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Our engagement model

M Listen M Influence
Vil make & aasy for you fo provide your au hawve the apportunity to influence deckions
thowughts and apinions an owr serices and gcroEs (e Group. We make @ easy for pouand
w2 This 1o make improvements and heam actively encourage you to provide fecdback and
fram cur mistakes gl irvaleed in your housng asscciation.

B Making things better

g uge our cuslomer engagement framewark
modal o dnive Improvements i our senices
and ensure thal we are working with lenants
whieraver possibbes 8o 1hal they are al the hean
of decisiors made acmoss the Group

B Inform M Review
We share Infarmation about cur erganisation Wi wark wilh you and provide apporiunities far
arrd Fiow woe ane perfiorming with wou in a varely ¥ou o review ard scriinlss our sanices ard
of waye, inchiding how we hawe usad vour processss fo enable you ko drive change and

feadiback ta improve how we do things, hidd us accountable.




Current engagement tools for
each group
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Tenant Board Member v v v
Tenants’ Voice viv|iv I iv|iv|v vi|Iv | v v
Facebook Group v v v | v v | v
Tenant Inspectors v v v | v v
Focus groups v | v v | v |V v v | v
HomePlus viivi|iv|iv]v|v v | v
General Needs vivi|iv|iv|v|v v v
Shared Owners viv|iv i iv|iv |v v v
Leaseholders vivi|iviIiv|iv |v v | v

These outline how we can apply the customer engagement model to each of the current customer groups. It collates the channels by which we can
inform and listen to tenants and the ways in which specific tenant groups can review and influence our services and decision making processes.



Our engagement model

Engagement groups

Tpas proposals and tenant codesigned

Tenant Board Member

Tenants' voice
Respansibility to review what matters most o our tenants and influence improvements

Tenant representation on the Greup Board
Prawides comstructive challsnge of executive decisions

and ensure that the tenant volce ks at the heart of decksion

raking < ross the Group.
Abke to influence decision making and raview

fo Sordions tenants receive A group of 8-10 tenarts that are committed 1o improving
their skills amd making a difference in thelr communities, who are jolnad by two of our

Board Mambers.

Provide assurance to the Two Rivers Howsing Boand that Consurmes Standards are baing
et through the effective consultation and influence of tenants which delivers service

performance al The highest levels

Focus groups

Small groups ol five o siz tenants
that are selected for their
experlances of a spacific senvice o
Issuie,

Prowiding qualitative feedback and
learning points an specific
processes and servicas Shoukd be
used todeap dive into specific
Issues,

Able to review sarvicas and
processes (rom parienal exgperionoe
and provide the eppartunity for

General needs

Tenants that are not part of any specific engagamant
grerugs, that live in our gensiral needs propentios
Around 50% would like the opportunity o be mae

Ineolvied I our crganisation.

Maed ta be kept informed on Group activity and be
given the apportunity to review and feedback to us

when they need Lo,

Shared Owners

i rovements, Abbe to influence and reviey senices and processes across the Group
and hodd us to account for delivaring change.

Facebook group

Closed soclal media group containing
oer 500 tenants. Chesire to grow this
group goeing forsard to improve
engagerment and cverall representation.
Keep up to date with sendos reyiaws,
complate quick surveysdpolls or take part
In comsultations and see what tralning
opportunities ae happaning.

Ak to provide general feecdback and
e proposals from tenant
perspect ive Also acts &5 a Mstening tool
as tenants have the ability to ralse lssuas

directly and unpsomgtad throwsgh the
platform.

HomePlus

organisation.

Tenant inspectors

Allecated tenarits who test
housing services and report on
theelr finedings, mealking
recommendations for
impaovemants

Abde o review specifiic housing
saryices and provide feadback
directly to the housing team.

Leaseholders

Communications
group

Reviews and proof reads key
documents such as the &nnual
Aeview, Tenant Topics and
other docwments airmed sl
tenants to ensure that they ane
wiritten In a way that tanants
can undarstand,

Tenants that are not part of any specific engagement groug, that
Irwe In our HomePFlus properties,
Around 25% would ke the opportunity to be more involved in our

Med to be kept informed on Group activity and be given the
oppoertunity o evaew and feedback to ws when they nesd to

Crwns a property on a keased basls, may na longar live

wm part of their home and pay rent on the othar part
of thair homas.

Minimal angagamant currently in place,

at the property.
Minimal engagement currently in place,




How we intend to use tenant engagement to
shape and improve services

Group Board &
leadership team

Senior Management

Operational
delivery

Tenants’ Voice

Focus groups, communication group and closed
facebook group
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Contact us

Telephone: 033 33 55 44 33
Website: www.tworivershousing.org.uk
Email: customerservices@2rh.org.uk

If you would like this document in large print or audio CD, please call us.

ﬁ TwoRiversHousing




