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1. STRATEGY AIM 
 
The purpose of this strategy is to outline how we provide the opportunities for 
our residents to get involved in providing oversight, input and scrutiny to support 
Bournville Village Trust (BVT) in shaping the services that we deliver. Alongside 
our Continuous Improvement Strategy, BVT will continue to deliver better 
quality services, ensuring that these reflect a truly collaborative and ‘you said, 
we did’ approach. 
 
We also want to create opportunities for residents to have an active role in 
governance and decision making around the services BVT delivers. Where 
possible we will seek to have a majority of residents on the Management 
committees in Birmingham (Estate Management Committee), Lightmoor 
(Lightmoor Management Committee) and Lawley (Lawley Management 
Committee) and in BVT’s Customer and Neighbourhoods Committee; whilst we 
want to work in partnership, this confirms that residents are the decision 
makers.  
 
The strategy also responds directly to the Transparency, Influence and 
Accountability Standard (Consumer Standards 2023) and specifically Section 
1.3 Engagement With Tenants ‘Registered Providers must take tenants’ views 
into account in their decision making about how landlord services are delivered.  
 
It acknowledges that there is often crossover in Resident Involvement: 
 
When we want customers and residents to step inside BVT to help us shape 
and deliver better quality services, 
 
and Community Development: 
 
When we step out into the community to help create a stronger community 
through partnerships, capacity building and facilitation. This is also where we 
have the opportunity to develop strong connections with our residents. 
 
2. SCOPE 
 
This strategy applies across the BVT Group, with all services supporting and 
delivering resident involvement opportunities and using these to help shape the 
services that they deliver.  
 
Through the research in developing this strategy, it was clear that tenants of 
our landlord services have been underrepresented with the voice of 
homeowners being stronger. This strategy will include all customers but there 
will be a clear focus on our landlord services to redress this imbalance.  
 
The Strategy applies to the delivery of all BVT activities and services and all 
residents who receive these. This will include residents who live in a 
neighbourhood and are not BVT tenants but will still receive some service from 
us. We also recognise the importance of ensuring that BVT tenants, who have 
no choice but to receive services from us, have opportunities to get involved in 
shaping what this looks like. The strategy therefore will also outline involvement 
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activities that are specifically designed for BVT tenants (including 
leaseholders). 
 
We will sometimes refer to customers and residents; Whilst there is some 
nuance, the strategy provides opportunity for anyone receiving a BVT service 
to be able to get involved and have their voice heard.  
 
3. RELATED DOCUMENTATION 
 
This strategy is linked to: 

• Value for Money Strategy  

• Risk Management & Assurance Strategy 

• Corporate and Annual Plans 

• Continuous Improvement Strategy  

• EEDI Policy 

• Customer Offer  

• Customer Data Policy 

• Customers with Additional Needs Policy 

• Customers with Communication Needs and Preferences 

• Community Building Strategy 

• Championing People Strategy 

• Data Governance Framework and Data Strategy  
 
4. STRATEGY DETAIL 
 
4.1 The importance of resident involvement 
 
BVT is a values based organisation, with Partnership, Fairness, Integrity and 
Innovation as golden threads that run through everything that we do. 
 
As a community-based organisation, we also have a long history of delivering 
community development activities, which is an essential aspect of delivering 
our mission. However, it is important to recognise that this differs from our 
resident involvement work because it is how BVT will step out into our 
neighbourhoods to deliver services and activities that help to build and 
strengthen partnerships.  
 
This provides opportunity to enhance the voices we hear and build relationships 
with our residents to be a part of our resident involvement opportunities. 
Resident Involvement at BVT is therefore when we want to provide the access 
to our residents to come inside of BVT, to help us shape and deliver better 
services.  
 
