
 

 

 

 

 

              

Policy And Procedure Area  Housing Resident Involvement and Empowerment 

Date Created August 2018 

Policy Holder  

Date Approved by ET  2 August 2018 

Date Approved by the Board (if 

required)  

9 August 2018 

Date of next review August 2021 

Target Group  All Housing Staff 

Training/Dissemination  Corporate Training plan 

Location of policy/procedure Insight/Intranet/shared drive 

Related external documents 1. Landlord and Tenant Act 1985 

2. Housing Act 1985 

3. Housing Act 1988 

4. Housing Act 2004 

5. Home Standard 2012 

6. Value for Money Standard 2012 

7. Tenancy and Involvement Standard 2017 

8. GDPR 2018 

Related Internal Policies 1. Complaints, Compliments and Suggestions 

Policy 

2. Equality and Diversity Policy 

 

1. Objective   

Resident Involvement and Empowerment is at the core of everything that YMCA St Paul’s Group 

(SPG) do. YMCA SPG recognise that people with lived experience have valuable insight into the 

impact of their services, and experience of being in receipt of them. As such, they are a valuable 

resource to them in their efforts to achieving the levels of Quality and Impact YMCA SPG aspire 

to. 

YMCA SPG are committed to provide Residents with information that supports informed decision 

making, enabling Residents to shape and scrutinise services, and to build skills and capacity. 

Through the implementation of this policy YMCA SPG aim to continue to improve the services 

provided to Residents through this involvement. 

2. Policy Statement  

 

The policy aims to offer a spectrum of involvement and empowerment opportunities that ranges 

from: 

• Providing high quality service access and performance information  

• Supporting feedback and consultation on key areas of service delivery and performance 
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• Enabling participation in service scrutiny and decision 

making  

• Building individual empowerment through involvement 

and volunteering opportunities    

3. Equality Impact Assessment 

YMCA SPG are committed to treating everyone fairly, recognising the protected characteristics 

set out in the Equality Act 2010. YMCA SPG will act sensitively towards the diverse needs of 

individuals and communities and will take positive action where appropriate.  

 

YMCA SPG make appropriate arrangements where necessary to ensure that Residents with 

distinct communication needs are not unreasonably and disproportionately affected. This could 

involve providing communications in alternative languages or formats or providing interpretative 

or transcription assistance where appropriate.  

4. Definitions  

Resident: Any person that lives in YMCA SPG accommodation 

Involvement: YMCA SPG want their Residents to be involved in all aspects of service delivery, 

according to their abilities at any given time.  

 

Empowerment: YMCA SPG want to ensure that there are systems in place that are designed to 

increase the degree of autonomy and self-determination in people who live with them in order 

to enable them to represent their interests in a responsible and self-determined way.  

 

Consultation: YMCA SPG want to ensure that Residents have the opportunity to review the 

services that are provided and have an impact on the design, delivery and monitoring of them.  

 

Resident Committee: Meetings held at a local, organisational level that are Resident led, with 

the support of an officer, to review the design and implementation of local services, including 

relevant policies and procedures and responding to satisfaction survey results. 

 

Resident Forum: Open hostel meetings held at a local level with staff representation and 

facilitation, to enable open conversation and feedback about the services provided locally. 

 

House meeting: Meetings held at Move-On properties with staff representation and facilitation, 

to enable open conversation and feedback about the services provided relevant to each property.  

 

Resident Scrutiny Panel: YMCA SPG want to ensure that their services for Residents are 

shaped by Residents receiving those services, and that the Residents taking this task on have 

had the opportunity to receive relevant training and guidance to complete this. A Resident 

Scrutiny Panel is Resident directed/led, with the support of an officer, and is designed to 

scrutinise areas of YMCA SPG work and make recommendations for improvement. 
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Resident Interviewers: Residents trained in recruitment and 

selection. YMCA SPG will strive to ensure that every new potential 

member of staff in senior teams and housing services is 

interviewed by a panel that includes a Resident Interviewer. 

 

Resident Auditors: Residents trained in auditing skills, and directly involved in YMCA SPG 

programmes of quality audits. 

 

Service delivery: The services that are provided to Residents during their stay with YMCA SPG, 

as laid out in detail as part of the licence or tenancy relevant to their circumstances.  

 

5. Guidance 

Monitoring Delivery  

Feedback from the various opportunities available will be considered locally, and on an 

organisational level as relevant to the circumstances.  

Minutes from Committee meetings will be reported to the Executive Team and Local Area 

Committees as well as being shared with Residents.  

Data Protection and Information Sharing 

YMCA SPG shares relevant information with service delivery partners in line with the Data 

Protection Act 1998 and the GPDR 2018. 

Staff Training 

YMCA SPG provides all staff responsible for implementing this policy with training as required. 

Monitoring of the Involvement and Empowerment Policy 

YMCA SPG will routinely monitor their performance in implementing this policy and report 

outcomes to the YMCA SPG Board and Executive Team quarterly. 

YMCA SPG will enable Residents to scrutinise performance of the involvement and empowerment 

policy and will act upon recommendations about how performance might be improved. 

Review of the Involvement and Empowerment Policy 

YMCA SPG will review their policy every three years to ensure that they are effective and comply 

with current legislation and good practice.  

6. Involvement and Empowerment Procedure 

YMCA SPG provides information and communication appropriate to the diverse needs of 

Residents and in the delivery of services. 

