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1. RECOMMENDATION
1.1. Members are asked to discuss the attached Draft Resident Engagement & Influence Strategy and, subject to any amendments, approve it. 
2. CONFIDENTIAL – NO
3. IMPACT ASSESSMENT ON CROSS CUTTING THEMES
	THEME
	IMPACT – Positive and / or Negative
	Relevant
to report?

	Risk (strategic risks, risk appetite etc.)
	The Resident Engagement & Influence Strategy strengthens organisational oversight by ensuring resident insight is embedded in decision-making, enabling earlier identification of service risks, emerging issues and dissatisfaction. This reduces the risk of service failure, reputational damage and non-compliance with regulatory expectations.
	Y

	Health and Safety
	Enhanced resident engagement supports earlier identification of health and safety concerns within homes and communities, including property issues and safeguarding risks. A stronger feedback culture enables more timely intervention and improved resident wellbeing.
	Y

	Governance
	The strategy strengthens governance arrangements by creating clear and structured links between resident voice, scrutiny and Board oversight. It provides greater assurance that decisions are informed by tenant experience and that feedback is acted upon and monitored.
	Y

	RSH economic
regulatory standards
	Improved engagement supports effective tenancy sustainment, early intervention and better understanding of financial pressures affecting residents. This contributes to income stability and supports compliance with economic standards relating to viability and risk management.

	Y

	RSH consumer
regulatory standards
	The strategy directly supports the Transparency, Influence and Accountability Standard by strengthening resident influence, improving communication, and embedding effective feedback mechanisms. It also supports compliance with Neighbourhoods and Community and Safety and Quality Standards.
	Y

	Other statutory/ regulatory compliance, legal etc.
	The strategy supports compliance with statutory obligations relating to tenant involvement, consumer standards and equality duties. By increasing visibility of tenant issues, it enables timely escalation and appropriate action where legal or safeguarding concerns arise.

	Y

	Financial
	Stronger engagement contributes to improved tenancy sustainment, reduced voids and better-informed service delivery. It helps target resources more effectively based on resident need and reduces the cost of reactive service failure.
.
	Y

	Value for Money
	By aligning services more closely with resident need and feedback, the strategy supports more efficient service delivery and reduces wasted resource. Engagement-led improvements ensure investment delivers measurable outcomes and impact.
	Y

	Equality, diversity &
Inclusion
	The strategy embeds inclusive engagement approaches to ensure diverse voices are represented, particularly from underrepresented groups. It supports Unity’s commitment to addressing inequality and strengthening equality of access, experience and outcomes. To combat barriers to Participation that customers encounter.
	Y

	Human resources
	Delivery of the strategy will support staff development by strengthening skills in engagement, communication and co-production. It promotes a culture of collaboration and shared responsibility for resident outcomes across teams.
	Y

	Customer
voice/impact
	This strategy fundamentally strengthens customer voice by embedding influence in decision-making structures. It ensures residents can see how their views lead to measurable change, improving trust, satisfaction and accountability.
	Y

	Sustainability &
Carbon Reduction
	Engagement activities provide opportunities to raise awareness of sustainability initiatives and involve residents in environmental improvements within their communities. This supports behaviour change and improved living conditions.
	Y

	Social Purpose
	The strategy directly delivers Unity’s social purpose by empowering residents, tackling inequality and strengthening community cohesion. It supports a shift from engagement as an activity to engagement as a driver of social impact.
	Y



4. Purpose of the Report
4.1. To present the Resident Engagement and Influence Strategy 2026–2031 for approval, setting out how Unity Homes & Enterprise will strengthen resident influence, improve engagement outcomes and ensure compliance with regulatory expectations.

