
 
 

 

Hydewide Residents Eye Inspection Update 

Resident Communications inspection – final summary  
The aim of the inspection was to make sure that Hyde’s communications to residents are as 
effective as they can be; that residents feel informed about Hyde in general as well as in the 
services they receive. It also aimed to highlight where improvements could be made in the style and 
format that Hyde uses to communicate with residents.  

The inspection involved three resident inspectors, and utilised interviews with staff and residents, 
website and document reviews, case studies / feedback from Hyde’s systems and social media, 
and online & printed surveys. 

All feedback from this inspection has been used to inform Hyde’s ‘Customer First’ improvement 
plan. This aims to make services better for residents and increase satisfaction by bringing in 
improved processes, systems and staff culture, and making residents’ experience a priority.  The 
programme was launched to staff in May 2019. 

For further information about HRE inspections, visit HRE’s pages on the Hyde 
website or contact the Resident Engagement team: residentengagement@hyde-
housing.co.uk 

  

1. Outcome – to make sure that residents are kept better informed about 
service changes 

During the inspection HRE found: 

• Residents were often not aware of key service changes that had taken place. This was due to 
Hyde’s preference for 'soft roll outs', or information provided on a need to know basis, rather 
than awareness campaigns  

• Examples of this raised during the inspection included the change from Housing Officers to 
Property Managers, fence replacement policy and kitchen/bathroom replacement policy 

• Residents were unclear of how these service had changed and the impact of this was evident in 
the frequency of contact to Hyde about these services, and in common confusion about what 
services residents were due, both of which also resulted in dissatisfaction 

• Frontline staff - including Customer Services and Property Managers - were found to be giving 
residents inconsistent and, in some cases, incorrect information about the service changes. This 
was due to insufficient or ineffective guidance being provided to staff through structure changes 
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HRE recommended that: 
• Residents should be consulted at an early stage in service change projects to ensure that 

communications are appropriate and adequate. This will improve satisfaction by ensuring 
information is effectively shared and residents are fully informed 

• Hyde need to use more effective ways of informing frontline staff about service changes so that 
the information residents receive is consistently clear, up to date and correct 

• Hyde needs a proactive strategy to resident communication, with regular updates received by all 
residents in an accessible way. Updates should include only relevant service updates and 
provide a balanced view. Involved residents should be consulted about content and style  

Agreed actions 

A. Hyde will test out a new approach to consulting, planning and delivering service change 
communications.  Hyde will evaluate the success of this exercise with involved residents 

B. Hyde will test a new bi-annual newsletter to residents; to be sent out to those residents who 
have confirmed email to be their preferred communication method. This will test whether 
residents want this kind of communication in the future  

C. Hyde will continue to promote digital and social media channels as the best way to keep up with 
landlord stories and highlights. Teams working on these channels will be directed to respond 
more quickly & meaningfully to queries through guidance by the Comms team (see 4A below) 

 

2. Outcome – improve the tone, clarity & openness of communications so 
that they more effectively communicate actions required by residents  

During the inspection HRE found: 
• External – especially written - communications often lacked clear follow up outcomes, i.e. the 

"what will happen as a result of this" and "the next steps are." This meant that the action to be 
taken by residents was not immediately apparent 

• The tone of financial correspondence was found to be "threatening", even when Hyde had not 
provided adequate prior guidance as to what needed to be done 

• Tone and style of email and social media did not reflect the normal use of the media; a 
consistently ‘corporate’ tone was mostly taken, which was not well received 

• Responses to issues being reported often did not address the feelings of the resident, i.e. an 
apology / empathy and were too officious. This was particularly noted for social media, which is 
read by more than just the original recipient, and sets a tone for the whole of Hyde 

• Hyde-wide written communication - from some areas of the business - contained typos and poor 
grammar, as well as unclear messages, e.g. income letters and a "Keep clear" communal area 
poster contradicting the stay put policy 
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During the inspection (cont’d): 

• It was noted that most communications were not reviewed by involved residents for clarity and 
simple use of language. Information leaflets had not been checked or awarded the "Resident 
Tick" standard 

HRE recommended that: 
• Guidance should be developed for staff to clarify the appropriate tone for different 

communications to residents. This should be varied to suit context and media being used 

• Staff should also be provided with guidance around what fundamental content should exist in 
transactional communications, for example what they need to do next, who to contact, what the 
potential impacts could be 

• All external Hyde communications for residents - both printed and digital - should be reviewed by 
involved residents before publication; amended (as needed) and awarded the Residents' Tick. 
Templates need to be reviewed by residents for financial correspondence especially 

Agreed actions 
A. Feedback from this inspection – about appropriate tone of voice & styles of communication for 

various mediums – will be used in the ‘Customer First’ improvement plan. The testing of a new 
approach to service change communications (see 1A above) will also help to explore what 
works best 

B. The ‘Customer First’ improvement plan is also looking at how residents can be connected more 
easily with the right service rather than being passed from team to team or relying on a call 
back. This work has been running alongside an internal ‘Faces not Cases’ campaign which 
encourages staff to think about residents’ personal situations that sit behind the action they’ve 
been asked to take. The aim of this is to increase empathy and going the extra mile  

C. We will also explore what additional opportunities there are to improve updates to customers, 
particularly within our repairs service and external suppliers [see recommendation 3 below] 

D. The Communications team will deliver a project to support frontline teams to improve the 
quality of communications with a focus on plain English and clear calls to action/next steps 