Whilst we will always strive to meet the diverse needs and expectations of our 
residents, we are also honest in recognising that we don’t always get it right. 
That is why we are on a journey of continuous improvement to achieve Great 
BVT services. The principles we follow start with Listening and Understanding 
Customers through to checking it is going well and then reviewing how it has 
gone: 
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Great BVT Services principles 
 

 
 
 
Our resident voice is vital in ensuring that BVT can deliver great BVT services 
and providing strong foundations for continuing to do this in ways that meet their 
needs and requirements. At each stage of our continuous improvement model, 
there are opportunities to involve residents: 
 

• In agreeing what we will do,  

• How it is communicated,  

• Check how it is going by listening to feedback through complaints and 
compliments, surveys and  

• Having structures for residents to take part in more formal reviews of 
this. 

 
These opportunities also strive to improve how we can understand the diversity 
of experience across our increasingly diverse resident base by providing space 
for new and more diverse voices to be heard. This requires new ways of working 
for BVT that mean our resident involvement model is not rigid and won’t rely on 
just one method of involvement.  
 
4.2 BVT’s Involvement Selection Box 
 
BVT already has a number of ways for residents to get involved and help to 
shape our services. These range from informal involvement through to more 
structured and formal roles in BVT’s Governance Structure. We call it our 
Involvement Selection Box because we understand that there won’t always be 
just one way that residents will want to, or importantly, are able to get involved 
and we don’t want to limit what this looks like.  
 
Less formal ways of telling us how we did/ how we are doing 
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These are the opportunities that can be one-off, about a standalone issue and 
don’t require lots of time or involvement:  
 

• Ad-hoc surveys and questionnaires – There may be times that BVT 
wants to understand something quite specific or seek views on a project 
or an element of a service. On these occasions we will use online 
surveys, feedback forms, or in -person questionnaires for that specific 
area. 
 

• Transactional Tenant Surveys – everytime we deliver a BVT service, 
such as reporting a repair, calling our contact centre, reporting anti-social 
behaviour or moving into one of our rented homes, a transactional 
survey will be offered to understand how we did and how they experience 
the service. 

 
• Tenant Satisfaction Measures (TSMs) – Everyone who recieves a BVT 

Landlord Service will be invited to complete a survey once a year. These 
are set surveys which all landlords are required to complete to 
understand how tenants are receiving services, what their perceptions 
of the services are and allow us to track trends and focus improvement 
activities. 

 
• Complaints & compliments feedback – There will be times we get it 

wrong and need to rectify that immediately. BVT make it easy to make a 
complaint or compliment which are monitored, with all learning 
scrutinised by the Complaints and Compliments Learning Group. 
Sometimes complaints might lead to surveys and further scrutiny to hear 
more voices, and to understand the real impact of service failures. 

 
• Neighbourhood Drop-ins and ‘listening events’ – Each of the BVT 

neighbourhoods has a dedicated Neighbourhood Coordinator who host 
drop-in events across their neighbourhoods. These take place at least 
once a month and provides an opportunity for residents to make an 
appointment or just drop in and share their experience and any issues. 
This may lead to ‘listening events’ that will bring in partners and other 
stakeholders to spend more time understanding an area of improvement. 
As with complaints, this might then lead to more formal involvement 
activities where an issue might need addressing through a sounding 
group or comprehensive service review. 
 

• Estate Walk and Talks – In Lightmoor and Lawley the Stewardship 
Teams carry out regular estate walk and talks where Officers carry out 
estate inspections and invite residents along to identify issues and learn 
more about the service standards. These also provide opportunities to 
informally scrutinise the service being delivered and hold the teams to 
account. In Birmingham these are being developed in 2025 as part of 
the comprehesnive service review. 
 

• Social Media or feedback from partners – There are many different 
social media channels where residents will share their experiences, both 
good and bad. BVT will monitor these, inviting those posting to share 
more information so that we can better understand what we need to do. 
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We will also hear from partners working with BVT residents out in the 
community which will provide opportunity to further understand the 
impact we are having in our communities. 

