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Using your views to improve  
our services

We want to hear your views on the services we 
provide. Your experience is essential to help us 
improve how we manage your homes. 

The Residents First Strategy sets out how you can 
get involved with The Hyde Group, regardless 
of whether your home is managed by Hyde 
South East, Hyde Southbank Homes, Hillside 
Housing Trust, Minster Housing HydeMartlet or 
in touch. Contact your local ofýce to ýnd out 
what projects are operating in your area.

To ensure the strategy reþected the things that 
were important to you, we organised focus 
groups covering all areas that The Hyde Group 
operates. We set out a list of aims that you 
thought residents should have a say in.

The strategy has seven aims:  

1. A ómenu of involvementô ï offering you  
a range of different ways to get involved,  
so you can choose a way that suits you 
(please see below). 

2. Improving services ï using your feedback 
to improve our services. 

3. Decision making ï involving you in 
decisions about how the organisation works 
and helping to make sure the decision 
making process is open and fair.

4. Developing communities ï working with 
you to develop your skills and giving you  
a say in improving your community. 

5. Equality and diversity ï making sure 
opportunities to get involved are accessible 
to everyone, recognising different people have 
different needs and interests, and ensuring 
ways of getting involved suits everyone. 

6.  Training and support ï we will offer  
you training and support if you want to  
get involved.

7.  Planning, delivery, and impact of 
involvement ï making sure we plan 
involvement properly and talk to you about 
your priorities. Each year we will look at 
what we have achieved, and use it to plan 
for next year. 

If youôd like more information about how you 
can get involved, please ask your local ofýce.  
We will record your interest and contact you 
when there are opportunities for you to  
get involved. 



Menu of involvement

Here are some of the many different ways you 
can get involved. You can choose the level and 
type of involvement that suits you. 

Magazines
Our magazines are central to communicating 
with you. Help us by joining your local  
editorial panel.
1 meeting every 3 months

Residents website and online forums
We offer opportunities to get involved in 
designing our website ï take a look at our 
online discussion group where you can 
exchange views with other residents.

Hydewide Residents Voice 
This group works with local residents to identify 
the issues that matter to you and ensure that 
we understand them. It is open to members 
of boards, committees and regional residentsô 
forums across The Hyde Group.
At least 1 meeting every 3 months,  
plus reading and training

Regional/Subsidiary Residents Forum
To discuss the service your area receives.
At least 1 meeting every 3 months

Resident First Consultation Groups
Join other residents in regular groups to tell  
us what you think.
About 2 hours per session

Surveys
Help us improve our service ï tell us your 
experiences. When you use our services we 
usually ask your views via  phone, post, e-mail 
or face to face. 
Takes 5-25 minutes

Mystery Shopping
We often ask residents to contact our ofýces to 
let us know how good or bad the service was.  
2-6 hours every 3 months

Service Reviews 
Look at one of our services with staff and 
suggest changes through meetings, surveys,  
or focus groups.
Time needed will vary

Complaints and compliments 
Tell us your stories of good or poor service  
ï weôll use what went right or wrong to 
improve our service.

Estate Standards Join staff on estate 
inspections to highlight issues and agree 
improvements.
1-2 hours per inspection 

Contractor Monitoring 
Check the quality of repairs, cleaning and 
gardening then report it to us ï or sit in on 
contractor monitoring meetings.
1-2 hours for inspection and meetings

Informal Resident Groups
We support all types of informal residents 
groups and those formed for one-off projects. 

Tenants and Residents Associations 
Set up a tenant and resident association in 
your area ï weôll support and help you.
 
Community Events 
Plan a trip or event for your community ï  
weôre here to support and advise you.

Neighbourhood Consultations 
Help to plan improvements in your area: take 
part in meetings and surveys. 
1-2 hours for meetings

Design Panels and consultations
Shape the design of new homes and 
communities: tell us how we can keep improving.
About 1 hour per meeting

Priority Estates
A special program for residents and staff to 
identify communities most in need of help. 
Residents help identify the changes to be made.
Time depends on project
 
Board or Committee Membership 
Our boards and committees shape our 
organisation ï you can be part of one to help 
us ensure we focus on performance and keep 
our decisions transparent. 
At least 1 meeting every 3 months plus reading 
and training