5. Strategic Context
5.1. This strategy has been developed through resident focus groups, surveys and service insight, alongside learning from the previous approach to engagement. We held four in person focus groups as well as an online survey with QR code asking for customer feedback. The in-person sessions were very insight full and customers were keen to give their views on what mattered the most. 
It responds to:
· Resident feedback on communication, trust and influence 
· The need to strengthen visible outcomes from engagement 
· Regulatory expectations around transparency, accountability and tenant voice 
6. Strategic Aim
6.1. To ensure that every resident has the opportunity to engage, influence and be heard in ways that are meaningful to them, and that engagement results in real and visible service improvement.
Key Priorities
· Improve everyday communication
· Offer flexible and inclusive engagement opportunities
· Strengthen trust through visible outcomes and feedback
· Recognise and value resident contribution
· Support community connection and cohesion
· Build strong, place-based partnerships 
7. Summary of Proposal
7.1. The strategy sets out a structured and phased approach to embedding engagement across the organisation, linking:
· Resident voice and lived experience
· Service improvement and delivery
· Governance, scrutiny and decision-making 
7.2. It introduces clearer performance monitoring, strengthened feedback loops and an increased focus on measurable impact.

8. Recommendation
8.1. Members are asked to:
· Approve the Resident Engagement and Influence Strategy 2026–2031
· Support delivery across all service areas
· Champion a culture of resident influence and accountability
Name of report author and Job title: Asima Shad – Housing Services Manager  
Email: Asima.Shad@unityha.co.uk
Date report written: May 2026
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1.0 Introduction 
Unity Homes and Enterprise is committed to ensuring that residents are meaningfully involved in shaping the services, decisions and communities that affect their lives. Resident engagement is central to our values, our governance arrangements and the quality of services we deliver.
This strategy was codesigned across a series of questionnaires and focus groups with tenants and in line with the vision and values that are at the heart of Unity as an organisation, as listed below.
Unity Homes & Enterprise recognises that while the terms “resident engagement” and “tenant involvement” are often used interchangeably, they serve distinct purposes and carry different expectations.
Tenant involvement is a core regulatory requirement and focuses on how Unity enables tenants to influence housing-related services, policies and decision-making. This includes transparency, accountability, scrutiny and service improvement, in line with the Regulator of Social Housing’s Consumer Standards.
Resident engagement, by contrast, reflects Unity’s broader social purpose. It focuses on how we connect with and support the wider community, including non-tenant residents, to strengthen neighbourhoods, promote wellbeing and build community capacity.
While all tenants are residents, not all residents are tenants. As a result:
· Our obligations to tenants are statutory and regulatory
· Our work with the wider community is delivered through our social purpose
This strategy is therefore structured around two complementary but distinct strands:
1. Tenant Involvement (Regulatory Compliance and Influence)
2. Resident Engagement (Community and Social Impact)
This distinction ensures clarity of purpose, strengthens regulatory alignment, and supports effective measurement of outcomes.
Vision and Core Purpose
· Addressing Inequality: Driven by a social purpose to fight inequality and empower BME people and communities. Particular care should be given to ensure we meet our statutory obligations and organisational principles around Equality, Diversity and Inclusion. Where an individual with any protected characteristic may need adjustments or support to have equitable access to opportunities within this strategy and consequent events, every reasonable effort will be made by Unity to accommodate those needs. These characteristics are as follows: Age, Disability, Gender Reassignment, Marriage & Civil partnership, Pregnancy & Maternity, Race, Religion, sex, sexual orientation. 
· Regeneration: To be a community anchor that regenerates neighbourhoods, not just by building houses but by fostering economic opportunity.
· Sustainability: Creating sustainable communities that offer high-quality, affordable, and safe housing.