 
More Formal Consultation and Involvement  
 
We also understand that some residents want to take more time, and delve 
deeper into the services that BVT delivers. This will include where residents 
may want to get involved in oversight and activites that improve performance 
over a number of different areas of the organisation: 
 

• Scrutiny Groups – Historically BVT have operated a single scrunity 
panel which identified and then carried out a review of specific service 
areas or activities. Following COVID the panel struggled to develop and 
so the decision has been to carry out a formal review of the scrutniy 
function at BVT. This will be completed in March 2025 and will formalise 
the scrutiny approach that residents can get involved in. Whilst there is 
currently no single scrunity panel in place, there are other activities that 
have meant BVT has had a resident scrutiny function operating (some 
of these are detailed below). 
 

• Service Review Panels – Following the Comprehensive Serivce 
Review of BVT’s Maintenance Services in 2024, residents who took part 
in the informal consultations, have worked with BVT to establish a 
Maintenance Advisory Panel. From February 2025 the panel will be 
made up of majority BVT tenants and will monitor the delivery of our 
responsive repairs service. These will be in place for as long as is 
necessary to ensure that we are delivering on what we said we would 
do. 

 
• Specific consultation exercises – In carrying out the review of BVT’s 

Ground Maintenance, Estate Services and Block Services BVT have 
been supported by both a sounding group made up of residents and 
through survey and consultation exercises out in the neighbourhoods. 
The sounding group has been involved in reviewing service 
specifications, cost models and future resident involvement opporunities  

 
Community-led governance and decision making  
 

We believe that residents can and should play a leading role in the 
management and governance of the services we deliver. This provides 
greater democracy and accountablity to residents in the communities in 
which we work. BVT has always supported co-operative and tenant 
controlled housing and will continue to find ways for tenants and residents 
to have more control and have a central role in decision making.  
 
In all areas of involvement and decision making we aim to achieve this 
through co-production where decision making is in partnership with BVT 
officers and Trustees. 
 
The current examples are as follows: 
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• Estates & Stewardship Management Committees – In Birmingham 
the Estate and Management Committee (EMSC) provides oversight of 
the services delivered across our Birmingham Estate and Stewardship 
Services, both inside and outside of the Birmingham Scheme of 
Management. The EMSC meets quarterly and is currently made up of 3 
resident representatives across Bournville, Weoley and Shenley 
neighbourhoods who are elected and serve for a set period of time. 
Through the review of the Scheme of Management, 2025 will see a 
formal review of the constitution of this Committee to further improve the 
resident majority elected to be on the committee. 
 
In Lightmoor and Lawley, BVT supports well-established resident led 
Management Committees. These commitees provide scrutiny and 
oversight of the finanical and service delivery of BVT’s Estate and 
Stewardship Service in these distinctive villages. The committees meet 
monthly with standalone sub-groups meeting to focus on specific 
activities or areas of the services being delivered. Elections are held 
periodically with charge-payers electing who they want to represent them 
on the committees. 2024 saw contested elections for the first time in their 
history with tenants also elected to both. These committees are also 
streamed live for any resident to watch and pose questions.  

 
• Residents on Customer & Neighbourhood Committee – BVT’s 

Customer and Neighbourhoods Committee (CNC) provides oversight of 
all services impacting directly on our customers – from responsive 
repairs to supporting people services. The CNC meets quarterly and is 
part of BVT’s formal governance structure. There have always been at 
least 3 places for residents but it is currently majority BVT Trustee led. 
In 2025 we are reviewing the membership in line with this strategy to 
make the Customer and Neighbourhoods Committee a tenant majority 
led with increased representation from our Telford resident base. 

 
• Neighbourhood Forums – Each of the neighbourhoods BVT operates 

in will have a slightly different need or expectation. We will continue to 
develop a neighbourhood level of forums where local people and 
partners can come together to idenfity soluctions to shared issues and 
where BVT can listen and learn. Where common themes are identified 
this may develop into organisation wide review panels, or scruitny 
activities.  
 

• Tenant Management – we will support tenants and leaseholders who 
want to explore the options avialable for taking over the management of 
serivces. We are open to the options available but would require the 
acitve support of over 50% of tenants or leaseholders affected to 
demonstrate support.  

 
Through this work we recognise that this may ultimately lead to the decision to 
explore other options of what this level of community-led decision making looks 
like.  
 
