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Aim of the Strategy 
     
The strategy sets out our commitment on how we will put our residents at the heart 
of our work through a range of resident involvement opportunities which will be 
inclusive, flexible and which meet residents personal/life commitments.  
 
It provides an overview of how we will ensure we have an involvement approach 
that allows us to engage, listen to, and act upon the views of a diverse range of 
residents and communities we provide homes and services to. Our new approach 
will use views, aspirations and feedback from residents to help design and deliver 
services, as well as improve the scrutiny of services ensuring we are accountable to 
our residents. 
 
We know that by involving our residents, through their insight, ideas and challenge, 
we can achieve more to make a positive difference in the communities where we 
work and for the residents we serve. That’s why we invite and support all our 
residents to be involved as little or as much as they like. We will have different 
options of involvement to suit resident’s needs and interests, whether that’s 
shaping our future, designing service, scrutinising what we do, or influencing local 
priorities in their communities. 
 
The strategy also sets out the purpose of resident involvement at ClwydAlyn, and 
the positive outcomes we hope to achieve by hearing our resident’s voice.  
 
To maximise the potential difference resident involvement can make we are 
committed to building a ‘culture’ of resident involvement that is embedded in the 
values of our organisation of trust, kindness and hope.  We will ensure that we are 
open and accountable, respect each other, and value difference. This requires 
commitment at every level of the organisation including staff and our Board.   
 
The strategy focusses on resident involvement practices rather than the wider 
community development work also carried out extensively by ClwydAlyn, and is 
supported by a detailed action plan which highlights the range of resident 
involvement activities we will deliver. 
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The terms ‘resident involvement’ and ‘resident’, in the context of this strategy, 
includes all our residents, tenants, leaseholders, service users and customers. 

 
About ClwydAlyn  
 
 
 

ClwydAlyn accommodation and services range from affordable general family 
housing and single person accommodation, through to supported and independent 
living accommodation and specialist Care and Support, to Low Cost Home 
Ownership, intermediate and market rented accommodation, and leasehold 
management 
 

As a Registered Social Landlord (RSL) we are regulated by the Welsh Government 
through their Regulatory Framework for Housing Associations.  

 
How the Strategy was Developed  
 

Early in 2019 we felt that it would be timely to review our current resident 
involvement strategy to see whether it is effective, if it was meeting the changing 
expectations of Welsh Government (WG) regulatory framework, and most 
importantly, if it is meeting the needs of our diverse resident community.  
 

We also recognised that the way our residents want to be involved is evolving in 
response to changing lifestyles, home and work commitments, and the increased 
use of digital channels, including social media as an effective everyday 
communication method. 
 

In 2019 we commissioned TPAS Cymru to support us in our review of the Resident 
Involvement Strategy. This support included the following: 
 

▪ Informal conversations with residents from across ClwydAlyn’s resident 
profile (general needs and supported living). 

▪ Conversations with staff from across the organisation.  
▪ Initial assessment of current involvement strategy and practice against the 

themes set out in the Regulatory Board for Wales’ report – ‘The Right Stuff-
Hearing the Tenants Voice’. 

▪ Assessment of current involvement strategy and practice against the WG 
Regulatory Performance Standards. 
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▪ Desktop equality assessment of current involvement practice to consider 
how to involve the diversity of our resident population. 

 
 

For the Right Reasons: the positive outcomes resident 
involvement will achieve. 
 

We want to ensure that all our resident Involvement activities have clear purposes 
and result in positive outcomes for our residents and the communities we serve. 
We therefore asked ourselves and our residents what the purpose of resident 
involvement should be now and in the future, and what difference involvement 
should make.  In addition we looked at how our interactions with residents met our 
organisation’s values.  
In collaboration with our residents we have identified the following outcomes we 
want resident involvement to achieve: 

 

1. Providing safe and well-maintained homes 
2. Ensuring our homes are affordable and as cost effective to live in as 

possible 
3. Building pride in our communities 
4. Providing excellent and value for money services 
5. Building trust between us, our residents and our communities 
6. Providing hope by increasing resident’s life opportunities, confidence and 

self esteem 
7. Ensuring we are governed well to achieve our aim of tackling poverty 

 

 

Together to beat Poverty 
We believe that by achieving these outcomes, through involving our residents, they 
will also contribute to our aim of beating poverty (including food and fuel poverty) 
and hopefully other persistent problems such as health inequalities and climate 
change. 

In the Right Way: our culture and behaviours 
 

We believe that resident involvement is not something you do to people, but 
something you do with people. It is therefore important to us to ensure we have 
the right ‘culture’, relationships, and behaviours in place to make involvement a 
success.  
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How we do involvement is as important as what we do so we recognise that it’s 
about trust, kindness, and hope. We are therefore committed to the following: 
 
▪ Taking a ‘residents first’ approach to considering new initiatives and service 

proposals 
▪ Making clear to residents the full range of options that can be considered 
▪ Always providing feedback to residents on outcomes – what has changed or 

if nothing has – why not. 
▪ Focussing on constructive, honest, open and respectful relationships 
▪ Ensuring our board has strong assurance by having enough information 

about the resident perspective 
▪ Having our performance and proposals scrutinised by our residents, such as 

through our residents committee 
▪ Actively listening to residents, and acting on the listening 

 
 

Doing the Right Things: a range of ways for residents to be 
involved. 
 

