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Resident Engagement Monthly Round-Up – July 2026

[image: ]Your Views Matter
July has been a busy month for residents involved in our groups and forums, with lots of important conversations taking place. We know not everyone wants to join a meeting or committee, and that is completely fine. We would like to understand what would make it easier for more residents to share their views in ways that suit them.
Please complete our short survey, or encourage friends and neighbours to do so, and tell us what helps people get involved, what gets in the way, and what opportunities they would like to see.
The survey is open to everyone. Have your say by following this link or scanning the QR code.

Help Us Choose Our New Housing Management System
We are inviting residents to take part in a session to review potential resident portals for Housing 21’s new Housing Management System. This is an important opportunity for residents to influence the system we choose and help make sure it works well for the people who will use it.
On 7 September at 1.30 PM, residents will join a two-hour online session to:
· Watch three supplier demonstrations
· Share views on what feels easy to use and what may be confusing
· Comment on whether the portals provide the right information and services for residents
· Provide feedback to the evaluation panel and project team.
You do not need to have technical knowledge or experience. We simply want to know whether the systems are easy to understand, easy to navigate and provide the information and services residents need.
We know not everyone will be able to attend this session, but there will be other ways to get involved as the project progresses.
If you would like to attend, be involved in another way, or hear about future testing opportunities, please contact engagement@housing21.org.uk by 31 August 2026.

What’s Been Happening at Our National Groups and Forums?
	
Group
	What residents told us
	How this is helping shape decisions

	Environmental Awareness Group
	Members asked for more practical examples of successful environmental projects across schemes, simpler guidance on funding, and more focus on biodiversity, wildlife-friendly gardening and resident expertise.
	This feedback is helping shape biodiversity guidance, the future gardening contract, clearer funding support and a new “what good looks like” guide for environmental projects.

	Service Charge Network
	Members were clear that residents need better information about 24/7 Core Support, including what they are paying for, what the service includes and how value for money is assessed. 
	Residents will continue to be involved in the 24/7 Core Support review. Their feedback has also shown that residents want the group to look at wider housing costs, not only service charges, so the group is due to become the Housing Costs Group.

	Retirement Living Forum
	Members said it is important to show residents what has changed because of survey feedback, not just collect scores. They also suggested better ways to reach residents who are not currently involved.
	This is helping shape future engagement plans, including clearer updates, video content and better information for new residents. It also prompted our new survey.

	Extra Care Forum
	Residents want to be involved earlier in decisions that affect them and asked for clearer communication between Housing 21, the forums and individual schemes. They also supported the idea of a Resident Link role to help share information and gather feedback.
	Forum feedback is helping shape the Resident Link programme, communication with schemes and future engagement activity, including earlier resident involvement in projects and the new Housing Management System.

	Complaints Panel
	Residents highlighted the importance of compassion in complaint handling. Through real case studies, they reminded us that residents often judge their experience by how well they are listened to and supported.
	Feedback is feeding into staff training and service improvement work, with a focus on stronger communication, individual circumstances and confidence in urgent situations.

	Resident Safety Group
	Members supported interactive Resident Safety Talks on falls, personal security, pendant alarms, fire safety and wellbeing. They also raised concerns about alarm responses, false alarms, information accuracy and communal-area systems.
	Feedback is shaping safety information, resident-led materials and clearer communication about alarms, CCTV, data rights and personal information.



Dogs Trust Accreditation
Resident feedback has led to changes to our Pet Policy, including adding dryers and confirming that the two-pet limit will not apply to residents who already have more than two pets. We also agreed that any restrictions on pets in communal lounges with kitchen areas should reflect resident choice, consensus and local agreements.

Building Confidence Online – Free Support and Training
If you would like to feel more confident using technology, there is free support available to help with smartphones, tablets and everyday online tasks.
AbilityNet and BT offer free guides and learning resources here. Group sessions and One-to-one sessions are available by clicking the links.
This can help with email, video calls, online safety and building confidence at your own pace.
If you try any of these resources, or know of other support that could help residents get online, please let us know. We are also refreshing our Digital Inclusivity Group and will share more information soon.

Local Housing Manager Review: Listening to residents
We are reviewing the Local Housing Manager (LHM) role and how managers can be supported to spend meaningful time with residents. We spoke with 102 residents across 11 schemes in five regions. Thank you to everyone who took part.
What residents told us
Residents value Local Housing Managers who are visible, approachable and reliable. They would like clearer communication, better updates about repairs and more opportunities for LHMs to spend time with residents in communal areas.
Residents’ suggestions
Residents suggested reducing administration where possible, improving updates about repairs and scheme matters, making the LHM role clearer and creating more opportunities for involvement and community activity.
What happens next
We’ll keep working with residents and return to the same schemes to share updates as the review develops.

Know someone who may want to get involved?
If you know someone who may want to join a resident group, please encourage them to contact engagement@housing21.org.uk. We would love to hear from more residents, whether they want to join a group, share occasional feedback or help shape specific projects.
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