Our customer
involvement
strategy 2020-24

Introductions

Jan Durbridge and Stella Young
Chair & Vice Chair, Customer Voice
“Customer Voice have been working on this
strategy with staff for nearly a year, during
which time we consulted widely with residents
and staff to understand everyone’s priorities.
The strategy is an exciting opportunity to
improve services by involving more residents
in the way these are delivered.
We are pleased with the commitment the
strategy makes with this customer-driven
approach. We look forward to an increased
partnership with Hyde to continue to improve
and develop services for all residents.”

Introductions
Why does Hyde now use ‘customer’ rather than resident?
In this strategy we talk more about customers, and this has been
a conscious change. Before we might always have used ‘resident’
or the name of the tenure for example ‘tenant’ or ‘leaseholder’. This
change has been made to show that residents pay for services and
should be treated and recognised like customers whose views on
these services are valued.
Susan Stockwell
Hyde Chief Customer Officer
“Thanks to the enthusiasm and commitment
of our customer volunteers, we have a great
tradition of working together to improve what
we do. We want to build on this foundation
to make sure we reach more people and hear
even more diverse voices.
The launch of Hyde’s first-ever customer
strategy makes this an exciting time to be
involved. Our customers have told us to focus
on three themes: listen to me, empower me
and improve my services. The customer
involvement strategy supports the customer
strategy and the delivery our customers expect.
Our goals and plans aim to make this a reality.

There is a real shared ambition in this
strategy. I hope it inspires customers to
continue to share their views and to engage
with the many options set out here.
We want customers to know we are listening
and acting on what we hear. I know it will
help those of us who work at Hyde to
understand the needs of our customers, now
and in the future.
I look forward to sharing the stories of how
our customers have helped us to become a
truly customer-driven business.”

Our commitment
Vision

Principles

What will customer involvement at Hyde be like in
three years’ time?

The things that we will do to make sure involvement
activities deliver what customers and Hyde want.
In return for our commitment to these principles we
look forward to increased partnership working with
customer volunteers.

This strategy will help Hyde to have a culture that values, listens and
acts on the views and needs of customers. We will work in partnership
with residents to develop and deliver better services for everyone.
Through innovation and recognising that everyone’s circumstances are
different, we will make it easier for our customers to work with us.

Engage and
get feedback
Look at results
and test options

Change
the service

•

We will provide different opportunities that are easy to access and
meet the circumstances and preferences of everyone

•

We will involve customers in service changes from the beginning,
so that they influence, improve and co-design services with us

•

We will let everyone know the results of consultations, feedback,
views and suggestions so that it is clear how these have improved
the way we do things and influenced new services

•

Information about services, and how well these are delivered, will
be clear, accessible and easy to understand. This will be shared
openly, so everyone can see what’s happening

•

We will recognise the social value of customers and staff working
together towards a collective goal to improve our services and
communities

•

We will review progress every year, and adapt and change our
approach to meet changing needs.

Different teams working together, with customers

The customer involvement strategy supports the
corporate strategic plan 2050 and the other key
strategies that deliver this. Working effectively with
residents to deliver our aims will ensure their success, and
customer involvement provides staff with the tools to do
this, supported by our dedicated team. We will focus on:

•

Developing a culture that listens to and values feedback, and uses it
to make services more easily accessible and as good as they can be

•

The management of homes and delivering services that are value
for money and meet customers’ expectations

•

The repair, maintenance and improvement of homes; making sure
customers are safe and the recommendations from the Hackitt
report* are fully met

•

Collaborating with Hyde Foundation to develop community plans,
offer more training and target funding

•

Making sure that we meet or exceed the expectations of social
housing consumer regulations

•

The management of our stock, including sales and rationalisation,
building new homes and the regeneration of existing estates.

* The independent report into building regulations and fire safety, that was
commissioned by government following the Grenfell Tower fire tragedy.

What we will do
1. Connected communities
We will listen to and act on the views of customers. You told us that you want more opportunities to talk to and
engage with us about services and issues that concern you. We need to do this regularly and pro-actively using
a variety of methods, including the option for face-to-face interaction when we are able to.
We will:
•

Offer ‘Your home, your say’ consultation opportunities to hear
your views

•

Use different activities to suit different lifestyles

•

Improve our online tools to make getting involved simple and easy

•

Make sure feedback is representative of our communities

•

Recognise and support residents’ groups

•

Make our local services, offers and plans clearer.

This will enable you to:
•

Share your views through ‘Your home, your say’ activities

•

Engage with us easily in a way that suits you, including online

•

Get support for your resident group if you have one

•

Know what additional local support Hyde offers.

