








Mystery shopping

We have a mystery shopping project that
trains residents to ‘test’ various aspects of our
services. All mystery shoppers are given full
training. Expenses are covered and payment
of all ‘shops’ is made in vouchers. The findings
from our mystery shopping projects are used
to improve services to residents.
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Spotllght days

We run a programme of five or six spotlight These are one_,,

days every year. These days are used to review dags and gy,
a particular policy or aspect of our service. “L"Vag < adl )
Sometimes spotlight days focus on training o Vertiseq
residents on a subject area that they have our Website ang
asked for more information about. tn Cheviy, Life.
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Residents’ panel

There are currently four residents’ panels covering all of our areas of
operation and the panels discuss local issues affecting residents and
monitor housing and maintenance team performance. Membership of
these panels is open to residents from any Chevin property. Meetings are
held every two months and reports are presented by staff. The meetings
have a Chair, a Deputy Chair and a Treasurer, all of whom are residents.
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Tenants’ and residents’
associations and
community groups

There are many local groups running
throughout all of Chevin’s areas of
operation and we come along and
give advice, help to apply for funding,
open up a bank account or work with
members to create any documents or
policies needed.
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Disability focus group

Residents and staff on Chevin’s disability focus group meet twice a year to
help us drive forward our work in the area of disability equality. Residents
and staff with a disability help to draft an ‘action’ plan every year so that
we can make improvements to our services.
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Editorial panel Welcome to

Our editorial panel, which is made up of staff and
residents, meets on a regular basis to discuss the
design, layout and photographs that are used in
our magazine, ‘Chevin Life’. The editorial panel also
meets to discuss other publications and corporate
leaflets to ensure that they are reader friendly.
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Buileting & betien Ertars for peopls and coomaites
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IMPRINT is the name given to the

group of residents aged between 16

and 25 who are in contact with us to

help us better understand the needs of

younger people with regard to housing . 2

and the other services we provide. | r ' Int
Being a part of IMPRINT isn’t time

consuming and residents can be in

contact with us by whatever method of

communication they prefer.

Residents’ reinvestment group

This group meet up once a year to discuss the standards of refurbishment
work that residents can expect. The group makes regular site visits to
monitor work in progress and speak

with residents who are undergoing P "
the refurbishment process. @ @ Y Y Y
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Conferences and resident away days

Sometimes we organise conferences or resident away days for residents
living within a specific area. On these occasions invitation letters or flyers
are sent out to all households within that geographical area. These days
focus on updating you about progress over the last year and holding
workshops to discuss new ideas or ways of working with residents.

Performance panel

Chevin’s performance panel is a group of residents and independent
Board members who lead on review work that completes evidenced
based checks on performance and service delivery. They also pick up

on common themes coming out of resident panel meetings, bring in new
ideas and research good practice and participate in discussion about
improving service delivery. They have a direct link to the Board and make
recommendations to them. Places on the panel come up for election every
three years and any Chevin resident is eligible to put themselves forward
for election.
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Board membership

There are two ‘tenant’ places on Chevin’s Board and
these come up for election every three years. Details
about Board membership and the election process are
published and sent to every household. Any Chevin
resident is eligible to put themselves forward for election.

Equality and diversity panel

Staff who sit on the equality and diversity panel represent
all the departments within Chevin and we also have three
resident members, including a tenant Board member.
Members of the panel help to shape our equality

and diversity policies and make sure that Chevin is
accountable in this very important area of our work.

Scheme events

Scheme events usually come about at the request of
residents on a scheme or estate who want to arrange fun
activities for children living there, have a raffle and games
or to simply organise a clean up for the area. Chevin staff
can help to organise a day and suggest ways to make it
beneficial for everybody living in the area.
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Chevin’s website is packed with information and there
is a specific section that residents can access called
‘My Area’. Residents can set up their own password
for this area so they can view rent statements on line,
report repairs and contact staff directly. There is also
lots of involvement information included on there, such
as minutes from residents’ panel meetings and up to
date details of the latest events.
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