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Meeting notes
Resident Digital Inclusivity Group


Date: 2 February 2026
Time: 11:00–12:30

Housing 21 Lead: Jessica Ettridge – Digital Inclusion Lead

Housing 21 Representatives:
Sam Pritchard – Project & Change Officer, Retirement Living
Lucy Nixon – Resident Communications Manager
Amber Crick – Resident Engagement Coordinator  

Housing 21 residents: CM, DD and ID

Apologies: 
Jill Slingo, TL and DL

Next meeting – Monday 30th March at 11am



	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	Jessica welcomed everyone, noting it had been some time since the last meeting. She acknowledged Jill Slingo’s absence and outlined the running order.


	2.
	Website Review & Update
	Lucy delivered a detailed update covering:
Website Performance
· Website launched May 2025.
· Visitor numbers in 2025: 2.64 million (up 3.7% year‑on‑year).
· Average user time on site: 2 minutes 35 seconds, up 20%—indicating improved navigation.
Property Search & Brochures
· Property search now functioning properly; residents can now locate nearby schemes via postcode.
· Significant rise in scheme brochure downloads.
Improved Translation Tools
· Over 30 languages now available on the website.
· Translation tool now works on mobile and displays correct native language names and flags.
· Top resident‑requested languages: Ukrainian, Polish, Portuguese.
Resident Data & Email
· Housing 21 holds 26,476 resident records, with 10,152 email addresses.
· Discussion held on why email has not been widely introduced yet: 
· Previous lack of contact preference collection
· Concern about sending irrelevant or unwanted content
· Need for refreshing preferences every few years
· Lucy emphasised future approach will focus on option and relevance.
Resident Feedback
Residents expressed:
· Strong preference for receiving newsletters and local information electronically.
· Frustration that some court managers still print by default despite resident requests.
· Desire for ICS calendar invites to make joining meetings and events easier.


	3.
	Email Campaign
	Lucy linked the future email campaign to the improvements above:
· Aim to collect accurate communication preferences.
· Need for consistent use of scheme email addresses.
· Consideration of notification systems for local events (e.g., Appello tablets, future portal).

	4.
	Guest Room Digital Bookings
	Sam presented the early‑stage proposal for a digital guest room booking system.
Current Issues
· Manual processes, inconsistent use, difficulty viewing room availability or facilities.
· Missed opportunities for income that can reduce service charges.
Proposed Digital System
· Online view of guest room photos, facilities, and local area info.
· Availability calendar (read‑only): red/green blocks for booked/free dates.
· Residents retain full control via court service agreements: 
· Pricing
· Eligibility (family/friends, prospective residents, staff, general public)
· Special rates (e.g., for carers or longer stays)
Booking & Payment Flow
· Request submitted online → sent to scheme inbox, not personal inboxes.
· Manager approves/rejects request with reasons.
· Digital payment system proposed (card payments), automatically coded to the scheme’s account.
· Cash accepted only when necessary to maintain accessibility.
Resident Feedback
· Strong support for digitalisation, with conditions: 
· Clear links to residents for accountability
· Ability to offer reduced rates or donations where appropriate
· Ensure offline residents are not excluded
· Importance of accurate coding so income is properly allocated to next years’ service charge.


	5.
	Communal Lounge Wi‑Fi Update
	Jessica shared progress updates:
· 81 installations completed as of 10 January.
· 65 surveys sent to local managers covering accessibility, connectivity, device access, and digital skills.
· Aim: create a resident digital inclusion heat map to inform future support.

	6.
	Key Activities Since Last Meeting
	Local Manager Digital Skills Self‑Assessment
· New tool being developed to assess digital capability.
· Will inform targeted support and be rolled out across Retirement Living, Extra Care and Corporate teams.
· Annual refresh planned.
Connect 21 Programme Updates
· Guest Wi‑Fi rollout in Retirement Living continuing.
· Smart TV implementation to be reviewed: 
· Research into current installations and usage
· Future cyclical replacement planning
· Resident Trust Fund applications being used for some TVs
Digital Noticeboard Relaunch
· Previous version unsuccessful (too complex, reliant on smart TV skills).
· New proposal: dedicated digital signage screens.
· Plan for a geographical pilot later this year.
Digital Skills Support for Residents
· Application submitted to the Resident Trust Fund to pilot externally delivered digital training.
· Would provide dedicated coaching and links with local organisations.
· That the application requests funding to recruit x 2 digital and social inclusion officers. Additionally, could you add about requesting to complete the meeting Feedback form?
Partnership & Sector Engagement
· Ongoing collaboration with Good Things Foundation, AbilityNet, and Digital Poverty Alliance.
· Upcoming Digital Switchover and Digital ID workshops to inform future planning.



	7.
	Open Discussion / Questions
	Key themes raised by residents:
· Need for training on existing tools such as Appello systems.
· Importance of designing solutions for both confident and digitally‑excluded residents.
· Desire for consistent use of scheme email accounts by managers.
· Interest in AI tools but need for organisational guidance.
· Residents supportive of expanding group membership, including those with lower digital confidence.

	8.
	Actions & Next Steps
	For Housing 21 Teams
· Circulate meeting slides, feedback form, and QR code (Amber).
· Continue digital skills assessment pilot (Jessica).
· Explore website calendar/ICS functionality (Lucy & Amber).
· Confirm rules on scheme email access with IT (Jessica).
For Resident Members
· Promote the Digital Inclusivity Group to neighbours and other schemes.
· Suggest external speakers, particularly in digital health.
· Provide any further feedback on the guest room proposal via email to Amber.
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