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1. Introduction

The purpose of this strategy is to outline the actions to be taken to realise resident engagement across all CHISEL's activities. It will establish the mechanisms for monitoring these actions so that we can judge the value for money they provide and measure our progress towards our Vision: to be driven by our residents, their needs and aspirations, to deliver sustainable homes, services and communities which make us all proud.
CHISEL was originally established in order to support and service co-operative housing in South East London. Resident engagement was key to its purpose and its success. While the organisation has grown and changed much since this time the spirit of co-operation is still fundamental to how we run our business. Our rules require that a minimum of one third of our Board members should be tenants, but we want this to be just the tip of our 'resident engagement' iceberg. We believe that resident engagement across all aspects of our work is necessary to improve our performance and the services that residents receive. Engagement occurs in all of our interactions with the people we provide homes for. 
CHISEL's engagement strategy is to be realised in conjunction with a number of guiding principles. These are that:
1.  it is our residents, not just our tenants who we wish to engage with. This means every person who resides in a home provided by CHISEL, not just the tenants whose names are on the tenancy agreements. 
2.  we will be flexible and varied in our approach so that, as far as is reasonably possible, we cater for the diversity of our residents and their varying needs, level of interest, ability (in terms of their level of knowledge and understanding of the organisation) and/or time available to engage with us.
3.  residents will be treated fairly at all times. We will endeavour to make meeting venues accessible and engage all groups of residents and representative of the neighbourhoods we work in. 
4. in all of our engagement with residents we will live our values such that

we will: 

· be positive and proactive about working together, 

· be honest about what we can and can't do, 

· let people know what difference they have made, 

· recognise that different people have different needs and aspirations,  

· do the best we can, 

5. engagement should not be at the expense of the individual. CHISEL will reimburse residents for all reasonable and receipted travel and childcare costs incurred as a result of getting involved.
2. Strategic context
The introduction of the Localism Act 2011 and revisions to the regulatory code place a much stronger emphasis on meeting local customer priorities through co-regulation with residents. The Regulatory Code 'Tenant Involvement and Empowerment standard' sets out the expectations for resident involvement. Combined with the 2011 Localism Act, the onus is now on:-
· residents to regulate their landlords through close co-working and scrutiny;
· landlords being accountable to their residents, not to the regulator, for the standard of customer facing service delivery; and 

· providing residents with adequate information and effective influencing structures in order that they can shape services and monitor performance.

This requires that Registered Providers ensure that residents are given a wide range of opportunities to both influence and be involved in:
· the formulation of their landlord’s housing related policies and strategic priorities

· the making of decisions about how housing related services are delivered, including the setting of service standards

· the scrutiny of their landlord’s performance and the making of recommendations to their landlord about how performance might be improved

This strategy includes detail of the measures CHISEL will be undertaking to meet these regulatory requirements. It should also be read in conjunction with CHISEL's Business Plan which sets out the wider strategic organisational objectives for the coming years and the Board plan and Operational plan which identify the specific roles of Board members and staff in realising these objectives. Specifically, this strategy details how CHISEL will go about engaging residents in these activities and all that we continue to do.  
3. Strategy Aim and Objectives
Aim: To realise resident engagement across all CHISEL activities 

In order to achieve this aim it is important to consider the different ways in which residents engage with CHISEL, and how we might improve that experience so that as an organisation we can gain more from such interactions.
Objective 1: Improving everyday engagement 

CHISEL Board members and staff engage with residents on a day to day basis about all manner of issues and concerns. All interactions with residents will be conducted in line with our values, raise awareness of the vision of the organisation and encourage further engagement with us. 
This will be achieved by:
(a) standardising and improving communications

(b) supporting residents in managing themselves and their affairs 
(c) enabling residents to maintain and improve their homes
Objective 2: Building sustainable local communities

CHISEL strongly believes that by facilitating engagement amongst its residents we can foster sustainable communities. Such communities are key to reducing anti-social behaviour and improving local environments. CHISEL provides a wide variety of different types of home which means that the way in which we go about facilitating engagement within communities will be different for different schemes and neighbourhoods. The amount of experience in working together and levels of resident interest also vary between our communities. Depending on resources available, priority may need to be given to those communities in greatest need of support, as judged by:

(i) the degree to which they are experiencing difficulties, or 

(ii) the level of resident interest in establishing a formal structure for their community. 
This will be achieved by
(a) supporting formal resident groups e.g. co-ops and resident associations of CHISEL residents
(b) working with residents in 'CHISEL local neighbourhood groups' to help them improve their environment
(c) establishing local priorities for CHISEL 
Objective 3: Making consultation meaningful
CHISEL seeks the views of our residents on policies that affect them directly.  It is important that this consultation is meaningful and that it influences the process of policy review. It should not be an 'add on' at the end of a review process but integral to it. Policies that are considered to be of direct effect on residents are those listed under Housing Management in the policy review timetable
This will be achieved by adopting a policy review process that involves input from residents at an early stage, before final drafting occurs and before Board approval is granted.