Key Values 
· Rooted in Reality: Understanding the current struggles of their community and communicating clearly.
· Having the Courage to Care: Listening to tenants, exploring opportunities, and aiming to "get things right" in all services.
· Laying Sound Foundations: Investing in skills, knowledge, and efficient systems.
· Going Boldly: Innovating, not settling for ordinary, and taking initiative.
· Inclusivity: Ensuring equality, diversity, and valuing the uniqueness of their staff and customers
Following the approval of the 2021–26 Corporate Plan, Unity took steps to broaden the way we involve and engage with residents. This included moving beyond traditional, meeting‑based engagement to explore a wider range of approaches such as digital engagement, estate‑based activity and resident scrutiny. The intention was to increase both the number of residents involved and the range of ways in which they could participate.
We remain passionate about engaging with residents, particularly where decisions directly affect their homes, neighbourhoods and quality of life. This strategy reflects our continued commitment to national housing policy and regulatory expectations, including the need for landlords to support effective resident engagement, empowerment and accountability, and to provide clear routes for residents to influence and hold their landlord to account.
This Resident Engagement and Influence Strategy has been shaped directly by feedback gathered through resident focus groups and wider online engagement, which explored residents lived experiences of engagement and what they want from Unity going forward. 37 tenants contributed through a detailed online survey and 15 tenants took part in a series of three Focus Groups which were held hybrid (online and in person). Residents were asked not only how they would like to engage, but what would make engagement meaningful, trustworthy and worthwhile.
Through this engagement, residents consistently highlighted the importance of:
· clearer and more responsive communication
· flexible and accessible ways to take part
· visible follow‑through and trust
· recognition of residents’ time and contribution
· opportunities to connect socially and build community
· locally relevant partnerships
Learning from the delivery of the previous strategy, alongside this resident feedback, has shown that future engagement must go beyond offering opportunities to participate. Residents have told us they want greater confidence that their views lead to real change, clearer feedback on outcomes, and stronger relationships with staff and decision‑makers.
This Resident Engagement and Influence Strategy 2026–2031 responds directly to that feedback. It sets out how Unity will increase the influence, impact and inclusivity of resident engagement by embedding co‑production, strengthening communication and feedback loops, supporting community‑led activity, and ensuring resident voice is clearly linked to governance and service improvement.
This document therefore provides both a strategic framework and a clear direction for delivery, ensuring resident engagement continues to evolve in line with resident expectations, organisational priorities and regulatory requirements.

2.0      Our vision for Engagement 
Our vision is to ensure that every Unity resident has the opportunity to engage, influence and be heard in ways that are meaningful to them and relevant to their lives.
Unity recognises that engagement operates across two distinct but complementary areas:
· Tenant involvement, focused on ensuring tenants can influence housing services and decision-making
· Resident engagement, reflecting our wider role in strengthening communities and improving lives
2.1	Tenant Involvement:
Our ambition is to ensure that tenant involvement goes beyond participation and consultation, enabling tenants to have a clear, meaningful and influential role in shaping housing services, policies and performance.
To achieve this, we will ensure that:
· All tenants have opportunities to engage and influence services, regardless of their background, circumstances or preferred way of communicating
· Tenants are engaged on the issues that matter most to them, particularly the services they rely on and experience daily
· Communication is clear, timely and accessible, ensuring tenants are well-informed about decisions, performance and service delivery
· Tenant voice is embedded in decision-making, with clear links between feedback, service improvement and governance
· Feedback mechanisms, including “You Said, We Did,” demonstrate how tenant views have influenced change
· Strong links between tenants, scrutiny arrangements and the Board ensure effective oversight, accountability and transparency
Through this approach, Unity will meet and strengthen its compliance with regulatory expectations, while improving trust, satisfaction and service outcomes.


2.2 Resident Engagement 
Alongside our regulatory responsibilities to tenants, Unity is committed to engaging with the wider resident community as part of our social purpose to address inequality and strengthen neighbourhoods.
Our ambition is to ensure that resident engagement contributes to stronger, more connected and resilient communities, supporting improvements in wellbeing, opportunity and quality of life.
To achieve this, we will ensure that:
· Residents have accessible and flexible opportunities to engage in ways that reflect their needs and preferences
· Engagement supports community connection, helping to reduce isolation and build stronger relationships between residents
· We work collaboratively with partners to deliver place-based engagement that reflects the needs of local communities
· Engagement activities support wider outcomes, including health, wellbeing, employment and community capacity
· A range of engagement approaches are used, from informal and estate-based activity to structured community initiatives
Through this approach, Unity will strengthen its role as a community anchor organisation, ensuring that engagement delivers both social value and improved outcomes for residents.
3.0 Tenant Involvement
This strategy is underpinned by a set of principles that guide how Unity Homes and Enterprise enables tenant involvement, ensuring compliance with the Regulator of Social Housing’s Consumer Standards and strengthening tenant influence over services, decisions and performance.
Tenant involvement at Unity will be:
· Accessible – Tenants can engage in ways that fit around their lives, offering a range of opportunities that reflect different needs, preferences, confidence levels and availability. Opportunities of involvement will include:
Hybrid meetings, Targeted text messages, WhatsApp, Targeted phone calls, Surveys, letters, events, Newsletters, information guides, social media outreach, Focus groups, Webinars, Website updates, Door knocking, Estate days, Community partnerships/sharing information, series of workshop, annual resident conference, estate champions/block champions

