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1 Policy Context

Leeds Jewish Housing Association is committed to involving our residents and to gathering
their views and priorities to influence the delivery of our services.

1.1 Strategic Drivers
Regulatory standards set the outcomes that social landlords in England must deliver for
tenants. Resident engagement is underpinned by the Transparency, Influence and
Accountability (including Tenant Satisfaction Measures) and the Neighbourhood and
Community Standards.
These set out the following outcomes:

1.1.1 Transparency, Influence and Accountability Standards

Fairness and respect

e Registered providers must treat tenants and prospective tenants with fairness
and respect.

Diverse needs
e In relation to the housing and landlord services they provide, registered
providers must take action to deliver fair and equitable outcomes for tenants
and, where relevant, prospective tenants.
Engagement with tenants
e Registered providers must take tenants’ views into account in their decision-
making about how landlord services are delivered and communicate how
tenants’ views have been considered.
Information about landlord services
e Registered providers must communicate with tenants and provide information
so tenants can use landlord services, understand what to expect from their
landlord, and hold their landlord to account.
Performance information
e Registered providers must collect and provide information to support effective
scrutiny by tenants of their landlord’s performance in delivering landlord
services.
Complaints
e Registered providers must ensure complaints are addressed fairly, effectively,

and promptly
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1.1.2 Neighbourhood and Community Standards
Safety of shared spaces

e Registered providers must work co-operatively with tenants, other landlords and
relevant organisations to take all reasonable steps to ensure the safety of
shared spaces

Local cooperation
e Registered providers must co-operate with relevant partners to promote social,
environmental and economic wellbeing in the areas where they provide social
housing.
Anti-social behaviour and hate incidents

e Registered providers must work in partnership with appropriate local authority
departments, the police and other relevant organisations to deter and tackle
anti-social behaviour (ASB) and hate incidents in the neighbourhoods where
they provide social housing.

Domestic abuse

e Registered providers must work co-operatively with other agencies tackling
domestic abuse and enable tenants to access appropriate support and advice.

1.1.3 Organisational Strategy

LJHA'’s Organisational Strategy for 2025-30 includes Resident Engagement as one of
the five strategic objectives. Our strategy is based upon the following:

* To provide exceptional levels of resident experience at a price that’s affordable.

» Engaging residents in the key decisions affecting them.

* Cherishing our cultural history and the uniqueness of LJHA.

* Learning from resident feedback, complaints and compliments to guide our future.

» Understanding who our residents are, their diversity and vulnerability and how their
needs differ.

* Ensuring all residents can easily access our services.

Resident involvement is about residents taking part in decision making and
influencing decisions about:

LJHA policies.

The services LJHA provides.

The housing LJHA provides.

Wider issues that affect their community.

It is a two-way process that involves us sharing information, ideas and decision
making with residents, with the aim of improving housing standards, conditions and
services. We will co-design and deliver involvement activities that are reflective of
service areas and use the feedback, findings and results from these activities to
shape future provision.
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As one of the largest organizations in the Leeds Jewish community, LIHA aims to
listen to, communicate and engage with both our residents and the wider community.
We aim to make a positive difference to the Leeds Jewish community, support
individual residents and enhance community cohesion.

1.1.4 Links to Other Key Documents

Organisational Strategy

Complaints Policy
Equality & Diversity Policy
Vulnerabilities Policy
Communications Charter

2 Aims & Objectives

LJHA aims to have an inclusive approach to involvement through:

Ensuring that opportunities to become engaged in the resident involvement
are accessible and fair, allowing residents to influence the services they
receive, and at various different levels.

Developing innovative methods designed to increase the opportunities for
residents to become more actively involved in the scrutiny of LIHA’s services
Enabling training opportunities that will empower residents to be

involved in improving homes and their communities.

Providing resident-led scrutiny which demonstrates Value for Money for both
residents and the organization.

Providing a range of accessible activities for residents to influence the
service.

Engaging with residents in the ways they are most comfortable with,
and which reflect their needs and preferences.