Objective 4: Achieving scrutiny, monitoring and co-regulation
CHISEL sees the requirement for scrutiny, monitoring and co-regulation as an opportunity for improvement. To make these processes successful residents must be encouraged, supported and rewarded with real results.  

This will be achieved by the formation of an Operational Scrutiny Committee formed of residents and Board members. This will consider aspects of CHISEL performance, policy and practice and make recommendations to staff and Board. Changes made as a result of this involvement will be reported to all residents.

Objective 5: Determining the strategic direction of CHISEL

CHISEL's rules place tenants on our Board and require that we answer to our Members annually at the AGM. Any tenant of CHISEL can become a member of CHISEL on application and payment of £1, subject to agreement by the Board. Increasing the number of tenants who are Members and bringing new tenants onto the Board will enable us to involve residents in planning the strategic direction of CHISEL into the future.
This will be achieved by:

(a) strengthening the representation of tenants on CHISEL Board

(b) strengthening the representation of tenants as CHISEL Members

4. Strategy delivery
	Action/Target
	Cost
	Timing
	Responsibility
	Monitor

	Objective 1: Improving everyday engagement 



	(a) standardising and improving communications


	standardised letter head and font in all written communications
	Minimal - time to produce template 
	Immediate
	All staff and board members
	

	Web address included in all communications and use of standard paragraph directing residents to the website
	Minimal - time to produce template 
	Immediate
	All staff and board members
	

	Continual update and improvement of the website in order to 'keep it fresh' and make it useful and interesting to residents
	Time of CTO and cost of web designer if necessary
	monthly

	CTO, Housing Manager and Director 
	

	Redesign of CHISEL website - to make it more flexible and device responsive
	£300-500 
	2016-17
	CTO
	

	Annual report to outline CHISEL performance and important changes that have occurred or expected 
	Director & CTO;

5 days
	Each September
	Chair, Director & CTO
	

	Bi-annual Newsletter to update residents on what CHISEL is working on and outline opportunities for engagement 
	CTO time 

8 days per year
	Timed so as not to clash with Annual Report  (approx 4 monthly) December (Xmas and pre-winter)
May
	CTO
	

	AGM and residents day or eve. To offer residents opportunity to see the organisation in action
	2-3 days for CTO
0.5 days for staff attending
	Annually in September
	Chair, other Board members, Director, CTO, other staff to attend
	

	Improved mechanisms for reporting and tenants providing feedback eg on maintenance services
	Setup: several days as all new system: email to SMS, configuring Pyramid

Ongoing time minimal
	As part of maintenance review
	Housing Manager, CTO
	

	Monthly questions for consideration for all staff to as residents who make contact with the office 
	Minimal - staff time to agree questions (eg at team meeting) and create file to report answer, write down answers and for someone to analyse
	Ongoing
	Director 
	

	Use of SMS to communicate with residents eg as reminders
	Set up email to SMS service. Internal training on use

	
	CTO for AGM and other meetings, Housing manager in getting repair feedback, other staff to use as useful
	


	Action/Target
	Cost
	Timing
	Responsibility
	Monitor

	(b) supporting residents in managing themselves and their affairs 


	Promoting use of MyTenancy
	Half day over initial period creating mailouts

Ongoing: minimal
	Ongoing
	CTO, Housing Manager, Rents officer, Maintenance Office
	

	Directing residents to relevant advice and support, including financial advice
	Minimal
	Ongoing
	Housing Manager, CTO
	

	(c) enabling residents to maintain and improve their homes



	Review what we are doing and how are we trying to improve it
	
	Ongoing
	Housing Manager, Maintenance 
	


NOTE: It has been decided that at present CHISEL will not pursue opportunities to communicate with our residents through social media. This is due to the time requirements it would make on staff and the consequent costs of such. This may be reviewed when the strategy is reviewed in 2018 or before as deemed appropriate by the Board.