What we will do
2. Customers with influence
We recognise the value of customers’ experiences and we will listen and work together in partnership.
Involvement needs to start from an early point. We need to make sure that customer volunteers on formal groups
are representative of our communities.
We will:
•

Provide a meaningful role for residents on formal groups such as
Customer Voice and Homeowners Panel

•

Develop the relationship between customer volunteers and
board members

•

Work together within Hyde to give customers real influence over more
shared services

•

Increase the number of customers that engage with us

•

Improve and increase our communication about involvement
activities.

This will enable you to:
•

Sign up to get regular updates about involvement activities

•

Use online and informal tools to join in with meetings

•

Join new activities to talk about Property Services and fire safety,
as well as other services

•

Get involved with changing and designing more of our services,
from start to finish.

What we will do
3. Improving services together
We want to get more customers involved in influencing, improving and designing Hyde’s services. You told us
that to do this we need to promote activities better, keep things simple and make performance information more
widely available.
We will:
•

Support Resident Inspection Team service inspections, getting
more customers involved

•

Involve customers in choosing new contractors, services and staff

•

Share performance information openly, starting with services
chosen by customers

•

Develop a new way for customers to check and challenge
performance and value for money

•

Make communication simpler and more effective.

This will enable you to:
•

Get involved in resident inspections of services

•

Help us to choose contractors and staff

•

Share your feedback on our performance and value for money

•

Read more about our involvement activities and the results.

How we will do it - our new ways of working
A better online offer:

Improved communications:

Training and support:

We will continue to offer
customers who don’t use
technology ways to get involved.
Alongside this, we will improve
our online tools, to make it quick
and easy to engage with us.

Customers need to know
more about the opportunities
available to them.
•

We will:

Make the language we use simple,
friendly and easy to understand

We will offer more training
materials, resources and
opportunities to make sure
that customers are supported
and empowered to make a
difference.

•

Have regular campaigns to promote
the ways that residents can be
involved

We will:
•

Provide more easily accessible and
interactive online training

•

Use all available communication
tools to reach as wide an audience as
possible

•

Continue to offer our Future Leaders
programme

•

Share progress updates of what
customer volunteers are doing

•

Give access to webinars and
conferences where relevant

•

Explore other opportunities to provide
additional training and support.

•

Look at different options to make
online involvement easier to access

•

Increase the use of polls, surveys and
discussion forums

•

Use online meetings and webinars to
widen involvement in formal meetings
and offer consultation opportunities to
those at home

•

Look at how Hyde engages on social
media and find ways to improve this.

We will:

•

Celebrate where customers have
made a difference.

Priorities for 2020-21
1. Connected communities

What we’ll do by April 2021

How we’ll measure success

Deliver a programme of consultation events, using customer
feedback to target engagement where it is most needed and
involving staff from different Hyde services.

Consultation activities planned and delivered,
satisfaction from customers.

Start work on improving our online involvement offer, to include New tools researched and tested with users. Improved
simplifying The OAK and exploring options for other online tools. OAK layout and engagement levels.

2. Customers with influence

Continue to deliver the Future Leaders training programme to
empower residents and ensure that customer volunteers are
representative of our communities.

Two more programmes delivered this year, good
satisfaction from people completing the course.

Pilot the use of online meeting and webinar tools to open-up
formal committee meetings to customers at home.

Pilot completed, users consulted about preferred
methods.

Set up a new Property Services consultation approach to include New approach in place, customers involved and
fire safety.
providing feedback.

3. Accountability to customers

Widen involvement in choosing new contractors and suppliers.

More customers involved.

Involve customers in the review and development of customer
facing strategies and policies.

More consultation opportunities provided, more
customers involved.

Deliver three resident-led inspections of services, improve the
communication of inspections and involve more customers.

Three inspections delivered, increased levels of
involvement and feedback.

Create a new suite of performance information to publish on the Record of regularly published performance information.
Hyde website, starting with services chosen by customers.
Customer feedback received.

4. Better communications

Develop a new feedback approach to encourage customers to
challenge performance levels and value for money.

Feedback activities in place and customers involved.

Deliver three customer involvement campaigns to promote our
activities.

Three campaigns delivered, increased engagement and
interactions.

New, simpler names and language for activities.

Guide in place, increased awareness of service.

Increased promotion of activities and opportunities.

Comms plans in place, increased awareness of service.

Contact:
Customer involvement team
customerinvolvement@hyde-housing.co.uk