Embedding resident involvement across the organization

Developing the capacity of residents so that they have the information,
knowledge and confidence to become involved and influence decision
making within LJHA.

Developing new and innovative means by which residents can get
involved.

Ensuring resident scrutiny is visible at the highest level of Governance.
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LJHA aims to deliver this policy through an inclusive and flexible approach to

engagement and involvement by:

Listening to our residents and staff.

Looking at different ways and methods of work.

Changing services that we collectively agree need changing.

Using technology to improve communication.

Benchmarking ourselves against other housing associations.

Developing and supporting our residents and staff to achieve their potential.

Identifying wider community groups and individuals to work with.

Developing a range of ways to effectively communicate with these partners

Ensuring that we are well-known by promoting the good work of LJHA to our

partners.

e Encouraging our residents to make improvement suggestions in a variety of
ways and forums.

We will achieve the above by:

e Having an informed understanding of resident satisfaction, then acting
upon it.

e Empowering our Resident Consultative Group and other resident forums,
ensuring that they are involved in every key decision that affects services
to residents.

e Focusing our resources on services most important to our residents.

e Having formal lessons learned reviews to keep challenging how we work
and how our services are received by residents.

e Collecting, holding, and acting on the appropriate level of equality, diversity
and vulnerability information to ensure our services tailored to all of our
residents, now and in the future.

e Being transparent with the information we collect, communicate and
publish to residents.

¢ Delivering a service which reaches out to all residents, delivering services
equally and inclusively.

e Developing feedback methods and ensuring feedback leads to change
which residents can trace and evidence.

e Collecting the communication preferences of residents for more effective
involvement and feedback.

e Providing a menu of options of resident involvement through our ‘Ten Ways
To Get Involved at LUHA’ model

e Developing a culture of ownership within LJHA, where residents’ views are
seen to be critical to service development and regeneration.

e Share with residents’ changes made e.g. “You Said We Did” on all resident
feedback, as well as reasons for changes we couldn’t make e.g. “You Said
We Couldn’t.”

e Enhance the role of valued existing panels to support Operations Committee
and Board assurance.

e Expanding our community-based and digital feedback.

e Developing ways to digitally capture resident transaction and interaction
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with officers, feeding comments into resident consultation on policies and
services.

e Supporting and building the capacity of involved residents for effective
engagement.

e Measuring success and monitor outcomes from all engagement through key
performance measures.

e Increasing the numbers of residents engaged per year of this strategy.

Involvement Activities

3.1 Ten Ways To Get Involved

LJHA will offer a range of ways for residents to become involved at a level which suits them.
We recognize that residents may not have the time and capacity to commit to long-term or
formal involvement. Engagement may be through structured or group-focused activity, or
more informally through a variety of means. We will therefore continue to promote our “Ten
Ways To Get Involved’ to facilitate a flexible approach to resident engagement, based on
individual vs group; ad hoc vs regular; proactive and reactive, aligning these with the
expectation in the Transparency, Influence and Accountability Standard that:

“Registered providers must give tenants a wide range of meaningful opportunities to influence
and scrutinise their landlord’s strategies, policies and services. This includes in relation to the
neighbourhood where applicable.”
e Join our Board as a Tenant Board Member
Join our Resident Consultative Group
Be a Tenant Representative or be part of a local street or block committee
Join a Hot Topic Group
Submit a compliment or complaint
Suggest an idea or improvement. Contact us in the office, or complete an Ideas and
Suggestions form
Tell us what you think when we send out a survey or ask for your opinion on something
e Join the LJHA Tenant Community Facebook Group or LUIHA Community WhatsApp
Broadcast group
e Take part in our events or activities
e Tell others about your experiences with LIHA

All residents will receive information on the resident engagement ‘offer’ when taking out a
tenancy with LJHA. This summarises some of the ways to get involved, accompanied by an
accessible illustration setting out the many ways that residents can engage in meaningful
opportunities to influence and scrutinise our strategies, policies and services. This is
contained in Appendix 1.