E. Consultation with involved residents, and the awarding of the Residents' tick, will be carried out 
for key documents to ensure they meet resident expectations 
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3. Outcome – to make sure that resident queries are managed effectively; 
resolved first time where possible, and that frontline staff are better 
supported by colleagues and contractors to provide timely information 

During the inspection, HRE found: 
• Communication was not always timely, information about services was not readily available for, 

or easily accessible by, residents 

• Resident contact was not always acknowledged. It was often difficult for residents to contact 
the person responsible for the resolution of their issue 

• Most dissatisfaction stemmed from contact with contractors; calls were not returned, 
appointments were cancelled or changed and residents not informed. Complaints or issues, 
when raised directly, were not adequately addressed. Residents felt that Hyde should take more 
responsibility for managing contact with contractors 

• Staff also felt that there was not enough support or help from colleagues/contractors in 
resolving residents’ issues.  Requests for information on behalf of residents were sometimes 
overlooked, leaving frontline staff in a difficult position when responding to residents or when 
the resident makes a repeat call to find out why they haven't been contacted 

• Staff also felt that SLAs with contractors were not enforced. They felt unable to address poor 
contractor communication due to IT; for example - online forms from Hyde’s website are sent 
directly to contractors (with no Hyde visibility). Customer Services tried to take ownership but 
were often unable to contact colleagues/contractors directly and so had to raise another 
request for someone to contact the resident 

HRE recommended that: 
• Guidance and processes need to be put in place to clarify whose responsibility it is to contact 

residents, and timescales for responses need to be enforced by everyone working for Hyde 

• Hyde needs to develop a culture of ownership and responsibility, to ensure residents receive 
timely and accurate information. This should include staff who are not the first point of contact 
for residents 

• Contracts should be enforced and / or varied to make sure contractors take responsibility to 
communicate to residents in a timely, accurate and clear way and ensure Hyde are aware of 
service failure. Failure to do so should have consequences for the contractors  

Agreed Actions 

A. Responsibility for dealing with resident queries effectively is being reviewed as part of the 
‘Customer First’ improvement plan as mentioned (under point 2) above. This will include 
improved reporting of older cases, and utilising service managers to call back residents with 
unresolved issues 
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Agreed Actions (cont’d) 

B. Sessions are being held with managers from different teams to identify where the barriers are to 
delivering better services. These sessions consist of open & honest discussions and encourage 
better links between teams so that enquiries are dealt with more quickly 

C. Contractor improvement plans, including the ‘HPS unblocked’ project, will be delivered in order 
to change the focus of our contractors’ work more to the needs of the customer. Contractor 
communication processes are also being reviewed as part of the wider ‘Customer First’ 
improvement plan in order to make them more efficient and customer focussed 

 

4. Outcome – improve Hyde’s reputation and relationship amongst 
residents by increasing proactive, and higher quality communications 

During the inspection, HRE found: 

• A number of issues regarding overall communication with residents and how this was managed. 
Key points highlighted were: 
 Residents were more satisfied with written / printed communication than online / email 

communication 
 Communication by Hyde was mainly transactional or reactive; there were few examples of 

proactive or positive communication. Residents were wanting this, and wanting more 
communication from Hyde in general 

 There was a distrust of Hyde's communication in general, key words in feedback included, 
"confrontational", "standoffish", "secretive", "confusing" and "untimely" 

 Communication about the same Hyde service was inconsistent and sometimes 
contradictory when received from different sources and media 

 It was noted that Hyde teams have ‘Business partners’ in the Corporate Communications 
Team - but there was confusion around the role and what kinds of projects they would get 
involved in and how 

 From Hyde’s perspective, the website was the main focus point for information; news about 
Hyde and Hyde services, as well as online forms to report key issues. However residents 
often did not know what information was online, and if so, where/how to find it 

 HRE recommended that: 
• The role of Communications Business Partner needs to be simplified and communicated to 

staff so that they know what support they can get with communicating and how 

• Guidelines about timely communication, tone and language need to be developed and shared 

• Consultation with residents on communications should be encouraged, and the use of the 
Residents' Tick approval process implemented for all leaflets and printed information 
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Agreed Actions 

A. The Communications Business Partners will work with teams around the business to improve 
day to day, frontline communications. They will encourage other teams to work with them at the 
earliest opportunity on communication projects to drive up quality and quantity of comms 

B. This work will include the promotion of the approved Residents' tick in line with the outcomes of 
previous recommendations above 

C. We will explore options for increasing communication to residents, including in partnership with 
our contractors  

For ongoing updates about the progress against this inspection report – 
join Hyde’s resident engagement site The OAK! 

 
 

 HRE online  
Did you know that HRE have their own pages on the Hyde website – where you 
can follow all the updates on their inspections? 

Visit: www.hyde-housing.co.uk/tenants/resident-engagement/hre-and-resident-inspections/ 

 Join The OAK… The OAK is Hyde’s award-winning Resident 
Engagement site, where residents join together as a virtual community to 
discuss Hyde’s services & take part in online exercises to improve them.  
Residents on The OAK receive regular updates about ongoing 
inspections, updates on progress against actions from past inspections, 
as well finding out about opportunities to get involved.  
For more info, or to join, contact the RE team (details below) 

 
 
 

Contact the Resident Engagement Team  

Email: residentengagement@hyde-housing.co.uk 
Telephone: via the Customer Services Centre – 0800 3282282 
Post: Freepost Residents Matter 
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