Support

We offer our residents support to get involved in influencing
services. This can be by:

* Training

Active residents can attend the training sessions we provide.
Residents can focus on areas of interest to improve their skills
and knowledge.

* A ‘Buddy’ System

Residents who want to be involved are offered the opportunity
to be allocated a ‘buddy.” A buddy is one of our experienced,
active residents, who will meet and support new residents to
be involved.

e Residents’ Resource Room

The Residents’ Resource Room is available for use by all our
active residents to help them become more involved. The
Resource Room has computers, Internet access, a printer,
scanner, laminator, guillotine and telephone available for use.

 Expenses

We will provide reasonable travel and childcare expenses
for any residents wishing to attend resident involvement
meetings, events or activities.

Contact us

For more information about any of the ways to get involved,
please contact the Resident Involvement Team. You can e mail
us at resident.involvement@chorleych.co.uk. Our other contact
details are on the back of this leaflet.
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24 — 26 Gillibrand Street, Chorley, PR7 2EJ

Monday, Tuesday, Thursday, Friday
Wednesday

9am to 5pm
12pm to 5pm

01257 414900 Monday to Friday from 9am to 5pm
In emergency out of office hours 01257 414970

enquiries@chorleych.co.uk

www.chorleych.co.uk

This information can be made available to you in larger
print or on audio tape. Please telephone 01257 414900
to access this service.
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Chorley Community Housing | Resident involvement Have your say

Our aim

We are committed to putting resident involvement at the

heart of everything we do. We want our residents to be
involved in important decisions made about their homes and
communities and to influence the services we provide. We will
support residents to increase their confidence, knowledge,
skills and desire to influence our services.

Why get involved?

Being involved allows residents to express their needs, views
and aspirations about their homes and communities. This
information is key to improving the services we offer. We

will listen and respond to the information provided by our
residents and will show how they have successfully influenced
our services. We continually strive to better the services we
offer, but can only do this with the help of our residents.

We aim to ensure that the opportunities offered for residents
to get involved are responsive and relevant to their needs. We
understand that our residents get involved for many different
reasons, have different levels of interest and have other
commitments. We understand that we need to be flexible and
so offer a ‘menu of involvement.” The menu gives residents
many different ways to get involved, from filling in a survey in
their own home to becoming a member of our Board.
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How to get involved

Our ‘menu of involvement’ gives residents the opportunity to
get involved in a number of different ways. These include:

e The Board

The Board is a group of volunteers who manage our
organisation at the highest level. Board members decide

on key issues around policy, strategy and other areas of
business. Training is available if you want to become a Board
member.

e Tenants’ and Residents’ Panel

The Tenants’ and Residents’ Panel is the primary consultative
group for residents who want to influence the management
and maintenance of our homes and make suggestions for
improvements. Representatives from our Service Improvement
Groups and Residents’ Groups are elected to join the Panel to
feedback on their progress. Other residents can join the Panel
as Neighbourhood Ambassadors.

* Service Improvement Groups

Service Improvement Groups give residents the opportunity
to work with managers on an ongoing basis to improve

the services we provide. The groups discuss how we are
performing, new policies and publications, feedback on the
general state of the services and offer suggestions for service
improvements. Examples of our Service Improvement Groups
include Respect and Anti Social Behaviour, Publications,
Repairs and Maintenance and many more.

* Focus Groups

Focus Groups are one-off discussions in which residents
share their views and experiences on specific subjects relating
to their homes and communities.

* Residents’ Groups

Residents’ Groups can help communities get together to
help tackle issues within their local area, liaise with us about
the housing service and arrange trips, events or activities for
the local community. Residents can join one of our existing
Residents’ Groups or, with the advice, training and support of
the Resident Involvement Team, set up their own group. We
will provide our recognised Residents’ Groups with an annual
grant.

* Tenant Inspectors and Mystery
Shoppers

Tenant Inspectors ‘reality check’ how a service works in
practice, from a customer’s point of view. They monitor, review
and inspect the quality of a service and make suggestions for
improvements. Linked to Tenant Inspectors, Mystery Shoppers
also test services. A mystery shopper acts as a customer and
undertakes an agreed task to test and monitor the quality

of a service. This process allows residents to identify any
areas of weakness in a service, which subsequently leads to
improvements.

» Estate Walkabouts

Residents are encouraged to attend estate walkabouts with
our Neighbourhood Officers every three months. These
walkabouts help us identify environmental issues on our
estates.

e CCH 200

CCH 200 is a panel of approximately 200 residents. Members
of the panel receive three to four detailed surveys per year.
The surveys give residents the opportunity to express their
views on a wide range of issues and the information gained is
used to shape services. The surveys are sent by post, email
or they can be completed over the telephone. Residents who
complete the surveys are entered into a prize draw at the end
of the year.
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