3.2 A Tiered Approach to Engagement

The Transparency, Influence and Accountability Standard states that “Registered
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providers must assist tenants who wish to implement tenant-led activities to influence
and scrutinise their landlord’s strategies, policies and services.” LJHA have a tiered
approach to engagement to ensure that the voice of our residents can be heard at
the highest level through our governance arrangements.

3.3 Residents in Governance

The Board and Sub-Boards engage in setting LIHA’s strategy and monitor the delivery
of the strategy through information on performance and compliance. They agree action
plans, manage risk & the financial impact within the business plan set by Board. Our
Operations Sub-Board sets and monitors resident services, standards and policies
including our Resident Involvement Policy. Our Finance, Audit and Risk Board focuses
on our long-term and short-term finances, risk management and organisational
resources.

LJHA actively encourages residents onto Sub-Boards. Residents who wish to engage
are recruited for their skills and experience. LJHA will offer opportunities to those
expressing interest who have some of the skills required, to enable them to enter formal
training and secure their place in our governance structure by interview as vacancies
occur.

3.4 Resident Consultative Group

Resident
Consultative
Group

LIHA Board

- Finance Audit and Risk Board

The Resident Consultative Group (RCG) is our consultative scrutiny panel, functioning as a
resident body with the capability to be a critical friend strategically and positively challenging
the organization’s services and policies.

The key functions of the RCG are:

To enable the representative voice of residents to reach the LIHA Operations and
Finance Sub-Boards and, in turn, the LJHA Board

To provide oversight & monitoring of the Resident Involvement Policy to ensure
compliance with regulatory consumer standards
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e To advise on and scrutinise resident-facing policies and services,

e To help design, monitor and review key performance & satisfaction measures and/or
surveys

e To be utilised as a mechanism for reviewing complaints & concerns to ensure
compliance with the Housing Ombudsman Code.

e To suggest and/or oversee any specific projects or research via the Tenant
Representative and Hot Topic Group structures.

e To work with LIHA management and staff to ensure that discussions and decisions
made at the RCG are published regularly for the resident community, whether on the
LJHA website, social media or newsletters.

The RCG, as a resident scrutiny panel, may act as a sounding board for resident opinion by
staff or Board members wishing to change or develop a service or resolve a resident-facing
problem. They will give their opinions on all matters related to new regulatory and/or legal
changes which will impact on LJHA and residents. The group may review and suggest service
standards and policies following research with a wide range of residents in Hot Topic Groups
or Tenant Representatives.

The RCG may report to, or advise the Board and/or Operations Sub-Board on some or all of
the below:

e The delivery of the regulatory consumer standards, providing the Operations
Sub-Board with assurance of delivery.

e Potential scrutiny topic areas for focus groups and action plans following
annual Tenant Satisfaction Measures surveys

e The delivery of this resident involvement strategy, progress and outcomes.

e The quarterly report on the activities and impact of resident involvement

e Views on an annual report on engagement, complaints, equality & diversity
outcomes.

e Key Performance Indicators or service standards which matter to residents
and which may prompt a Hot Topic Group review /investigation.

¢ Any proposals which may demolish, dispose or change the management or
delivery of our services, setting out the advantages and disadvantages of
proposals to residents and to LJHA.

e Complaints made and responded to, and lessons learnt as a result of
complaints being made.

3.5 Tenant Representatives

Tenant Representatives are residents who are interested in reviewing and improving services
and engagement in the immediate vicinity of their homes. They may represent a street, a
block of flats or a collective of residents with a common trait/interest.
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Tenant Representatives’ key responsibilities are:

e To make themselves known as local points of contact.

e To be the ‘eyes and ears’ on local concerns, issues and ideas pertaining to their
block, development or street. This may include fly tipping, tenancy or local
environment issues.

e To feed in information on communal services like gardening and cleaning and
convey messages about forthcoming consultations and events.

e To undertake walkabouts (if practical) with LJHA staff or members of the Resident
Consultative Group.

e To support the Residents Consultative Group and Hot Topic Groups with any
research or survey work, which may arise from discussions.

e To support LJHA officers to share news and communications with residents.

