


At YMCA St Paul’s Group we believe in bringing people together and to help create
inclusive, thriving communities. As a charity that has been around for over 150
years, we know that the best solutions are those that are co-created. That is why
we are energised by the potential that exists from enabling and empowering all
our customers (from our residents to our young people, our parents and carers

to our Health & Wellbeing members, our counselling clients to our pool users) to
provide solutions to the challenges their communities face.

Our vision is that across London and beyond we:

» empower young people by providing the resources and support
so they can thrive.

» create inclusive, active and healthy communities where everyone
can flourish.

We do this by being loving,
hopeful, community focused,
person centred and holistic.




WHY WE HAVE AN INVOLVEMENT,
ENGAGEMENT AND EMPOWERMENT
CHARTER

As set out in our Strategic Plan 2024-2027, ‘Investing in our Future’, we want
to ensure that the customers’ voice is at the heart of everything we do, from
excellent service delivery, to shaping the future of the YMCA St Paul’s Group.

Understanding our customers and
communities is essential to help us
as a YMCA best meet their needs and
aspirations and to deliver services
that matter in the right way.

We believe in empowering our customers within their communities, so they are
able to have a better say in decisions that affect their lives and supporting their
personal growth in wider life.

This charter is our promise to continue to develop our culture that values, listens,
and acts on the views and needs of our customers.

By understanding our customers and communities we will be able to make better
decisions that improve the quality of outcomes for all.




We will work in partnership with our customers and communities to develop and
deliver better services and outcomes for everyone. We recognise that everyone’s
circumstances are different - we will adapt how we work and communicate with
customers and communities to make engagement and empowerment easy and
beneficial for all.

To ensure this happens, we make these commitments to you, our customer
and the communities we work in:

1. We will involve you in planning services and 4. We will be honest and clear in communicating

projects which affect you, your communities
and environment in a real and meaningful
way. We will ensure your involvement is not
limited to the planning stage and we will work
in partnership with you to make sure we make
the right investments in our communities.

with you and tell you if you cannot be involved
and why. We will communicate clearly from
the beginning about what is expected of you,
what you will get out of your involvement, and
what you can realistically expect to achieve.

5. We will effectively communicate engagement
.. We will involve you in service planning or and empowerment opportunities with you in
changes from the beginning, so that you language that is simple, friendly, and easy
influence, improve and co-design services to understand.
with us and to make sure that services and
projects meet the needs of the diverse group 6. We will provide good standards of training and
of customers we serve. support to people who are involved in shaping
our services and ensure you feel confident at
. We will provide a range of different ways for expressing your own ideas and needs.
you to be involved and empowered based on
your needs and aspirations. We understand 7. We will ensure you have access to the

that you are all different, all equal and
your voice matters.

information you need to make informed
decisions and hold us to account.




Every year we will report to you how we are involving customers within the
expectations of this Charter.

We will develop better/ new ways for customers to check and challenge
performance and value for money and share performance information openly,
starting with services chosen by customers.

If at any stage you feel we are not keeping to our commitments set out above
please do let us know. You can do this by

Emailing us at engagement@ymcaspg.org

Using our Complaints Policy online form which can be found here

We want to thank all of our customers, board members, volunteers and staff

who contributed in the creation of this document! You know who you are. You
have helped shape the next stage in our journey to becoming an organisation
that truly ensures that the customer voice is at the heart of everything we do.

And because getting this right is so important to us, should you feel we are not
keeping to our commitments, please write to our Chief Executive via
ceo@ymcaspg.org

Signed on behalf of the Board of Trustees and all YMCA St Paul’s Group
staff and volunteers

HE/{% @fiﬁuf‘ﬁ"u*'@-r .:_]:;f,m,-‘u‘“:,

Helen Brewer Chair of Trustees Richard James Chief Executive
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