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Resident Engagement Strategy

1. Purpose

The Resident Engagement Strategy has been developed to support the purpose, mission and
corporate objectives of Mount Green Housing Association. The strategy sets out clearly how it
will align and meet our commitment to support our:

e Purpose - ‘Creating the foundations to thrive’
e Missionto ‘Listen and Act’
e Corporate objective around ‘Home to Landlord’ Engagement

The strategy reflects the renewed focus and recognition of the importance of our residents’
voice.

2. Context - 2022

The publication of The Charter for Social Housing Residents - Social Housing White Paper
highlighted the need for increased transparency, openness and accountability between tenant
and landlord. The increased expectations of the Regulator of Social Housing, Housing
Ombudsman, the National Housing Federation’s Code of Governance, as well as the new
Tenant Satisfaction Measures and Building Safety Act requirements, sits alongside our
aspiration and desires for our future engagement with residents. Equality, diversity and
inclusion plays a key part to our engagement strategy to ensure all residents’ voices are heard.

In addition, this strategy builds on Mount Green’s Residents Charter. This charter was created
with our residents and shows our continuous listening and learning allows us to respond
positively to our environment and the changing needs to our residents. The Charter can be
found in Appendix 1.

3. Aim, outcomes and objectives

Our aim is to create a resident engagement approach that positively impacts the resident
experience.

Our key outcomes are:

¢ Resident voiceis valued, has influence and used to plan and deliver our services
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e Tocontinuously improve the way our residents are involved in shaping and
improving our service

e To provide residents with accessible, meaningful data to be able to judge Mount
Green'’s performance and progress

To achieve these outcomes, we have set our resident engagement objectives through to 2025,
which are:

Ensure the resident voice is heard across all levels of Mount Green, including at Board
level

Widen the listening channels we have with residents

Increase the influence that the Residents Committee Group has with Mount Green
Create a Social Housing White Paper action plan, bringing together all actions that
reflect the requirements of the paper into one place.

Create a Building Safety Act resident engagement plan.

We will have an annual workplan to focus the team’s work across each year. Although our
strategy sets out the standards to meet, it’s the behaviours and attitudes which run through
our organisation that sets the foundation for positive engagement to take place.

4.‘'Home to Landlord’ Engagement

We recognise that choice has to underpin any engagement approach and that engagement can
occur at the ‘personal’ home level, the community ‘neighbourhood’ level and the organisational
‘landlord’ level. In effect, there needs to be multiple ways of engaging our residents thereby
providing a range of opportunities for residents to get involved - whether on an individual
basis or as a collective group. Mount Green are committed to planning, resourcing and
promoting our resident engagement activities to reach as many residents as possible and
achieve diversity of voice.
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Planning &
Design

* Home Improvements

Consultation (Planned

Works)

* Neighbourhood
Improvements

Neighbourhood
& Community)

* Facebook Focus
'‘Consultation’ Group

* Task-Specific Focus
Groups

Landlord

Definitions

= Consultations (Cyclical

Delivery

* Resident-led Home
Improvements (once
approved)

« Estate Rep Role
*Drop Ins

= Estate Events

* Estate Action Plans

* Resident Associations

* Interview Panels
(front-line roles)

Evaluation &
Monitoring

= Transactional Surveys

+Complaints &
Compliments

*'You Said - We Did'

* Complaints
& Compliments
+'You Said - We Did'

+ Complaints &
Compliments

* Tenant Satisfaction
Measures

*'You Said - We Did'
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Scrutiny

« Policy Co-Creation

« Estate Inspections

+ Resident Committee
Group

* Resident Board
Member

¢ Home - where your engagement interest primarily relates to living and loving your own

individual home

¢ Neighbourhood - where your engagement interest primarily relates to the

improvement of / continued maintenance of your local area/community

e Landlord - where your engagement interest primarily relates to the improvement of
overall resident experience and service delivery

e Planning & Design - before something gets delivered / implemented

e Delivery - directly involved in delivering or implementing

e Evaluation and Monitoring - feedback and ability to ‘see’ results / outcomes of...

e Scrutiny - engagement channel provides for a way to question / interrogate and

influence
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4.1 The resident voice at the home level

Every resident should have opportunities to engage in the areas that affect or may affect their
home across their entire resident experience journey with Mount Green from ‘Welcome’ to
‘Living and Loving’ to ‘Leaving'.