4.3 Making Involvement easy  
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Because BVT delivers a wide range of services, to a diverse range of 
customers, we understand that our residents will have many different needs 
and expectations which will affect how they can get involved.  
 
We understand that, for many, the thought of getting involved can be daunting 
and therefore will act as a barrier for them to do this; residents have shared with 
us that a one size fits all approach will not work and they appreciate different 
ways to do this. That is why BVT will offer a ‘selection box’ of involvement 
activities and opportunities.  
 
4.4 How we will keep residents informed 
 
As outlined in our Great BVT Services principles, keeping residents informed 
about what we are doing is key, and effective communication crucial for 
impactful resident involvement. This is both in being clear about what services 
they can expect to receive, but also where we have made changes, what these 
are, why we have done it and how we have involved residents in shaping these 
decisions.  
 
BVT will also publish information on overall performance across the 
organisation; this will provide opportunity for residents to scrutinise areas of 
performance from our financial performance, through to how we are reporting 
our Key Performance Indicators. This is essential to demonstrate openness and 
to provide residents with the information they need to be able to challenge us. 
 
We will provide information in a number of different ways: 
 

• By publishing information on how we deliver services: 
 

o Policy and Procedures – All services will have published policies 
and procedures that will be available on request. These will 
reviewed in line with agreed timescales and we will publish 
updates and learnings through newsletter, social media and other 
communications. 

o Service Statements – Not everyone can or wants to read through 
lots of pages of a policy and procedure. That is why every key 
policy and procedure will have a separate service statement that 
will outline what service can be expected, how we will deliver 
them, what happens when they go wrong and how they will be 
monitored. No longer than 3 pages they will be in plain English 
and accessible on BVT’s website and available upon request,  

o Service Specifications – Some areas of service delivery, such 
as our grounds maintenance, will also have set service 
specifications which include frequencies and locations. We will 
publish these and keep them updated so that these can be 
monitored and scrutinised.  

 
• By publishing information on our performance: 

 
o Quarterly Performance Report for our tenants – Reporting 

specifically on how our services are being delivered for our 
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tenants that includes performance against repairs, complaints 
etc, 

o Annual Report to Tenants – Reporting BVT’s performance 
across financial and service delivery performance indicators, 

o Annual TSM Performance – Reporting how BVT is scoring 
against these criteria and how we benchmark across the sector, 

o Annual Complaints Report – Reporting how many complaints 
we have received, what we have learnt and how this has shaped 
service delivery. 

 
• Through regular newsletters and communications: 

 
o InView Magazine – BVT’s tenant newsletter which contains 

updates and information across all of BVT’s service areas. It is 
sent to all tenants every quarter and will include stories of ‘you 
said, we did’ and promote opportunities for further involvement in 
upcoming service improvement activities, 

o Ad-Hoc and responsive social media posts – More 
communication is accessed now through social media due to the 
speed at which it can be uploaded and shared. For BVT residents 
this remains one of the most popular and preferred methods of 
communication. BVT will use social media platforms across 
Facebook, X and Instagram to share news and updates that are 
time critical and/or where we need to reach a wider audience, 

 
4.5 Accessibility  
 
Ensuring that all residents have the opportunity to participate in involvement 
activities is vital. BVT will strive to remove any barriers to involvement and 
engage underrepresented groups or ‘quiet voices’. 
 
We are realistic that, historically, involvement has been traditional in how it is 
structured and what it expects from residents. Large bundles of documents, in-
person meetings and the level of detail included can often act as barriers to 
many people. Specifically, where English may not be the first language, reading 
is a challenge or a physical disability limits where a resident can go, this will 
straight away prevent involvement and in turn prevent diverse voices being 
heard. 
 
It can also be intimidating and we risk residents self-excluding because they 
don’t feel they have the skills to get involved. We will promote involvement to 
all residents, reinforcing that the skills needed will often be universal. But where 
residents may still need further support or training BVT will also be in a position 
to provide this where appropriate and available. This might look like: 
 

• Offering overview training on BVT as an organisation so that they can 
understand all parts of the services we deliver; 

• Data protection training; 
• Report Writing training; 
• Interpreting data training.  
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Through our Customer Data project we are refreshing and updating the data 
we hold on our customers, importantly in areas of communication needs and 
preferences and customers with additional needs. We have already consulted 
with those who have already alerted us to any of these barriers to understand 
how we can make it even better. Most of the feedback we have received say 
that it is actually quite easy to get in touch with BVT – but we can improve how 
we communicate consistently when contacting them.  
 