	Action/Target
	Cost
	Timing
	Responsibility
	Monitor

	Objective 2: Building sustainable local communities



	(a) supporting formal resident groups e.g. co-ops and resident associations of CHISEL residents


	Grant for residents associations towards basic operational costs – set up costs, postage, meeting hire, training
	Minimal staff time
Up to £100 per group p.a.

Up to £250 setup costs
	August
	CTO to initiate, Finance Manager to authorise
	

	Attend meetings of all co-ops and residents associations
	2-3 days
	One meeting per year for each group, more if group needs support
	CTO
	

	Provision of training for representatives from co-ops/residents associations to be secretary/chair a meeting


	1 day
	Source or provide as and when needed 
	CTO
	

	Develop a simple minute taking template and agenda template. Offer a read it and comment type service to help make sure pertinent points are recorded or acted on. 
	1 day
	2016-17
	CTO
	


	(b) working with residents in 'CHISEL local neighbourhood groups' to help them improve their environment

	Visit local neighbourhood group on occasional basis
	Time of all staff involved

Activities funded from budget line (currently £3000 in 14-15)
	As required
	CTO, Housing Manager (budget holder)
	Where is this information going? Who sees it?

	(c) establishing local priorities for CHISEL 



	Visit schemes to discuss local priorities


	As part of scheme visits to assess stock and communal areas
	Every 2 to 3 years
	Director 

Housing Manager

CTO

	List made - how will review??

feed into planning


	Action/Target
	Cost
	Timing
	Responsibility
	Monitor

	Objective 3: Making consultation meaningful



	This will be achieved by adopting a policy review process that involves input from residents at an early stage, before final drafting occurs and before Board approval is granted.

	All policies of relevance to housing management to have had input from residents before final drafting and submission to board for approval
	None if timed to utilise a OSC meeting


	As part of review process - see policy review timetable
	Board members

Director

CTO
	Policy to reference resident input at end/beginning of document

	Use of website and newsletter to publish 'guiding principles' of policy as established by board in order to enable residents to submit comments
	None - happening anyway
	Need to look at how review timetable fits with newsletter publication - may not, but does provide new material for website
	Director

CTO
	

	Possibleemail/ phone consultation with residents known to have a particular interest - alongside publication on website 
	Cost relates to maintaining interested residents list and time to send email and collate responses 
	
	CTO-relevant staff
	makes process of writing a policy more time consuming


	Action/Target
	Cost
	Timing
	Responsibility
	Monitor

	Objective 4: Achieving scrutiny, monitoring and co-regulation



	This will be achieved by the formation of an Operational Scrutiny Committee formed of residents and Board members. This will consider aspects of CHISEL performance, policy and practice and make recommendations to staff and Board. Changes made as a result of this involvement should be reported to all residents.

	OSC terms of reference to be established 
	none
	Done - review after 2 years to ensure meeting its purpose
	Board
	

	Operational Scrutiny Panel to meet 4 times a year
	Budget for OSC meetings and refreshments - and training
	Timetable of meetings set annually with working group meetings as and when required
	Board members

Chair of OSC

CTO as support
	

	Report outcomes of OSC and action taken as a result of these on website and in newsletter
	None additional - covered by objective 1
	As outlined in obj 1
	CTO and Chair of OSC
	


	Action/Target
	Cost
	Timing
	Responsibility
	Monitor

	Objective 5: Determining the strategic direction of CHISEL



	(a) strengthening the representation of tenants on CHISEL Board

	Support and training for new and existing tenant Board members
	Board training budget
Mentoring by existing board members
	Ongoing
	Individual Board Members and Board through appraisal process
	Appraisals

	Recruitment of a Board member who is a tenant


	None - advertising through website and newsletter and discussion with residents involved in OSC and at AGM
	Annual
	Chair of Board
	Annual new tenant member of the Board

	 (b) strengthening the representation of tenants as CHISEL Members

	AGM and newsletters used to raise awareness of the importance of Membership to CHISEL and invite all tenants to become Members
	None - costs covered by objective 1
	Mid year newsletter (in advance of AGM)
	CTO
	Regular new Members

	All new tenants encouraged to become Members
	None
	
	Housing Manager
	Regular new Members

	Review of role of Membership -  co-ops as Members
	tbc -may need consultant
	Try 2016-17
	Director and Board
	Amended rules?
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