Resident feedback enables us to know whether we have got things right and to learn from
those times we don’t. It is important to us as we want to continually improve on our service to
residents. Therefore, at key touch points across this journey we will be gaining feedback
through our transactional surveys. This includes (but not limited to):

Welcome: Letting Satisfaction Survey

Living and Loving: Repairs, Complaint Handling, ASB Handling, Independent Living Satisfaction
Survey

Leaving: Leaving Conversations

Where possible we will investigate low levels of satisfaction with the individual, and we will
ensure that satisfaction is measured at a level which is granular enough to identify issues and
trends. We will let residents know what improvements we have made as a result of their
comments.

4.2 The resident voice at the neighbourhood level

Every resident should have opportunities to engage in the areas that affect or may affect their
neighbourhood. We will consult with residents on changes that will affect their estate, or the
service they receive from us.

Where there is a Mount Green community, we strongly advocate and support resident
associations as a central neighbourhood ‘body’ that can rally residents together and play a
pivotal engagement role at this level with Mount Green. We will support resident associations,
where they exist or where there is an interest, by helping to set them up, providing some
financial support and attending the Annual General Meeting.

We will work with residents (in a way that suits them) to create resident-led action plans to
improve neighbourhoods and estates.

We will promote and support the role of the Resident Estate Representatives and invite them
to all Estate Inspections to allow for feedback and input into the standards of neighbourhood
service delivery.

Having a presence across our neighbourhoods (in particular our largest estates and
independent living schemes) is important to us as this brings Mount Green to residents and
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enables high-quality engagement. Letting our residents know when we are on site is integral to
reaching as many residents as possible.

4.3 The resident voice at the landlord level

Mount Green has committed to having Board Members who are also Mount Green residents.
They play a key role in ensuring that the resident voice is not forgotten at this level. They have
adirect link to (and are part of) the Resident Committee Group, which provides for two-way
communication.

Our Resident Committee Group provides residents with the means of scrutinising our
governance, business and service delivery operations. Mount Green supports the Resident
Committee Group (RCG) to provide challenge and steering on Mount Green’s performance.
The RCG will monitor and review:

e Resident Engagement

e Services from Mount Green

e Policy and Compliance

e Complaints and Feedback

e Homes and Neighbourhoods
e Survey Results and Feedback

As alandlord, we will give our residents a formal opportunity on an annual basis to let us know
how satisfied they are with our services through a Tenant Satisfaction Survey.

We will share our Tenant Satisfaction Measures (TSM) data with residents annually and
benchmark our performance against other Registered Providers of Social Housing. We will
share how we will put those improvements in place through an action plan that we will produce
in collaboration with the RCG to address the key themes from the Tenant Satisfaction
Measures survey.

Our re-purposed Facebook resident group (now our Facebook Resident Focus Group) as well
as ‘task-and-finish’ focus groups will ensure a ‘go-to’ group of residents who can help plan and
design different aspects of our services. This will enable us to gain timely feedback as well as
drawing from a diverse range of voices.

Lastly, there are major aspects of Mount Green'’s business that affects residents. For example,
repairs and maintenance services, cleaning and grounds maintenance services. Therefore, our
commitment it to involve residents in the procurement process for new contractors. In
addition, there are key team members that play a major part in our success at a resident-facing
level as well as at a strategic level. Therefore, we will develop the opportunity for resident
involvement on interview panels for certain roles.
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5. Simple, effective communications
Mount Green is committed to having a clear brand with simple, effective communications
(corporate objective).

In order to simplify our ‘standard’ resident communications, we use ‘SMILE’, as that is what we
want our residents to do when they think about Mount Green. ‘E’ is for ‘Engage’ so all
communications relating to this will feature its Mount Green brand colour and visual asset that
highlights to residents how they can engage with Mount Green. Other letters ('S’ for ‘Safe’, ‘M’
for ‘Maintain & Fix’, ‘I’ for Improve, and ‘L’ for ‘Learn’) will support the various information
elements highlighted below.