When looking to involve residents, all BVT teams have access to information 
held on our housing management system that will provide breakdown of age, 
ethnicity, gender, additional needs and communication preference. This will 
form the foundation for all involvement and engagement opportunities and 
activities to seek to get the best outcomes. For example, if our Assets Team is 
carrying out a planned programme to replace windows, this information will 
reduce delay and should lead to more successful delivery. Where we already 
know that some residents might have a disability or struggle with reading, this 
will highlight the need to take a more pro-active, person-centred approach to 
involve these residents.  
 
In addition to this, if we know that a number of our residents do not have English 
as a first language then we will tailor any written communication to be in their 
main language so that, again they can get involved.  
 
An example of how we are addressing potential physical barriers to access is 
introducing an Older Persons Services forum across each of our older persons 
schemes. These will take place in person in the scheme and supported by the 
Scheme Co-Ordinators, recognising that challenges of digital exclusion and 
physical access to other events will be more prevalent for a higher number of 
these residents. 
 
It is also important to recognise and reward involvement. Residents will often 
have their own jobs, family commitments or other things that they are involved 
with that mean they can’t always give up their time for free. It also wouldn’t be 
fair to expect residents to give up an evening or time without acknowledging 
this. Recognising resident contributions can also motivate continued 
involvement and demonstrate appreciation. 
 
We don’t take a single approach to either of these potential barriers; how we 
address them will instead mean using  a range of tools available to BVT staff 
and residents: 
 

• Providing all information in braille, large print or in another language; 
Holding focus groups, workshops and events in accessible spaces; 

• Taking a hybrid approach to involvement with a mixed methodology of 
online surveys, telephone surveys, online meetings etc; 

• Offering multiple dates and times, throughout the week that will provide 
more opportunities to get involved; 

• Carrying out focused and intentional involvement activities for specific 
groups who might otherwise be missed (older persons, young people, 
women); 

• Option to provide food, refreshments and activities for children that will 
reward residents taking part; 
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• Reasonable expenses to cover travel etc to support a resident getting 
involved.  

 
4.6 How we will make sure that this is delivered. 
 
Every time BVT carries out a review of the policies and procedures that outline 
the services that we will deliver, and how we deliver them, we will carry out both 
an Equality Impact Assessment (EQIA) and a Customer Insight Assessment. 
The purpose of both is to ensure that we have taken into account the impact on 
customers and,  to evidence that customers have been engaged and involved 
in the development process or we have used good quality insights to develop 
important policy principles.  This will support us in identifying gaps in areas of 
involvement, specifically in areas where there may not be the structures or 
forums in place to have these conversations with residents. 
 
BVT will also monitor success of delivery of our Resident Involvement Strategy 
through: 
 
Performance Reports 

• Monthly Key Performance Indicator (KPI) and Operational Performance 
Indicator (OPI) reports, specifically where we report on the number of 
residents involved in formal and informal involvement activities, 

• Service reviews and policy updates that are taken through BVT’s 
Continuous Improvement and Policy and Procedure Development 
Group and which will need to evidence robust resident involvement. 

 
Benchmarking and learning 
 

• Comparing our performance with ourselves over time and with similar 
organisations and utilising opportunities to learn from best practice. 
Organisations like TPAS provide ongoing learning and networks to 
develop our approach to involvement. 

 
Feedback  
 

• Through the involvement opportunities outlined in section 4.2 we will use 
these to understand what has worked well and areas of improvement. 
How we deliver and support involvement will change over time, and will 
be dependent on the task itself so this continuous feedback will be critical 
to make it beneficial for residents and BVT.  