We may invite our Tenant Representatives help us or the RCG gather information

through resident consultation and research to support the detail required for LJHA
service reviews and Hot Topic Group activity.

3.6 Hot Topic Groups

Hot Topic Groups are purposely designed to allow residents to provide focused ideas or

opinions on a range of services which we provide to everyone, or where services have

dropped.
The aim of our Hot Topic Groups is:

e To review or provide recommendations on specific services & suggest standards for

all resident-facing services, particularly where performance or satisfaction has
dropped.

e To provide feedback on services ahead of any policy/procedure review

e To support the Resident Consultative Group with any research or survey work, which
may arise from their discussions.

e To support LIHA and/or the Resident Consultative Group to create recommendations
for service improvement

The number of Hot Topic Groups existing at any one time may vary depending on the
nature and purpose of the group. However, the number of Hot Topic Groups will be
manageable based on the capacity of LIHA staff to support the administration of the
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various groups.

4 Accessible and Transparent Communication

LJHA aim to comply with the regulatory obligation to respect the diverse needs of our resident
community, including those arising from protected characteristics and language barriers,
ensuring that communication with and information for tenants is clear, accessible, relevant,
timely and appropriate. Aligned with this is the Housing Ombudsman’s best practice of the
‘4Ts’ of Tailored, Timely, Tone and Transparent, as well as the expectations set out in the
government’s Social Tenants Access to Information Requirements (STAIRS) to provide
information on accommodation, facilities and services which is clear, accessible, relevant,
timely and appropriate to the diverse needs of tenants.

We will do this by:

e Proactively publishing relevant resident-facing information in a variety of formats,
including detailed policies and service improvement documentation, tri-fold leaflets,
Easy Read documents, large print, and ‘bite-size’ videos.

e Communicating information to residents via letter, e-mail, communal noticeboards
where these exist, WhatsApp, and social media posts depending on the nature of the
information.

e Facilitating contact with LJHA staff members through a variety of methods convenient
to different groups of residents, whether by phone, e-mail, Facebook messenger, or
WhatsApp.

e Reactively communicating information to residents based on known communication
preferences, as well as ad hoc requests for information in specific formats.

e Continuing to adhere to our Communications Charter in respect of contact options and
response times. See Appendix 2

5 Developing our Digital Engagement and Feedback

LJHA are committed to harnessing the influence and potential of digital tools in order to
increase the reach of our consultation and involvement. Where appropriate and possible,
reducing our carbon footprint, we will try to minimize the use of paper-based communication,
utilizing e-mail and online surveys to canvass the opinion of residents.

We will:

e Work with other organisations as appropriate to address digital exclusion
amongst residents who are prevented from engaging with us virtually.

e Maintain a resident-focused Facebook account to share information relevant
to LJHA residents and invite opinion and feedback.

¢ Promote our WhatsApp Broadcast groups, WhatsApp Repairs number, and
WhatsApp general enquiries number.

e To save both time and resources, conduct short, digital surveys where
appropriate.
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e Demonstrate our transparency and accountability by ensuring that our website
contains information required under the STAIRs information requirements, refreshing
the content on a regular basis to ensure both accuracy and transparency.

6 Equality, Diversity and Inclusion

LJHA will treat residents and prospective residents with fairness and respect as per
the consumer standards, capturing the views of diverse or representative cross-
sections of the community, and ensuring that every resident feels listened to and
respected. We recognise the integral part that a culture of equality, diversity,
inclusion plays in enabling us to communicate effectively and accessibly, whether in
person or in writing.

LJHA are committed to:

e Ensuring that any engagement activity with residents is based on a culture of
dignity, fairness, honesty and respect.

e Equality of opportunity by ensuring that expressions of interest in joining our
resident forums are welcomed from everyone.

e Valuing the diversity and talents of all our residents, and the positive
implications this has for the impact of our resident engagement forums.

e Demonstrating our understanding of the diverse needs of our residents,
including in relation to those with Protected Characteristics.

e Ensuring that we consult with residents in the completion of Equality Impact
Assessments for relevant policies and processes, which may impact upon
people with one or more of the Protected Characteristics.

