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Help to shape and improve our services
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020 8354 5500

Translations

If you need any part of this information in Braille, on audiotape 
or explained in a different language, please contact Customer 
Services on the number below.
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What does ‘being involved’ mean?

Being involved means giving us feedback or working with Octavia 
Housing staff to shape or improve the services you receive and 
help us to be accountable.

Why be involved?

There are lots of  benefits!

Gain new skills - work as a team, improve your communication 
and listening skills through giving feedback and receive training 
that might help in other areas of your life, such as employment.

Be empowered and influence services - if you are not happy 
with the services you are receiving this is one way to help to 
change things.

Work with us - get to know us. If we work as a team we are 
likely to achieve better results.

Meet new people - get to know your neighbours and other 
Octavia residents; make a new friend, and strengthen your 
community.

Be part of  a group - working together with other people in 
a team and being active in your community is a great feeling.

Everyone is welcome - anyone can be involved whatever their 
background or experience. We make sure that all of our events 
are wheelchair accessible. We can also arrange for an interpreter 
at meetings and for our documents to be translated.  

Get paid - we pay reasonable travel expenses, childcare or carer 
costs. In some cases, we may be able to arrange travel to and from 
events. We sometimes also pay you for the time you give up.
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You decide - get involved how and when you want to:

• by talking to us on the phone or when we visit you at home
•  by emailing us
•  by attending a focus group or event; or
•  by completing a survey.

How can I be involved?
Give up just two hours a year or be involved regularly – it 
is up to you. If  you want to be involved then contact our 
Resident Initiatives Manager who can talk through what is 
right for you.

Join ViewPoint!

ViewPoint! is a register of residents that have said they would 
like to be involved. Being part of ViewPoint! means you will be 
kept informed about one-off events or consultations that you 
could get involved in, or you may be asked to give direct feedback 
on particular services. You get to choose what interests you, how 
you would like to get involved, and when.
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Become a resident inspector

We want residents to check that we are doing what we say we 
will, and that we are providing services in the best way possible. 
We use resident inspectors to carry out independent checks on 
many of our services. The inspectors’ checks can involve:

• Mystery shopping - where they try out a service anonymously  
 and report back.
• Phone audits - where they phone residents who have used a  
 service to find out how things went.
• Site inspections - where they visit our properties to see at first  
 hand how we are working.
• Carrying out surveys.

Join a group

We already have several groups which shape and influence the 
services we provide. They include:  
•  The repairs panel – monitoring the repairs service and policies 
and processes.
• The residents’ diversity group – promoting and reviewing our 
approach to diversity; and
• The reader’s group – reviewing our publications to make sure 
they are reader friendly.

We can also support you to set up your own residents group, 
focusing on the issues that are important where you live - they 
do not have to directly relate to Octavia. Contact the Resident 
Initiatives Manager for more information.
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Become a member of  the Tenant Steering Group (TSG)

The TSG is an elected group of 15 tenants, who aim to represent 
the views of all tenants. They are voted in on a yearly basis 
following an election process which every tenant has a chance 
to vote in. They meet regularly to discuss our policies and ways 
of working, and to check our performance closely. We regularly 
consult the TSG on different issues, and they work with the 
Octavia Housing Board and staff to improve the services Octavia 
provides.

Talking to a member of the TSG provides another way for tenants 
to feedback their views to us – you can get in touch with them 
using the contact details given at the end of this booklet.

Join the Board

It is important that your views are represented at the highest 
level, so we welcome applications for Board Membership from 
residents. We aim for residents to make up a third of our Board.

There are lots more ways that you can be involved, we are 
always looking for new ideas - if  you want to find out more 
about the options of  being involved or you have your own 
ideas then let us know.
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Being involved - the impact

Every year an impact assessment of all our involvement options 
is carried out to see what impact your involvement has had 
on the services we provide. The assessment is carried out 
jointly with residents. For a copy of the most recent impact 
assessment, log on to our website, or contact the Resident 
Initiatives Manager.

Our service standards

We work to the following standards when we are involving 
residents.
• We give you lots of different ways to get involved – both as 
individuals and collectively. 
• We are continuing to develop the way Octavia Housing is 
governed, so that residents get a chance to influence our overall 
priorities as an organisation.
• We invest in resident involvement by offering you training and 
support, so that you can take part in different activities.
•  We keep you informed about how you can get involved and 
what has changed as a result.
•  We carry out an annual assessment of our resident 
involvement activities and publicise our performance.
•  We consult you every three years on the best ways to involve 
you in the governance and scrutiny of our services.
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Our strategy

We currently have a three-year strategy for resident involvement 
that we developed with residents. The strategy shows our 
commitment to working with you so that you can have a real say 
in our work, check our performance and make sure we provide 
services fairly for all our resident communities. It commits us to 
drawing up annual action plans, so that we can respond to your 
changing priorities and needs.

We report on our resident involvement performance every year 
and, every three years, get together with residents to review our 
resident involvement strategy and the ways we work with you. 

For a copy of our current strategy and action plan, log on to our 
website or contact our Resident Initiatives Manager.

Want to know more?

Contact our Resident Initiatives Manager

T: 020 8354 5674
E: be.involved@octaviahousing.org.uk

Contact the TSG:

T: 020 8354 5674
E:  tsg@octaviahousing.org.uk 

www.octaviahousing.org.uk
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