 
4.7 What does success look like? 
 
The ultimate success of this strategy is that we have strong examples of where 
resident involvement has shaped the services that BVT delivers. But we must 
also have clear evidence and indicators for how we are delivering in every 
aspect of the work that we do.  BVT will therefore monitor success through 
improvement in the overall score in the Tenant Satisfaction Measures (TSM’s), 
and specifically  
 

• TP06 Satisfaction that the landlord listens to tenants views and acts 
upon them. 2025 Target is 63% 
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And  
 

• TP07 Satisfaction that the landlord keeps tenants informed about 
things that matter to them 2025 Target is 78% 

 
4.8 What next for delivering against this strategy? 
 
We are at the start of the journey to delivering really robust resident involvement 
activities. There is already a lot in place, with opportunities through all types of 
involvement for our residents and examples of where we have been able to 
shape services in response.  
 
This is being delivered and can be evidenced through our organisation wide 
review of policy and procedures, and in line with our Great BVT Services 
principles.  
 
There is always more that we can do, and our approach will develop as we 
learn more about who our residents are and how they want to get involved. To 
support this we have identified a number of key actions that will further 
strengthen our approach.  
 
Throughout the remainder of 2025 we will: 
 
 

What Why Who When  

Publish and promote BVT’s 
approach to Resident 
Involvement  
 

• Make it accessible and 
user friendly,  

• All departments across 
BVT are briefed and 
delivering. 

Residents are able to 
understand when, how 
and why resident 
involvement happens. 
Residents also know 
how BVT will offer a 
divers range of 
involvement activities.  

Director of 
Communities 

By Q2 2025 

Publish information on our 
performance. 
 

• Publish our Quarterly 
Performance Report for 
our tenants, Annual 
Report to Tenants, Annual 
TSM Performance and our  
Annual Complaints 
Report, 

• Promote these, ensuring 
they are accessible 

Residents need 
information on how we 
are performing, and in 
accessible formats, in 
order to scrutinise and 
challenge areas of poor 
performance.  

Head of BI By Q2 2025 

Develop our walk and talks 
activities across Birmingham 
and Telford Neighbourhoods. 
 

Increase opportunities 
for residents to take part 
in informal involvement 

Community 
Development 
and 
Involvement 

By Q2 2025 
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• Publish dates,  

• Communicate and 
promote activities, 

• Record actions, 

• Publish activity and ‘you 
said, we did’. 
 

activities and build 
relationships. 

Manager / 
Estate and 
Stewardship 
Managers 

Recruit new resident and tenant 
members to the EMSC and CNC. 
 

• Communicate and 
publicise opportunities,  

• Carry out a recruitment 
campaign across all 
neighbourhoods, 

• Identify additional 
training/ support needs 
for prospective members 
and develop induction 
plan. 

 

Provide more 
opportunities for 
residents voices to be 
included within our 
formal governance 
structure. 

Head of 
Governance  

By Q2 2025 

Develop our neighbourhood 
drop in events and our focused 
listening events. 
 

• Publish a calendar of 
events and activities 
across all 
neighbourhoods, 

• Communicate these to our 
residents, 

• Document all actions, 
trends and issues 
identified, 

• Publish through 
newsletters, social media 
and in our Quarterly 
Customer  Performance 
Reports for our Tenants. 
 

Improving relationships 
and demonstrating that 
we are open, accessible 
and want to hear from 
residents. Listening 
events will help us to 
‘dig deeper’ and find 
some of the quieter 
voices.  

Community 
Development 
and 
Involvement 
Manager 

By Q3 2025 

Review our Neighbourhood 
profiles and plans 
 

• Refresh and refine 
neighbourhood data, 

• Improve how they are 
presented to residents 
and partners, 

• Develop new action plans 
working with residents to 

Improved understanding 
our who lives across the 
BVT neighbourhoods so 
that we can tailor 
services and what 
involvement might look 
like for them. SMART 
plans that can be held to 
account. 

Director of 
Communities  

By Q3 2025 
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identify what matters to 
them. 

Develop a new scrutiny model 
for BVT. 
 