Access to the service 

• New Residents are provided with a welcome pack of contact and service information 

• YMCA SPG website includes contact details (including 24-hour support) and service 

information (including on reporting a repair and making a complaint) 
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• Residents can report a repair or make a complaint on the 

website or via any of the YMCA SPG Housing Departments 

• Notice boards in communal areas provide contact information 

of local officers and local service access details 

• Regular digital Resident newsletters and social media posts 

• Residents are able to contact YMCA SPG via the telephone, email and through social media 

platforms 

 

Service standards 

• The responsibilities of the Resident and of YMCA SPG are detailed in the licence and tenancy 

agreements, and on the website. 

• Policies and service standards are available on the website  

• The Complaints Policy is available on the website 

 

Performance against Standards 

• Performance information is provided on the website (including repairs and complaints) 

• Performance is reviewed with Residents through Residents’ Forums 

• The impact of feedback, consultation and learning from complaints is provided on the website  

• An Annual Residents report is provided on the website 

• Resident Satisfaction surveys are carried out which are shared with the LAC 

 

Consultation 

YMCA SPG will consult with Residents on the scope of local offers for service delivery and YMCA 

SPG enable Residents to monitor and scrutinise performance on a periodic basis. 

YMCA SPG will actively consult with Residents using questionnaires, surveys, focus groups and 

though regular one-to-one support meetings with Residents.   

A Group-wide Resident Satisfaction Survey will be conducted annually, and benchmarked 

externally bi-annually.  

Suggestion forms and complaints forms are also available and accessible to all Residents and 

formal responses will be made to all complaints received. Suggestion forms will be responded to 

either via a one to one by the Team leader of the relevant team or via the Resident’s forum 

meeting. 

Residents leaving the service are also encouraged to complete an Exit/leavers questionnaire. 

Involvement 

YMCA SPG support the activities of Resident participation groups and respond in a constructive 

and timely manner to them.  

Residents’ Forum will be held at least every 2 months at each hostel location, facilitated by a 

member of the Housing Department.  Residents of each hostel are encouraged to attend these 

meetings and raise issues regarding the accommodation and service, as well as providing an 
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opportunity of consulting Residents on issues affecting the 

management and operation of the hostel. 

House meetings will be held at least quarterly at each dispersed 

supported housing team, facilitated by a relevant member of the Housing Department. Residents 

of each house are encouraged to attend their house meeting and raise issues regarding the 

accommodation and service, as well as providing an opportunity of consulting Residents on issues 

affecting the management and operation of the house. 

The meeting agendas should be set by the residents, and Chaired by a resident representative.  

Each local service should also have a number of resident representatives who work with staff, 

providing the resident perspective, including attending appropriate sections of staff meetings. 

Each local service will also have a number of trained resident interviewer to participate in the 

recruitment of staff at all levels within Housing. 

Scrutiny 

YMCA SPG is committed to the provision of timely and relevant performance information to 

support effective scrutiny by Residents of performance in an appropriate form.  

YMCA SPG will have an effective approach to performance and service scrutiny, with Residents 

able to hold YMCA SPG to account for its service delivery and to shape service delivery and drive 

performance improvements.  

Residents’ Committee meetings will be held every 6 months and will be led by Resident 

Representatives, and attended by a Board member, an Executive Team member and relevant 

representation from the Housing Department. The Committee will review Forum feedback from 

the organisation over the previous 6 months, action taken as a result, and complaints arising 

over the period. The Committee will also review relevant policies and procedures as relevant to 

the services provided, and in line with the review dates as outlined in each policy.  

Local Residents’ Committees will include reviewing: 

• Rent and service charge setting 

• Annual service and programme budgets 

• Review service access and key performance data (repairs, compliance, complaints, 

occupancy) 

• Projects and capital works progress  

• Proposed changes to policies, strategies and terms of service  

• Feedback and outcomes will be reported to the St Paul’s Board 

 

In addition to the resident committees, we will develop a Resident Scrutiny Panel for YMCA SPG. 

The purpose of this panel will be to scrutinise areas of our work, and make recommendations for 

improvements to service design. 

 

The scrutiny panel will undertake a scrutiny exercise twice in a 12-month period. Areas for 

scrutiny should be decided by the Residents themselves using performance information provided 

to them by officers.  
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The panels will be resident led, with the support of an officer, and 

run independently. However, their reports and recommendations 

will be linked in to our governance structures through regular reporting, with Board being 

responsible for agreeing recommendations that the Executive Team do not have the delegated 

authority for. 

 

We will also involve residents in the scrutiny conducted as part of our Quality Assurance 

Framework through the use of resident auditors. 

 

Empowerment 

YMCA SPG supports Residents to build their capacity to be more effectively involved: 

• There are structured training programmes for Residents 

• Capacity building forms a key part of the training programme 

• Volunteering opportunities are made available 

 

YMCA SPG supports Residents to build their capacity to become more effectively involved and: 

• Participate in recruitment and selection 

• Participate in Quality Audits 

• Participate in inspections and walkabouts  

• Participate in local working groups – developing strategies and performance targets 

• Developing local service offers 

• Recruitment of staff 

• Selection of contractors 

• Volunteer within any department within YMCA SPG 

• Volunteer within another organisation or within the local community 

 

7. Risk Assessment 

 

Financial Implications  There are no financial implications arising from the Policy and 

Procedure 

Reputational Risk Implications Failure to meet the expectations laid out above could damage 

YMCA SPG’s reputation with Residents, regulators, funders, 

and other stakeholders 

Staffing Implications There are no staffing implications arising from the Policy and 

Procedure 

 

 

 


