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I am pleased to be able to share with you our new Resident 
Engagement Plan for 2020 – 2023. This exciting three-year 
plan sets out our commitments to you, and aims to make 
sure everyone at Colchester Borough Homes (CBH) considers 
your needs when delivering services. It will also give you more 
opportunities to influence how we deliver our services. This 
plan demonstrates not only the importance of listening to your 
views but also how we communicate with you, and it forms an 
important part of our overall plans as an organisation.

Opening wording 
from Chief Executive, Gareth Mitchell
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Introduction
The Resident Engagement Plan 2020-2023 replaces the 
previous Resident Insight & Engagement Strategy  
2016-2019. Our new plan seeks to build stronger  
working relationships with our involved customers  
and deliver a quality service that meets your needs.

While developing this plan, we have asked questions 
and listened to what is important to you. A Task & Finish 
Group has been facilitated by TPAS (Tenant Participation 
Advisory Service) and we also sent out an electronic 
survey to those who have provided us with an e-mail 
address, which provided over 250 responses. Consideration 
has been given to the Consumer Standards as set out 
by The Regulator of Social Housing. An Equality Impact 

Assessment has also been carried out to ensure this plan 
does not discriminate against those protected under the 
Equalities Act 2010.

After listening to your views, we have created our 
commitments which form this plan. A more detailed 
action plan sits behind each commitment and we will 
provide you with updates on progress at our Annual 
General Meeting (AGM), and through our Annual Report.

OUR VISION

We plan to deliver on the commitments set out within this 
plan through insight, influence and impact. We recognise 
that improving the ways in which we engage with customers 
is a journey, and one of continuous improvement.

Customer Insight allows us to understand who our 
customers are, what they need and what they think 
about CBH and its services. By using this insight, we 
can make informed decisions when designing services. 
Increasing opportunities for our customers to influence 
decisions on how we deliver these services empowers local 
communities. By delivering customer-focused services, we 
can maximise our impact.

Through meeting the commitments set out within 
the Resident Engagement Plan, we expect to improve 
your overall satisfaction with CBH. We will monitor our 
progress against the STAR survey (Survey for Tenants and 
Residents’ Transactions).

Thank you to those who contributed towards this plan. 
We look forward to working with you to deliver on our 
commitments over the coming years. 
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Commitments

1.

2.
We will provide more ways for you to share your 
experiences of our services, helping us listen to you. 
As well as the existing methods of feedback such 
as STAR (Survey of Tenants and Residents), we will 
introduce more online methods through social media 
or e-mail surveys, as well as increasing face-to-face 
communication while out in our communities.

 We are committed to improving customer 
satisfaction. By focussing more closely on 
specific areas of the business and listening 
to your experiences, we will make positive 
changes to the way we deliver services.

Insight
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We will ensure that we understand and 
can respond to the diverse needs of our 
customers. Through improvements in I.T 
systems and ongoing staff training, we 
will provide a more personalised service to 
improve your overall experience with us.

3.

4.
 We will continue to develop and 
improve the ways in which we 
use customer feedback, to both 
promote good practice as well 
as learning from our mistakes.
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Commitments

1.

2.
We are committed to building on the 
foundations of the Resident panel, giving 
you the opportunity to review and 
scrutinise our services.

We are committed to improving access for 
you to influence our services, as well as 
increasing the number and diversity of our 
involved customers. This helps us to deliver 
services that meet individual needS.

Influence

RESIDENT PANEL



2 0 2 0  –  2 0 2 3       7

We will share with you the impact 
that our engagement activities 
have had each year.

3.

4.

5.

We are committed to ensuring that 
our involved customers feel that they 
have the necessary skills to influence 
services. We will achieve this through 
training and development opportunities.

We want to provide you with reassurance 
that we are listening to your views and 
that you influence our services. Therefore, 
our ambition is to have our approach to 
engagement externally accredited.
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1.

2. We have a dedicated budget that will 
support us to deliver our commitments 
within this plan.

We are committed to connecting and supporting 
local communities within Colchester. We will 
continue to invite local groups and community 
projects to apply for funding through the 
Community Fund, consulting with involved 
customers to agree how funds are allocated.

Impact
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We will continue to deliver our  
Make A Difference Day campaign,  
with more emphasis being placed  
on face-to-face communication  
and listening to your views.

3.

4.

5.

We will continue to celebrate 
residents who make a difference 
within their communities, while 
tackling any stigma towards 
social housing.

We are committed to maintaining 
close links with communities  
and will help to respond to  
any emerging issues or trends.



THE GOVERNANCE OF CUSTOMER ENGAGEMENT
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A liaison protocol has been developed between 
Colchester Borough Council and Colchester Borough 
Homes, which is a schedule to the management 
agreement adopted by the two organisations. 
The protocol makes specific reference to how 
Colchester Borough Homes provides opportunities 
for customers to become involved.

The chart sets out the opportunities of becoming 
involved with Colchester Borough Homes.

INVOLVED TENANTS & LEASEHOLDERS CONSULTATION & COMMUNICATION

Quality Assurance advisors TASK & FINISH GROUPS

LEASEHOLDER GROUP  CUSTOMER FEEDBACK

EQUALITY AMBASSADORS CUSTOMER INSIGHT

SHELTERED QUALITY  
ASSURANCE ADVISORS EVENTS

READING & MEDIA PANEL COMMUNITY BUDGET  
ALLOCATIONS

SHELTERED AGMS

MEDIA – HOUSING NEWS & VIEWS, 
WEBSITE, SOCIAL MEDIA, PRESS



If you are interested in  
any of these opportunities  
to get involved, please 
contact Engagement  
Officer Mark Healy  
mark.healy@cbhomes.org.uk  
or 03300 538022

RESIDENT  
PANEL

RESIDENT 
INVOLVEMENT  

TEAm & SERVICE  
AREAS

CBH 
BOARD



Find us on 
 Colchester Borough Homes

 @ColBoroughHomes

 Colchester Borough Homes

Contact us
Email: info@cbhomes.org.uk

Colchester Borough Homes 
PO Box 7888 
Colchester CO3 3YB

www.cbhomes.org.uk

Tel: 01206 282514

Visit us
Our office in Hawthorn Avenue, Greenstead,  
Colchester has free car parking and is open  
weekdays from 9am to 5pm.

At the Colchester Community Hub  
The Library, Trinity Street, Colchester.