• Develop a refreshed BVT 
Scrutiny model,  

• Promote scrutiny 
opportunity and recruit 
new scrutiny members, 

• Embed the new scrutiny 
model across all BVT 
services, identifying what 
residents priorities are. 
 

Creating a space where 
robust scrutiny can take 
place, in a format that 
works for our residents, 
which allows BVT to 
work with residents to 
deep dive into service 
delivery and produce 
robust action plans that 
are monitored. 

Head of 
Business 
Improvement  

By Q2 2025 

Improve the customer data we 
hold – and make best use of it. 
 

• Record and monitor 
customer communication 
needs and preferences, 
additional needs and 
requirements, 

• Use this data to improve 
how we communicate 
involvement 
opportunities,  

• Increase diversity of 
resident involvement 
opportunities,  

Communicate in ways 
that are meaningful, 
through channels that 
reach residents and 
address barriers of 
access (including literal 
barriers of accessing 
meetings). 

Head of 
Customer 
Services  

 

Data collection 
is throughout 
2025. Using 
data to shape 
communication 
and 
involvement is 
already 
happening and 
will develop 
further through 
Q4 2025. 

Review and refresh our 
database of involved residents. 
 

• Update our approach to 
how we register and 
manage our database of 
involved registers across 
BVT, 

• Make contact with all 
residents registered 
Village Voices to ensure it 
remains up to date, 

• Promote all involvement 
opportunities and develop 
regular communication 
protocols.  

A refreshed and well-
managed database will 
support teams to get in 
touch with involved 
residents, making 
involvement 
opportunities focused 
and based on skills, 
expertise and interest. 

Community 
Development 
and 
Involvement 
Manager  

Q3 2025 

 
 
8. EMBEDDING RESIDENT INVOLEMENT ACROSS BVT  
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This strategy embeds the importance of resident involvement in improving the 
services we deliver, empowering our residents to have impact and shape how 
they receive services. It aligns with our value of fairness, integrity and 
partnership and requires us to ensure that this is reflected in the culture across 
the organisation.  
 
Central to this will be the access to information that empowers teams to 
effectively work with residents and find new and innovative ways of involving 
them in the work that they deliver. It is also important that all teams understand 
that it will be an internally collaborative approach too; not one team delivers and 
owns resident involvement, we all have a part to play.  
 
By working collaboratively teams will be able to reduce duplication, address 
issues of ‘survey fatigue’ and never inviting new or different voices. Examples 
of how this can be achieved can be seen in the work Telford where the Housing 
and Neighbourhoods, Maintenance, Estates and Stewardship and Community 
Development teams have come together to develop a listening project and 
relationship building activity to improve the experience of our residents there. 
 
The Community Development and Involvement Team will support teams across 
BVT to identify who, how, where and when some of the involvement 
opportunities could be delivered. 
 
The Business Improvement Team will work across BVT to help colleagues  with 
information and data related to customer feedback and expertise around project 
management, toolkits, process mapping, data analysis and the implementation 
of improvement tools.  
 
The Governance Team and Committee Secretaries will work across BVT to 
support colleagues in ensuring that customer voice is represented throughout 
BVT’s Governance structure and where access to these committees and 
Boards will support service improvement. 
 
Where required and appropriate, external support and additional training will be 
procured. 
 
9. MONITORING & REVIEW 
 
The Director of Communities will be responsible for monitoring the overall 
implementation of the Strategy principles. 
 
The Head of Business Improvement will lead and develop a performance 
reporting framework that will provide access to performance information that 
enables residents to scrutinise performance effectively and take part in many 
of our involvement opportunities. 
 
The delivery of the Resident Involvement Strategy at all levels of the 
organisation will be monitored by the Executive Team, Customer and 
Neighbourhoods Committee with additional oversight from the Board.  
 
10. DATA PROTECTION STATEMENT 
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Bournville Village Trust manages all of the data referred to in this policy in 
accordance with the Data Protection Act 2018 and General Data Protection 
Regulations. For more information on how we handle information, please see 
the Data Protection Policy and all other related documents. 
 
 
  
 


