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Resident Engagement Monthly Round-Up – October 2026
Hello from your Engagement Team!

October has been another busy month across our resident groups and forums. Thank you to everyone who took the time to attend meetings, share feedback and help shape Housing 21 services.
[image: ]We have also created a new Resident Advisory and Scrutiny Group to give residents more opportunities to review services and help shape improvements. The group is currently open to existing forum members, with opportunities for more residents to get involved to follow in due course.
How your voice helps shape decisions

With the creation of our new Resident Advisory and Scrutiny Group, we wanted to show how our resident groups and forums fit together. The diagram to the right shows how your feedback can help shape decisions, right through to our committee and Board, and how updates and outcomes should come back to you. You don’t have to join a group to have your say—your feedback and survey responses are important too.

What's Been Happening at Our National Groups and Forums?
	Group
	What residents told us
	How this is shaping decisions

	Choice and Consensus Policy Review
	At Workshop 3, residents called for clear information about options, costs and service impacts, accessible ways to take part, fair voting and a clear route to question decisions. They agreed that not replying must never count as agreement and supported reviews involving residents and colleagues, separate from the complaints process.
	The next draft will strengthen these points, supported by clearer decision letters and practical guidance. Approved changes will be reflected in Court Service Agreements. Residents and colleagues will test the policy before approval and publication, with an action update at the next workshop. The meaning of consensus, voting requirements, detailed review arrangements and overall policy responsibility remain to be agreed.

	STAIRs Group
	Residents asked for clearer updates showing who is responsible, what progress has been made and why suggestions cannot always be taken forward. They wanted the group’s role explained and information that is easy to find and understand, including clearer guidance on the different ways to request information. Members also highlighted the value of background information for new participants.
	Project tracking was demonstrated, and progress reporting remains under review. A Terms of Reference will clarify the group’s role and opportunities to influence the work. Residents have received communications materials to review and have been invited to test the website and Information Request Form. A guide to the different information routes and introductory arrangements for new members are being developed. Whether the form has a word limit still needs clarification.

	Environmental Awareness Group
	Residents discussed wildlife-friendly gardening and a clearer approach to homes becoming too hot. They supported temperature monitoring where needed and suggested telling prospective residents about known temperature problems. Members shared water-saving examples, highlighted difficulties arranging water butt installations and suggested clearer information about energy use in communal laundries.
	Residents’ feedback highlighted the need to consider individual homes when tackling overheating. Members supported temperature monitoring to help identify problems and prioritise improvements, and suggested telling prospective residents about known temperature issues. They also highlighted that water-saving projects need practical help with installation, not just funding. These suggestions are not yet confirmed changes; a further overheating update is due in December.

	Extra Care Forum
	Residents wanted action updates to explain what has changed—not simply mark work complete. When looking at Staff Training, residents told us that it should improve everyday experiences and draw on residents’ lived experience, and suggested dementia awareness sessions for residents. Members raised concerns about care provided by external organisations, asked how changing support needs affect communities, and called for clearer decisions, accessible information and simpler wording in the proposed group guidelines.
	A revised action log gives clearer responsibilities and updates, with residents invited to help refine it. Housing 21 agreed to arrange a dedicated learning and development session and explore a dementia awareness pilot. It is also exploring stronger oversight of external care providers. Residents’ housing system feedback has reached the project team. A wider transparency discussion was agreed and completed following this session. 

	Financial Understanding Network (FUN)
	Residents wanted clearer explanations of 24/7 Core Support, how it differs from planned care and other charges, and what financial help is available. They identified final changes to service charge guidance on Housing Benefit, sinking funds, energy systems and older alarm systems. Members also asked for clearer action deadlines and suggested meetings every eight weeks rather than quarterly to fit budget discussions, alongside ways to contribute between meetings.
	Service charge guidance has been amended following resident feedback, with final changes due before local budget discussions. The Financial Snapshot is now in use, with support for managers the next step. Improvements to 24/7 Core Support information, training, charges and reporting are being developed, and residents requested further involvement. Finance video topics will be planned with Communications. Meeting frequency remains under consideration, and details of the proposed service charge survey are still awaited.

	Resident Safety Engagement Group
	Residents reviewed safety communications, pendant alarm systems, fire safety information and data management processes. Members stressed the importance of clear safety information, accurate resident records and ensuring information reaches residents who do not attend meetings.
	Work continues on Resident Safety Talks, revised safety materials and improvements to alarm-related information, with future sessions planned to explore alarm systems and information management in more detail.

	Resident Advisory and Scrutiny Group
	The first meeting of the new group established its purpose, membership and ways of working. Residents discussed scrutiny training, future topics and how residents can provide effective challenge and influence organisational decisions.
	The group will begin developing resident-led scrutiny activity and task-and-finish groups, providing a new route for residents to review services, policies and performance.

	Transparency Discussion
	Residents explored what transparency means in practice. Members highlighted the importance of clear information, understanding decision-making processes, receiving regular updates and seeing how feedback is acted upon.
	Feedback will help shape future communication approaches, accountability arrangements and opportunities for resident involvement across Housing 21. We’re also setting up a session for residents to tell us why they love being involved in Engagement activity at Housing 21, which will help us market new opportunities to residents.



Help improve how we deal with complaints

We want to hear what matters to you when raising a concern or making a complaint. You can take part even if you have never made a complaint.

Please complete the survey attached to this email. It asks what might make it difficult to speak up, who you would prefer to contact and what updates or support you need. Please do not include names or personal details in your answers.

Email your completed survey to engagement@housing21.org.uk by 13 November 2026. Thank you for sharing your views!
Watch and discover more

Want to find out more about getting involved? Take a look at our new promotional video to explore opportunities to have your say and help shape services.
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