Communications relating to resident engagement focuses on three areas that we aim to deliver
in a timely manner, via our chosen online and offline communication channels (for more details,
please see our marketing and communications strategy).

Integral to this is our move towards ‘digital-first’, however this is not at the detriment to those
residents who are unable or do not have access to online communications. Additionally, where
required, we will work with residents who require the translation of materials to ensure
accessibility.

5.1 Information that enables a resident to engage

Via our website, all new residents receive a ‘Your Home’ Handbook as part of their welcome
when they first sign up with Mount Green. This along with a dedicated ‘get involved’ webpage
ensures that residents can access the latest ways to engage. Social media activity promotes
resident engagement and directs followers to the website.

In addition to publicising on our online channels, we will locally promote through posters and
word of mouth in order that all residents know and understand what engagement activities are
happening at the neighbourhood level. This could include estate inspections, estate
improvement meetings and drop ins.

5.2 Information that enables a resident to live well in their home and across their
neighbourhood

Via our website, we will publish relevant information relating to any neighbourhood such as
cleaning schedules, garden maintenance, and estate inspections. News and updates on things
that matter to residents will be posted, including the use of SMS and social media to direct
residents to the website so they are aware.
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We will provide transparent and timely information through targeted communications (SMS
and letters sent via email) in relation to a resident’s home or service that affects them. For
instance, rent setting, service charges, team member changes, planned and cyclical works. This
ensures residents are aware and understand what we are doing as a landlord and how we are
spending and achieving value for money.

We will also make it clear how residents can feedback (including complaints and compliments).

We will also use offline channels to ensure non-digital residents have access to this
information.

5.3 Information that allows residents to see how their landlord is performing

Via our website, we will publish clear information on the roles and responsibilities of Board
Members and senior team members within Mount Green. Our purpose, mission and objectives
are laid out in our Corporate Plan and through our reporting on the website, we will publish
information for residents to access relating to (but not limited to) our complaints, our feedback
from our surveys (including the tenant satisfaction measures survey), our financial
performance and where we spend our money.

We will raise awareness of the work that Mount Green is doing, including good new stories so
residents are able to see the value we bring as a local Surrey landlord.

More importantly, we will let residents know what actions we have taken as a result of their
input and engagement. This includes the insights from the Tenant Satisfaction Measures survey
that will help us improve the services we provide and inform residents of how we are going to
put those improvements in place.

6. Associated strategies and policies

This strategy is supported by the following strategies and policies:
e Marketing & Communications Strategy
e |CT Strategy
e Complaints policy

e Governance manual
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7. Evaluation

Our annual Tenant Satisfaction Measures survey will capture our residents’ responses around
the following questions:

e Satisfaction that the landlord listens to residents’ views and acts upon them

e Satisfaction that the landlord keeps residents informed about things that matter to
them

e Agreement that the landlord treats residents fairly and with respect
e Satisfaction with the landlord’s approach to handling complaints

These results will give us a clear indication as to the success of this resident engagement
strategy. In addition, we will report resident engagement activities annually to our Resident
Committee Group and to our Board. We will continue to measure, analyse and record the
results of the work achieved for future improvements.

We will benchmark the results of our Tenant Satisfaction Measures against other Registered
Providers.

We will review our Resident Engagement Strategy with our Resident Committee Group every
three years or at such time as regulation or our operating environment changes in a way that
impacts our engagement activities.

Our internal auditors will carry out a Consumer Standards (incorporating resident
engagement) as part of Mount Green’s Internal Audit Plan.
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APPENDIX 1 — RESIDENT CHARTER

The Charter says:
We will:

v" build and maintain open and honest relationships that respect the individual needs of
our residents;

v"make sure you have access to the information that matters to you;

v" work with you taking ownership and responsibility for finding the best solutions to your
concerns.

We will work with you to improve what we do and make sure we keep improving, and:

v will be knowledgeable and ensure our communication is open and honest, and

v" will tell you how we are performing making it easy for you to let us know if the
information is satisfactory;

v will provide you with a safe home that is in good repair, and if we do not

v" we will make it easy for you to report problems and make sure we explain clearly how
we will make it right.

We will deal with all matters that worry you in the most prompt and efficient way to ensure
you are satisfied with the resolution
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