6.1 Vulnerability

The Housing Ombudsman’s Spotlight Report on Communications and Vulnerabilities
highlighted the importance of “The Three R’s’ in ensuring that landlords demonstrate fairness
and respect towards all residents, and this is also embedded in how we engage with our
residents.

* Recognising that a resident has a vulnerability

* Recording the vulnerability

* Responding appropriately by taking the vulnerability into account when providing the
resident with a service

6.2 Building Capacity to Engage Inclusively

Our engagement approach is based on a two-way relationship of learning, focused on
improving knowledge and capacity.
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LJHA are committed to educating and providing support to residents to build their
capacity to be more effectively involved. We will do this by providing resident
members of the Board, Sub-Boards, Resident Consultative Group and any task-and-
finish groups with the appropriate skills and knowledge to effectively carry out their
responsibilities at the highest levels of involvement.

This training may be delivered in various ways:

¢ In-house training on services and business areas, delivered by
managers or Board members to understand how and why
residents can challenge the organization.

e Viaresident training opportunities delivered by the wider housing
sector, such as the Housing Quality Network, Scrutiny and Involvement
Network, National Housing Federation, or TPAS.

o Via peer-to-peer learning with involved residents at other housing
associations. Through mentoring opportunities.

LJHA will also ensure that staff members are equipped with the skills and knowledge
necessary to engage effectively with residents, whether through communication
skills/customer service training, disability awareness training, or housing management
training. We also foster a culture of peer-to-peer learning, providing staff with the
opportunity to understand the integral part that resident engagement plays in the
overall organizational strategy of LJHA.
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7 Working in Partnership

LJHA recognizes that safe and fulfilling tenancies require collaboration with a variety of
other organisations, whether locally or nationally. We will work with Leeds City Council, ,
national housing organizations, other housing providers and other partners to develop and
share best practice in resident participation.

We will take every opportunity to work with other Jewish organizations so as to align with the
reference in our Organisational Strategy to cherishing our cultural history. We will engage
with wider community and voluntary sector organizations in Leeds to plan and deliver joint
engagement initiatives and maintain the safety of our neighbourhoods, showing how we are
supporting the welfare and participation of our community, and contributing to the social,
environmental and economic wellbeing in the areas where we provide social housing.

8 Monitoring and Review

Our Organisational Strategy sets out the following principal measures of success for resident
engagement as enshrined in the Regulator of Social Housing Tenancy Satisfaction Measures:

e Tenant satisfaction with LIHA overall
e Tenant satisfaction with LJHA listening and acting

We will also measure the impact of our resident engagement offer through the following
additional measures, all of which reflect consumer standards:

¢ Involving our residents in decision-making on the setting of service standards for
housing-related services, as well as monitoring these standards.

e Involving our residents in scrutinizing our performance and helping to formulate
recommendations to us as to how performance might be improved.

e Equality Impact Assessments for all resident-facing policies

¢ Amount of resident feedback actioned via the capture of ‘You Said We Did/We
Couldn’t’ suggestions from residents.

¢ Anti-Social Behaviour figures

e Social media engagement

e Number of residents engaged in decision-making and sharing views via formal groups

This policy will be reviewed in conjunction with residents to assess its effectiveness and
relevance to the overall organizational strategy. We will conduct impact assessments of
resident involvement activities, which will capture the outcomes of each activity and how it
has helped to make a difference to the LJHA service.

We will also publish information in a variety of formats about how we are performing in

delivering our services, what actions we are taking to improve our performance, and how
residents’ views have influenced our services, information and communication.
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As part of this, LJHA will:

e Consult with the RCG on measures of quality of the involvement service and
our value for money and procurement strategies and policies.

e Ensure value for money features in all policy, service review, Resident
Consultation Group, Ambassadors and Hot Topic Group outcomes.

e Ensure that resident engagement is measured in terms of our digital and
face-to-face engagement activity.