· Transparent – Tenants will be clear about why their views are being sought, how their feedback has been considered, and what decisions or actions have followed.
· Influential – Engagement will lead to meaningful influence, with tenant insight shaping services, priorities and decision making rather than being purely consultative.
· Inclusive – Engagement will reflect the diversity of Unity’s tenant population, with targeted approaches to ensure that voices that are less often heard are supported and included.
· Accountable – Tenant feedback will be clearly linked to decision making, scrutiny and governance, ensuring that tenants can see how their involvement has influenced change.
Together, these principles ensure that tenant involvement at Unity is purposeful, structured and focused on delivering measurable outcomes, strengthening trust, accountability and regulatory compliance.
4.0      Strategic Objectives 
These objectives set out how Unity will ensure tenants are informed, involved and able to influence services, decisions and performance.
Priority 1: Improve everyday communication
Strengthen how Unity communicates with tenants so information is timely, clear, accessible and delivered through channels that tenants prefer, supporting trust and confidence in housing services.
Priority 2: Offer flexible and inclusive ways for tenants to take part
Provide structured opportunities for tenants to engage with and influence services, including surveys, consultations and formal involvement activity, ensuring participation is accessible and inclusive. 
Priority 3: Build trust through impact and follow through
Embed clear feedback loops so tenants can see how their views influence decisions, understand next steps and timescales, and have confidence that their voices lead to visible change.
Priority 4: Value involvement through incentives and recognition
Recognise the time, skills and contribution tenants bring to involvement by offering appropriate incentives, training opportunities and visible appreciation, supporting sustained and meaningful engagement.
4.2 Resident Engagement Objectives
These objectives reflect Unity’s broader role in engaging with the wider community to strengthen neighbourhoods, improve wellbeing and support social outcomes.
Priority 2: Offer flexible and inclusive ways to engage
Provide a range of opportunities for residents to engage, from informal and estate-based activity to community events and wider engagement initiatives, ensuring accessibility and inclusivity.
Priority 5: Support social and community connection
Encourage engagement that builds relationships between residents, reduces isolation and strengthens a sense of belonging through social, cultural and community-led activity
Priority 6: Strengthen place-based community partnerships
Develop locally relevant partnerships that reflect the character and needs of different neighbourhoods, supporting engagement that is rooted in community life and delivers wider community benefit.
To deliver our vision and principles, this strategy is built around six strategic priorities that respond directly to what residents told us through focus groups and online engagement.
	Strategic Strand
	Strategic Objective

	Tenant involvement
	Priority 1: Improve everyday communication Priority 
2: Offer flexible and inclusive ways for tenants to take part 
3: Build trust through impact and follow-through Priority 
4: Value involvement through incentives and recognition

	Resident Engagement 
	Priority 2: Offer flexible and inclusive ways to engage Priority 
5: Support social and community connection Priority 
6: Strengthen place-based community partnerships




 5.0     How will this strategy be delivered?  
This strategy will be delivered as part of Unity Homes and Enterprise’s wider Corporate Plan and annual service planning framework, ensuring that both tenant involvement and resident engagement are embedded across the organisation rather than treated as standalone activities.
Delivery will be phased and proportionate, recognising that this five-year strategy focused on cultural change, trust building and sustained influence. The strategic priorities set out in this document will be implemented through annual work programmes, service plans and estate-based activity, which will be reviewed and refreshed each year.
A key feature of delivery will be the alignment between:
· tenant and resident feedback and lived experience
· service improvement activity
· scrutiny, governance and decision making
This will ensure that engagement leads to real and visible outcomes, rather than isolated consultation exercises.
Phased delivery
The strategy will be delivered over three broad phases:
Phase 1 (2026/27): Establish and embed
Focus on strengthening core engagement structures, improving communication and feedback loops, and embedding consistent standards for tenant involvement and resident engagement.
Phase 2 (2027–2029): Expand and strengthen
Broaden participation, deepen tenant influence across services, strengthen place-based partnerships and build confidence in scrutiny and co-production.
Phase 3 (2029–2031): Sustain and review 
Embed engagement as business as usual, evaluate impact, refresh approaches where needed and ensure engagement remains relevant to tenants, residents and communities.
Roles and responsibilities
Delivery of the strategy will be a shared responsibility across the organisation, supported by:
· The Resident and Community Engagement Lead, who will coordinate delivery across both tenant involvement and resident engagement and support scrutiny and involvement activity
· The Senior Management Team (SMT), who will ensure that tenant involvement and resident engagement are embedded within the culture and strategic direction of the organisation
· Service Managers, who will use tenant and resident insight to shape service improvement and performance
· Key departments will identify engagement opportunities for customers
· Housing Officers, will lead and support estate-based engagement, relationship building and day-to-day tenant contact
· Tenants and residents, through scrutiny, involvement groups, consultation and community activity
Clear accountability will be maintained for both strands, ensuring that delivery, impact and reporting are aligned to the appropriate strategic priorities.

