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The list below details the ways in
which you can become involved
at St Vincent's. Whilst it is a
comprehensive list we are always
looking for new ideas and

suggestions for improvement.

Board of Management

Customers can become a Tenant Board or
Committee Member either on the Board of
Management or one of our Committees.

Set dates are arranged to meet formally with
the Chief Executive and other staff and Board
members, to make decisions about the
operation of the business.

Useful for: Customers who have a specific
interest in becoming more involved at a
corporate level.

Customer Panels

A group of customers set up in your area
which meets every 3 months to discuss items
such as reviews of policies and feedback their
opinion to the Association.

Existing Panels include:

B West Area Panel

B East Area Panel

B Young Voice

B Sheltered Panel

Useful for: ensuring any changes to policies
and procedures fit in with what customers

want and to discuss particular issues which
affect your area.

Involvement
Statement

Residents” Groups
and Associations

Residents’ Groups are more informal and
could be set up to deal with a specific issue
on an estate. Residents’ Associations must be
constituted with a Chair, Secretary and
Treasurer. Staff can be invited to attend
meetings and training can be provided to
residents who wish to set up a Group or
Association.

There are currently
12 groups in
existence and we're
always interested in
more!

Useful for: Residents
who want to get
together to discuss
how their estate/area
is being run. Great
ways for residents to
have a collective
voice, arrange social
events and building

community spirit.



Community Events

Programmed and publicised events are
held across the stock, bringing St Vincent's
to the local community. We hold a series
of bespoke events that are informative,
interactive and enjoyable. Coordinated by
Housing Officer staff residents are
encouraged to get involved with ideas and
planning the events.

Examples from 2008 include strawberry
teas, Fun Days with activities and crafts for
children and barbecues.

Useful for: Meeting residents in their
community, discussing issues at the local
level and providing events that are

engaging and successful.

Customer

the Association and staff.
There is a different theme and venue each year.

Useful for: An opportunity to gather feedback and
promote the benefits of being involved and the varied

work of St Vincent’s.

Conference

Held annually with
invitations to all residents.
We aim at an interactive
and informal event where
residents can meet and
talk with other residents of

Focus and Working Groups

Focus Groups usually meet on a one off basis
to discuss a particular issue which is affecting
your area. Working groups are set up usually to
progress a particular project and would meet
more often.

During 2008 residents were involved in
choosing the new contractor to provide the
Associations repairs service, the office move
and staff recruitment.

Useful for: Residents who want to get together
as a group to discuss issues on a more formal
basis with staff and have a direct input into
how the association is run.

‘Know Your Neighbour’ Events

Held on schemes they are aimed at building
the local community together around a social
event. This is proved especially popular on new
schemes.

Usetul for: Encouraging neighbours to meet
and settle into a new community or develop
links in an existing scheme.

Home Visits

Visits to your home are available on request.




Surgeries

St Vincent's has always held regular surgeries in
more rural areas. These have now been extended
across all areas to provide a programmed local
service in your community at set times and dates.
You are invited to drop in to see your Housing
Officer, appointments are also available
otherwise you may have a short wait.

Useful for: Residents who want to discuss
matters on a one to one basis with a member
of staff.

Newsletters

Are sent to all
residents twice a
year, you are
invited to join the
Editorial Group or
send in ideas for
articles or
features.

Usetul for: Keeping
you up to date with things that are happening
at SVHA and issue information about events.

Mystery Shopping

Interested residents are recruited and trained
to test the services we provide, confidential
feedback is formally reported on.

Useful for: Improving services and
performance and helping us to plan how
to spend the money available for the place
where you live.

Complaint Scrutineers

Similar to mystery shopping, interested
residents are trained in the Associations
complaints policy and undertake a reality check
of a local office, providing formal feedback.

Useful for: Helping to ensure all complaints are
dealt with in accordance with the procedure and
to ensure fairness and consistency across all areas.

Telephone Surveys

Every six months a group of
customers are contacted by
telephone by a member of

staff and asked a small
number of questions about

our services. a

Useful for: Giving us ‘snapshot’ information
about what residents think about our services.

Tenant’s Surveys

We are required by our governing body to survey
our residents every 4 years via an independent
organisation, feedback from these allow us to
improve our services and also compare our
progress over the years. We also carry out internal
surveys on an ad hoc basis when reviewing
specific areas or undertaking discrete projects.

Useful for: Formal feedback from our
customers on how we are doing.

Website

The SVHA website
was updated this year
and offers many of
the services you
would normally

access in person, over
the telephone or in
writing. For further details log on to svha.co.uk

Usetul for: Offering additional contact and
information, using new technology to our
existing and potential customers in line with
our competitors.