All reports to our Board and Sub-Board will reference how the report links to Tenant
Satisfaction Measures, and the extent and detail of resident engagement.
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Appendix 1 — Resident Engagement Offer at Leeds Jewish Housing
Association

Dear Resident

Welcome to LJHA! My role is to allow the voices of residents to be heard. There are various
ways in which you can get involved with making LJHA a great place to live as you can see
from our ‘Ten Ways to Get Involved at LJHA’ on the following page.

LJHA Board and Sub-Boards

The LJHA Board is where decisions are made to shape the future of the organisation.
Underneath the Board are the Operations Sub-Board, and the Finance, Audit and Risk Sub-
Board. The Operations Sub-Board look at all resident-facing services; the Finance, Audit and
Risk Sub-Board look at financial matters.

Resident Consultative Group
This Group feeds in directly to the LUHA Board and two Sub-Boards. This allows residents to
directly influence the development of strategies, policies and plans.

Tenant Representatives

Residents who represent the street or building in which they live. They raise issues of concern
and listen to, engage with, and inform, their neighbours. The Tenant Representatives
for.....are .......

Hot Topic Groups
These are groups which allow residents to provide ideas or opinions on specific services
being received, or where we need residents to help us make decisions.

Contacting you and telling you what is happening
We try to minimise the amount of paper. Where practical, we will do the following:

e |If we have an e-mail address for you, we will e-mail you unless you tell us
otherwise.

e We will post information on communal noticeboards.

e We will add information to the LJHA website and our social media sites.

e We will message you via our WhatsApp Broadcast group (this is a group where
your telephone number cannot be seen by anyone else). If you would like to be
added to the group, please let us know - you will need to add the telephone number
07584 601192.

If you would like any more information, you can contact me on 0113 320 7777, on 07584
601192, or by e-mail at simon.phillips@ljha.co.uk.

Simon Phillips, Community Engagement Officer
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ons form at
rIEyvAcvKQbu, or complete a hard copy and

¥ K

Join the LIJHA Tenant Community Facebook Group or LJHA Community
WhatsApp Broadcast group

9 Take part in our events or activities

non Phillips, Community Engagement Officer
e 0113 320 7777

LTHA
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Appendix 2 - Communications Charter
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Communications Charter
LJHA’s commitment to
contacting you

Via Telephone

We will answer your call within 1 minute.

We will tell you the name of our organization and the person answering your call.
We aim to resolve your enquiry there and then. If we cannot get the appropriate
person to ring you by the next working day. If you are vulnerable we will aim to
resolve your problem within four hours. If you leave us a voicemail, we will
acknowledge this by end of the working day during office hours.

Via Letter

We will provide a reply within five working days of receipt.

We will date stamp all letters on the date that they arrive. If we cannot provide a reply
within five working days we will let you know and tell you when you can expect one.

Via Email

We will respond to your enquiry within three working days.

We will acknowledge your email on receipt. If we cannot respond to your enquiry
within three working days we will let you know and tell you when you will receive a
reply.

Via our Website and our Social Media

We will respond to your enquiry by the end of the next working day.

If we cannot respond to your enquiry within one working day we will let you know and
tell you when you will receive a reply. If we cannot resolve your query in the first
instance, we will get the appropriate person to contact you by the next working day. If
our social media channels are going to be unattended for a period of time, we will
advertise this fact by posting on @LJHAInfo and @Ljha Leeds (Facebook) or ljha1953
(Instagram).

In Person

You can visit us in our Reception during specified opening hours. If we can’t resolve
your query then and there, we will pass this on to the appropriate person. If you
would like to arrange to see a member of staff in person, please contact Reception to
make an appointment.

In all cases, we will tell you who is dealing with your enquiry. We will make sure
that any form of written communication does not contain any ‘jargon’ and can easily
be understood. We will communicate with you in a larger type, a different language
or a different format if you let us know your communication preferences. We will
make information available to residents in a variety of formats.

Leeds Jewish Housing Association, Stonegate Way, Queenshill Avenue, Leeds, LS17 6FD

0113 320 7777 - www.ljha.co.uk - info@ljha.co.uk

@K QO
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