov
e

Ta
rg

et
ha

rd
to

re
ac

h
gr

ou
ps

Se
rv

ic
es

re
fle

ct
re

si
de

nt
s’

R e
se

ar
ch

go
od

pr
ac

tic
e

Re
si

de
nt

In
vo

lv
em

en
t

By
Su

m
m

er
20

10
us

in
g

th
e

cu
st

om
er

pr
of

ile
ne

ed
s

A
sk

re
si

de
nt

s
ho

w
th

ey
Te

am
w

ou
ld

lik
e

to
ge

t
in

vo
lv

ed

Se
t

di
ve

rs
ity

ta
rg

et
s

fo
r

Fe
ed

ba
ck

is
re

pr
es

en
ta

tiv
e

U
se

cu
st

om
er

pr
of

ile
Re

si
de

nt
In

vo
lv

em
en

t
By

en
d

of
20

09
re

si
de

nt
in

vo
lv

em
en

t
of

cu
st

om
er

pr
of

ile
an

d
ta

rg
et

Te
am

m
em

be
rs

hi
p

O
ff

er
tr

an
sl

at
io

ns
in

to
ot

he
r

In
fo

rm
at

io
n

is
ac

ce
ss

ib
le

U
se

C
us

to
m

er
Pr

of
ile

A
ll

st
af

f
By

Su
m

m
er

20
09

la
ng

ua
ge

s,
br

ai
lle

an
d

pr
ov

id
e

to
al

l
da

ta
ba

se
in

fo
rm

at
io

n
on

au
di

o-
ta

pe
Pr

od
uc

e
a

da
ta

ba
se

fo
r

an
d

la
rg

e
pr

in
t

di
ff

er
en

t
fo

rm
at

s
re

qu
ire

d

O
b

je
ct

iv
e

8:
To

ac
h

ie
ve

V
al

u
e

fo
r

M
o

n
ey

w
it

h
in

re
si

d
en

t
in

vo
lv

em
en

t

A
C

TI
O

N
O

U
TC

O
M

E
H

O
W

W
H

O
W

H
EN

In
cr

ea
se

us
e

of
im

pa
ct

Re
si

de
nt

in
vo

lv
em

en
t

Tr
ai

ni
ng

se
ss

io
n

Te
am

Le
ad

er
s

to
m

on
ito

r
Sp

rin
g

20
09

as
se

ss
m

en
ts

ac
tiv

iti
es

m
ea

su
re

d
in

Te
am

Le
ad

er
s

to
m

on
ito

r
O

n-
go

in
g

te
rm

s
of

ou
tc

om
es

,
be

ne
fit

s
an

d
co

st
s

Resident Involvement and Consultation Strategy 2009 2011 pms312:Layout 1 20/04/2009 13:59 Page 21



22

Value for money
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In developing this strategy it was essential to determine our current situation and methods in
place and explore how resident involvement needs to develop. This strategy has been
developed in partnership with residents, and staff of Spire Homes.

Resident feedback

To find out residents’ views of the current methods in place for consultation and involvement,
a survey was sent to residents and focus group meetings were held.

The main findings were:

� Residents felt that the strategy covered all areas thoroughly
� Residents welcomed the actions set within objective 1
� Residents felt that the document was in plain English and simple to read
� Requested the strategy is in larger print to reflect the customer profile
� That a summary version should also be available
� The new strategy will build upon the really good work already in place

Overall residents stated that the strategy was a very good document and when it is
implemented it will be a good addition to the existing structure in place.

Staff feedback

Feedback was gathered from key members of staff across the different service areas within
Spire Homes and at different levels within the organisation.

Staff believed that we are a landlord who genuinely consults and involves residents in the
work we do. They could give many examples where residents have had the opportunity to
make a difference to the service and have had a real influence in the decision-making process
and shaping services to their needs.

Staff felt that an outcome from resident involvement is better efficiency and gives a more
customer focused service. They believe it is important for all staff to regularly gain residents’
views and ideas on how we are doing and to help identify areas that need improving.

One area for improvement is to encourage wider representation when consulting and
involving residents to ensure the involvement is real and representative. Therefore, within this
strategy it has been recognised that this is an area for improvement and objectives have been
set within the 2 year action plan as well as the annual Service Improvement Plans to ensure
we are encouraging and gaining residents’ views from under-represented groups. Examples
include; using the customer profile to target specific audiences, exploring and implementing
different methods of involvement: such as an e-panel and mystery shopper club which
doesn’t necessarily mean coming to meetings, as well as considering alternative times and
venues for meetings.

How has this strategy been developed?
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These indicators will be monitored by the Resident Forum and will be published annually so
that we can see if the strategy is working. An impact assessment will be carried out annually
by Spire Homes to show what changes have been made. Additionally an update will then be
presented to the Housing Services Committee every 6 months on the progress made and the
strategy will be reviewed to reflect this.

Performance Indicators

Performance indicator Target

Number of resident associations developed during the year 2

Resident involvement survey to be conducted every 2 years Bi-annually

Number of new residents to attend the Resident Forum per year 8

Number of editions of newsletters per year;

‘Inspire’ issued during the year 4 plus performance
flyer

Straight Talk (Resident Forum) newsletter 2 per year

Number of consultation meetings carried out across service Minimum of 10
areas per year

Number of Resident Forum meetings to take place per year 8

Number of Sheltered Residents’ Panel meetings to take place per year 6

Number of Asset Management meetings to take place per year 6

Number of Performance Scrutiny Panel meetings per year 4

Number of training days per year 6

Number of Residents’ conferences per year Minimum of 1 event

Number of reports on resident involvement reported to the
Housing Services Committee Minimum of 2

An annual programme produced for estate walkabouts 1 programme per year
for each area

Number of new methods of involvement trialled and monitored Minimum of 2
per year

Number of focus groups/roadshows per year 6 per year

Measuring our progress
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Targets for improvement performance on the Status Survey

The 2008 Status Survey shows that performance with the overall service provided by Spire
Homes is in the national upper quartile (top 25% of all housing associations) as well as
keepng residents involved and taking their views into account. In 2007/08 we were ranked
first in our peer group for satisfaction rating in terms of opportunities for decision making.
This is a huge achievement and we will continue to ensure resident involvement is at the
heart of everything we do.

Performance indicator 2008 2008 2011 target 2011 target
General needs Sheltered General needs Sheltered

Overall satisfaction with services 86% 90% 88% 92%

Satisfaction with how well 88% 87% 90% 89%
Spire Homes keeps residents
involved

Satisfaction that Spire Homes 74% 75% 76% 77%
takes some account of residents’
views

In the meantime, Spire Homes will carry out regular telephone surveys to test satisfaction (see
objective 3 in the 2-year action plan).
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To keep resident involvement going ……. we will

� Not get complacent

� Strive for 3 star status

� Meet the Tenant Services Authority requirements

� Ensure all staff actively involve residents in their work

� Keep working together and listening

� Keep giving people different ways to get involved

� Hold meetings at times and places that are convenient to residents and on
topical issues

� Provide support and other expenses where necessary.

What next?

� Take it local – by setting up resident groups and community voices

� Widen our sights, but keep central support

� Set targets for areas, peoples and principles

� Monitor performance, review and revise

� Build capacity of Forum and other resident groups.

Summary
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Spire Homes
1 Crown Court
Crown Way
Rushden
Northamptonshire
NN10 6BS

Telephone: 0845 603 5399
Text: +447797 800 062
Email: getinvolved@longhurst-group.org.uk
Web: www.spirehomes.org.uk
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