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Why should you get involved?

Why not? After all, you are the customer. Are you satisfied with what we
offer? What do you think about the quality of our service? Do you think you
get value for money? Do you know what standard of service you can expect
from us?

You - our customers - are the best people to tell us what we can do better.
You know what it’s like to be one of our residents; you can help us to
continually improve our service and you can have a genuine say in
developing future services.

What do we offer?

We offer a variety of ways that you can get involved. You can choose
whatever suits you. Simply register your details and we will tell you about
any new initiatives or events that are on offer. Your housing officer can
always give you advice and assistance about matters that concern you in
your home or on your scheme or estate.

Although you give your time in a purely voluntary capacity, we will pay for
your travelling expenses to get to meetings, events or training, and any
childcare expenses. Quite often there is lunch provided.

We have a menu of opportunities for you to choose from. Below you will
find a simple explanation of each method and a counter to show how much
of your time each one requires and the influence the activity has on our
services.

G Time - The more clocks, means the more time this activity
requires, for example five clocks would mean that this is a longer
term commitment with regular meetings.

Influence The more stars means the more influence you will
have on improving our services.

Consumer Panel

This is a group of tenants that specifically monitors estate services such as
gardening and cleaning and meets with contractors to keep standards high.
Consumer panel meetings take place on a quarterly basis.
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Service Specific Days

From time to time, we review a particular service or aspect of our service.
We try and get a representative group of tenants together to seek opinion of
our services, or we arrange a training event or an information day. These
are one off events. Last year we held two of these on service standards and
service charges. It’s another opportunity for you to influence the services
that we provide!
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Our Newsletter

We have a tenants’ newsletter, Chevin Views, and a Harewood Views
newsletter for our homeowners. These are produced four times a year.

You can write an article for us, help to decide what goes into the newsletter,
help to improve its appearance or act as an editor.
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Opinion Surveys

We are always carrying out customer opinion surveys. We have a list of
tenants who don’t mind us seeking out their opinion from time to time by
post or telephone.
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Mystery Shopping

We have a mystery shopper project that trains tenants and residents to
mystery shop our offices, customer services and estate services. You will be
trained and paid in vouchers for each round of shops. Your findings directly
feed into our service reviews.

Time OO0

Influence LY V¥ 7%

Website Advisory Group

We are developing our website and are always on the lookout for tenants
and residents with IT skills or interest. The group meets periodically to
develop and review our website.
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Tenants’ and Residents’ Conferences

These are held throughout the year and are a one-day event where you can
meet and talk to local and senior staff about issues that concern you.
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Local Groups

There may be a local residents’ group running in your area that you can get
involved with. If you would like to start up a group in your area, please
contact us if you would like further advice and assistance.

Black and Minority Ethnic tenants and young people are under-represented
in our involvement initiatives. We therefore welcome applications from all
sections of our communities.

This leaflet has been approved by our resident panel members.

Interested? Who do you contact?

You can speak to any of your local housing staff or our
customer services team on Lo-call 0845 2701088. Alternatively,
you can call our policy development and service improvement
team on 01924 831725.
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