6.0     Monitoring the strategy  
Progress against the strategy will be monitored through a structured framework that clearly distinguishes between tenant involvement and resident engagement, ensuring compliance with regulatory expectations and accurate reporting of activity and impact.
Monitoring will be supported through:
· Regular Tenant Involvement and Resident Engagement reports, clearly separated by strategic strand
· Updates to the Operations Committee and the Board, providing assurance on progress, impact and learning
· [bookmark: _Hlk229673395]Clear reporting on how tenant and resident feedback has influenced services, policies and decision making, to tenants, residents and members
Measuring engagement and impact
	To ensure clarity and regulatory compliance, Unity will capture and report 	engagement activity across four distinct categories:
· Tenant Engagement
All activity where Unity connects with tenants, including communication, updates, newsletters, surveys and opportunities to engage
· Tenant Participation and Involvement
Activities where tenants actively take part, such as estate action days, consultations, focus groups and engagement exercises
· Tenant Voice (Influence)
Formal involvement where tenants influence decision making, policy development, scrutiny and service improvement
· Resident / Community Engagement with the wider community, including non-tenant residents, community events, partnerships and initiatives that support social outcomes
In addition to this, monthly KPI recording will measure engagement across three complementary categories:
· Tenant-led activity – where tenants initiate or direct engagement (e.g. Scrutiny Panels, tenant-led groups, “You Said, We Did” activity), including total tenant attendance
· Doing with tenants – collaborative activity such as focus groups, estate days, inspections, training and surveys, including participation levels
· Informing and inviting tenants – communication and outreach activity, including newsletters, updates and invitations, as well as engagement through neighbourhood events and partnership activity
Together, these measures provide a clear picture of reach, participation and influence, ensuring that activity is not only delivered but demonstrates meaningful impact.
Measuring outcomes and influence
Reporting will focus not only on activity levels, but also on outcomes, influence and impact, including:
· what tenants and residents have told us
· what action has been taken
· what difference this has made, or where a different approach has been required
Tenant Satisfaction Measures (TSMs)
Tenant Satisfaction Measures will be a key indicator of the effectiveness of tenant involvement, particularly:
· TP06 – Tenants are satisfied that their landlord listens to tenant views and acts upon them
· TP07 – Satisfaction that the landlord keeps tenants informed about things that matter to them
· TP11 – Satisfaction that the landlord makes a positive contribution to neighbourhoods
These measures will be reviewed regularly to identify trends and inform service improvements.
Governance and scrutiny
The Operations Committee will play a key role in overseeing delivery, providing challenge where needed and ensuring that both tenant involvement and resident engagement support effective governance, service improvement and regulatory compliance.
For the Strategy to be successful, all departments within Unity Housing will take responsibility in implementing the objectives that Unity set out to achieve. 
The Tenant Scrutiny Group, which meets monthly, will provide oversight of operational performance and service improvement, reviewing and challenging key issues that impact tenants.
The group will be empowered to determine its own scrutiny priorities, and Unity will work collaboratively with members to support this process, ensuring that relevant information is provided in a timely and accessible way.
Unity will remain open and responsive to recommendations arising from scrutiny activity. To support effective challenge, scrutiny group members will be provided with appropriate training and development opportunities.
Review and continuous improvement
This strategy will be reviewed annually to ensure it remains relevant, responsive and aligned to tenant and resident priorities. Learning from delivery, feedback and scrutiny outcomes will be used to refine approaches and strengthen impact over time.
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