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Involvement

What you can expect from us
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We provide a ‘selection box’

of opportunities for you to help
shape the services you, and
your neighbours, get from us.

They range from everything to filling in a survey to joining a more
formal panel or scrutiny group.

We also have opportunities for you to have an active role in
governance and decision making. And where possible, we aim to have
resident-led committees.

Not only does great resident involvement help us provide better quality
services, shaped by you, but by joining panels and groups, you can
also learn new skills and boost your personal development.
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Informal involvement

One-off opportunities that can be about a single issue/service.
You don't have to give lots of time or involvement.
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Ad-hoc surveys and questionnaires

Sometimes we ask for your views on a project or a specific element of
a service. You can do this by fillling in online surveys, feedback forms,
or in-person questionnaires.

Transactional tenant surveys

We ask for your views straight after you get some services from us to
understand how we did. These include having a repair, calling our contact
centre, reporting anti-social behaviour or moving into a rented home.

Tenant satisfaction survey

Once a year, we invite all tenants to complete this survey, where you can
tell us how satisfied you are with a range of services.

Complaints and compliments

Telling us when we have got things wrong or right helps us learn and make
improvements. We make it easy for you to do this, and you can read more
in our complaints standard www.bvt.org.uk/help-and-support/make-a-
complaint-or-compliment/

Neighbourhood drop-ins

You can share issues or feedback with your dedicated Neighbourhood
Co-ordinator at weekly or monthly drop-ins. Details about drop-ins are
available at www.bvt.org.uk/your-neighbourhood/managing-your-
neighbourhood/neighbourhood-co-ordinators/ or call us on 0300 333 6540.

Estate walk and talks

In Lightmoor Village and Lawley, you can join our estate officers
on walk and talks. You can show issues to officers during the walks,
as well as informally scrutinise services being provided.

Social media
You can share feedback on services on our social media platforms,

which include Facebook (www.facebook.com/ BournvilIe.ViIIoge.Trust/)
and X (https://x.com/BVTNews)



Residents attending a consultation event
for our estate service in Birmingham.

Formal involvement and consultation

Opportunities to delve deeper into shaping the services we
provide. Some time commitment, with the chance to develop
your skills and experience.

Scrutiny groups

S
An opportunity to scrutinise the services we provide and make
recommendations for how we can improve. Providing assurance
to BVT's Board that we are compliant with the regulatory consumer
standards, set by the Regulator of Social Housing (RSH).

There are three different ways to get involved in scrutiny depending
on what you're interested in. These are, your home, your tenancy
and your neighbourhood.

Service review panels
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[an You can join panels that help shape services we have been
reviewing for longer term improvements.

Opportunities to join panels will be advertised when a service review
is being completed.

Consultations

You can share feedback by taking part in consultations and joining
subsequent sounding groups.



Members of the resident-led Lightmoor Village
Estate Management Committee (LVEMC).

Community-led governance
and decision making

Opportunities to play a leading role in the management and
governance of services. More of a time commitment, with
excellent chances to learn and develop a range of skills.

« Birmingham Estate Management and Scheme Committee (EMSC).
« Lightmoor Village Management Committee.

+ Lawley Management Committee.

« Customer and Neighbourhoods Committee.

 Neighbourhood Forums. You can join forums where local people and community
partners come together to find solutions to shared issues.

“I originally became involved because of changes that were being suggested
in Lightmoor Village where | live that | wasn't happy with, and neither were my
neighbours. Working with Bournville Village Trust ensured this change never
took place and the original plan stayed the same. So, when | heard about the
committee becoming resident-led, | was really interested in joining as my
experience with BVT showed they really wanted to hear the voices of residents.”

- Jordan Taylor (Chair of Lightmoor Village Management Committee)




What skills and qualities would | need
to getinvolved?

We're looking for a diverse range of residents, who can bring their experience

and knowledge, to our informal and formal involvement opportunities. For formal
involvement, like scrutiny groups and committees, no previous experience is needed as
we will provide support and training to help you be successful in these roles. Please get
in touch with us if you:

- Are a good listener who can listen to different views.
« Can share your knowledge, experience and skills.
« Can work together with others.

« Have a willingness to learn/develop new skills that will help you challenge and
scrutinise information on how we are performing.

How we’ll make our offer accessible

We want all residents to have the opportunity to be involved
and we will:

« Aim to remove, or support you with, any physical or social barriers that stop you getting
involved

» Work with under-represented groups, or ‘quiet voices’, to make sure opportunities are
accessible and fair.

« Promote involvement to all residents, so we hear from a wide variety of people.

- Offer training opportunities, where needed, to give you the skills to get involved.

« Recognise the valuable time and commitment you give to us. This may include
providing refreshments, activities for children and paying reasonable expenses.




How will we make sure we're

L]
doing what we say?
@
We will share information that explains the service Full policies
you can expect from us and how well our services and procedures
are performing. We will do this through. =

Service standards

These are digestible summaries that explain in plain English the service you
can expect from us. You can find service standards on different pages of
our website, www.bvt.org.uk, linked to the service you're interested in reading
about. If you don't have access to the internet, or a friend or family member
who can help you, please call us on 0300 333 6540 for copies of standards.

Full policies and procedures

[ﬁ We provide copies of our full policies and procedures on request. You can
request a full policy or procedure by emailing us at enquiries@bvt.org.uk or
calling 0300 333 6540.

Service specifications

s
Some services have set service specifications, which can include frequencies
and locations. We will publish details and keep them updated so you can
monitor and scrutinise them.

Information on our performance

This includes a quarterly performance report for tenants, a tenants annual
report (published in our newsletter inView), annual tenant satisfaction
performance report (https:/ /www.bvt.org.uk/about-us/how-we-are-doing/)
and annual complaints reports (www.bvt.org.uk/help-and-support/make-a-
complaint-or-compliment).

We'll also monitor the performance of our get involved strategy through
our Board of Trustees, Customer and Neighbourhoods Committee and
Executive team.

our newsletter and communication

@\) We publish regular ‘You said, we did’ examples in our newsletter, inView.
These explain how we listen to your feedback and change how we do things
in response. We also share some of these examples through our social media
accounts.

If you would like to read our Resident Involvement Strategy in full,

please visit www.bvt.org.uk/your-neighbourhood/get-involved/ .
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For more information on our informal or formal involvement opportunities,
please contact our Community team by calling 0300 333 6540
or email communityadmin@bvt.org.uk

If you're interested in a governance or decision making opportunity, please speak
to a member of our Governance team. You can do this by calling 0300 333 6540
or email governance@bvt.org.uk