Suggestion boxes

Are located in each of the
area offices and offer
another means of providing
suggestions and ideas and

feedback on any aspect of

the Associations work.

' Usetul for: Another tool for giving and
Satisfaction Slips receiving ideas.

The Maintenance Contractor for SVHA Wide[’ CommUﬂity WOFkiﬂg

leaves a slip upon completion of a repair

advising us of your satisfaction with the St Vincent's and its residents are part of a wide

work carried out. Feedback is then collated number of communities - from small local ones
by the Contractor and reported to SVHA

on a monthly basis, any issued are picked

such as a street or a scheme, to larger ones
such as an area or even a town. As such we
strive to make as many links as possible that

up at a regular liaison meeting. _ _
are outside of St Vincent's so that we do not

Useful for: Giving us feedback about our work in isolation nor do we feel isolated.

repairs service and helping us to make

improvements. This is particularly Useful for: A settled and supportive

important from 2007 - 8 following the community. Access to funding and a greater

voice on local issues.

Maintenance Review and the resulting new
system that has been introduced.

Sign-up Packs and Handbooks

Recently updated and improved, these are
handed out to all residents when they move
into a St Vincent's property. Information

provided includes reporting repairs, how to
pay rent, how to

make complaintsand  Use of new technologies

b contact details of )
ks St vincents , As technology advances we are continually
offices or staff you . , ]
Customer Handbook may need looking at new ways in which we can
Everything you need 1o know ' communicate more effectively with our
¢ e hiome T . . . :
w—_— Useful for: Providing residents, using accessible technologies.
you with the We are continually monitoring and updating
information you our website; computers have been installed
need to settle into into sheltered schemes with access to training
your new home. and future plans include greater use of mobile

telephones for texting and rent payments.

Useful for: Providing an efficient, fast and
cost-effective service.
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To ensure we deliver on our

promises we commit to fund
and staff sufficiently

To ensure that all of the above happens and
works effectively we invest annually in the
Resident Involvement budget in order that
we can continue to deliver on our promises
and support existing work. One Manager
works 2 days per week solely on this area
and is supported by the Social Investment
Team and the Resident Involvement Group.
It is a fundamental role of Housing Services
and in particular for the Housing Officers. At
the same time we are currently developing
our links to tap into external resources.

Useful for: Ensuring that we deliver on
our promises.

Or you could just speak to us...

Missed anything off then let us know using
any of the ways above - we look forward to

hearing from you. Good ideas are always
rewarded!

Who do | contact?

In the first instance
please contact your
Housing Officer who
will provide you with
further information
or arrange for the
relevant person to
contact you back.

LargeTexi
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Contacting us

Central Office

1st Floor,
Metropolitan House,
20 Brindley Road,
Old Trafford,
Manchester

M16 9HQ

Telephone 0845 606 6565
Fax 0161772 2121

E-mail enquiry@svha.co.uk
Minicom 18002 0161 772 2156

The Manchester Foyer

61 Booth Street West,

Manchester
M15 6PP

Telephone 0161 276 1000
Fax 0161 276 1001

The Blackburn with Darwen Foyer

1A Princes Street,
Blackburn
BB2 1LS

Telephone 01254 222030
Fax 01254 222043

Web www.svha.co.uk

If you would like this information in another
format, e.g. braille, audio tape, another
language or large print, please let us know.

. N - e et
- .-'-',J:_'l.-.;.. ._,.',l._,rwr:_l-"z_:-.: f?fﬁ:-fh’.p":/?-:—-?"u '!(T 11

7 R }@ /\\\q(«_ ABo %
ol AR
i ZAR Y A Q@Q
Awarded for excellence /5/4 B\_('—Q

August 2009

Registered Charitable Housing Association No. 19947R




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /Description <<
    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000500044004600206587686353ef901a8fc7684c976262535370673a548c002000700072006f006f00660065007200208fdb884c9ad88d2891cf62535370300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>
    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef653ef5728684c9762537088686a5f548c002000700072006f006f00660065007200204e0a73725f979ad854c18cea7684521753706548679c300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>
    /DAN <>
    /DEU <>
    /ESP <>
    /FRA <>
    /ITA <>
    /JPN <>
    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020b370c2a4d06cd0d10020d504b9b0d1300020bc0f0020ad50c815ae30c5d0c11c0020ace0d488c9c8b85c0020c778c1c4d560002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>
    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken voor kwaliteitsafdrukken op desktopprinters en proofers. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)
    /NOR <>
    /PTB <>
    /SUO <>
    /SVE <>
    /ENU (Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks false
      /AddColorBars false
      /AddCropMarks false
      /AddPageInfo false
      /AddRegMarks false
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed false
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