We believe that our approach to how we involve residents should focus on the 
outcomes we want to achieve, (detailed above). The methods used will therefore 
be shaped by what works best to realise the intended outcomes. How we involve 
our residents will also be influenced by considering the diversity of our resident 
population and specifically, how we can reach those residents who are seldom, if 
ever, heard.  
 

We will provide ways for residents to directly influence and challenge the decisions 
we make and hold us to account, such as through residents committee.  There will 
be opportunities for residents to check and assess the quality of our services. We’ll 
adopt new ‘pop-up’, and ‘task and finish’ groups, out in our communities and 
schemes, to enable residents to have their say about our services or proposals, 
without the need for them to give the long-term commitment often required of 
more formal activities.  
 

Informal ‘face to face’ involvement opportunities are important to us and residents 
as they enable us to talk directly with our residents, across our communities. We 
will use these to gather real insight about our services and residents’ aspirations. 
This approach will also help us to build trust and foster relations with our residents. 
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In an age of social media and digital services, we recognise new technology can also 
play a significant role in resident involvement. We are therefore committed to 
widening our involvement ‘offer’ by making best use of new technology and social 
media to ensure we hear the voices of our diverse resident population.  
 
 

The Right People: supporting and empowering our residents & 
staff 
 

In line with our values, we believe that all our residents have the right to be 
involved regardless of background or circumstances. We want to be inclusive and 
kind by offering a range of ways for residents to be involved that meet their 
individual preferences.  We will also support our residents to be involved in a range 
of practical ways, such as the following: 
 

o Covering ‘out of pocket’ expenses, such as travel or childcare 
o Making effective use of new technology, to reduce need for residents to 

travel. 
o Arranging meetings and activities in locations that suit our residents needs 
o Providing flexible training and support 
o Providing mentoring and ‘buddying’ support 

 

We will also support all our staff, at all levels, to contribute to our resident 
involvement ‘culture’ and activities. We trust our people to make good decisions 
and they will be free to work creatively in the best interests of our residents and 
the aims of this strategy. We will provide training and support for staff and board 
and committee members so that they can fully understand our commitment to 
resident involvement and how they can contribute to making involvement at 
ClwydAlyn a success. 
 

Our resident involvement ‘values’ will form a key part of our staff recruitment and 
appraisal processes helping us to embed a real ‘culture’ of involvement across the 
organisation. 
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The Right Resources & Value for Money 
 

We are committed to investing in resident involvement and have a dedicated 
annual budget and staff resource set aside to enable us to achieve our plans for 
involvement. 
 
Resident Involvement methods cost so we will ensure all activities represent value 
for money in terms of the effort and resources employed, as well as recognising the 
importance of respecting the value of resident’s time and input. 
 

Knowing Resident Involvement is working: Monitoring & 
Evaluating 
 

We will avoid doing things just because it’s what we’ve always done. We are 
committed to involving our residents in reviewing and monitoring our involvement 
approaches by gathering feedback and by demonstrating to residents what 
difference their involvement Is making. 
 

With our residents we will ask ourselves:  
 

▪ What difference resident involvement is making 
▪ What is working to achieve this? 
▪ How do we really know it works? 
▪ What is resident involvement trying to achieve now and in the future?  

 

We will update our intended outcomes and amend our approach and methods 
where necessary. 
 

Making it happen: doing the right things. 
 
To support the practical implementation of this strategy we have developed an 
action plan for resident involvement. It details the various ways we will involve 
residents plus other activities which will contribute to making resident involvement 
work. 
 
The action plan covers a 12-month period and is designed to be flexible so that it 
can be varied to ensure all activities really work and are making a difference. We 
don’t want to do things just because we have always done them, we want to do 
them with integrity and what’s right for residents as well as the organisation. 
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The action plan will enable to us monitor how we are doing, keep us focussed on 
doing what is right and in a planned and effective way. 
 

Why we do Resident Involvement at ClwydAlyn 
 
 
 
 
 
 
 
 
 
 
 

What will be in place to make Resident Involvement work 
 
 
 
 
 
 
 
 

The Right Reasons 
1. Providing safe and well-maintained homes 
2. Ensuring our homes are affordable and as cost effective to live in as 

possible 
3. Building pride in our communities 
4. Providing excellent and value for money services 
5. Building trust between us, our residents and our communities 
6. Providing hope by increasing residents’ life opportunities, 

confidence and self esteem 

7. Ensuring we are governed well to achieve our aim of tackling 
poverty 

 

Resources 
➢ Budgets 
➢ Staff 
➢ Value for Money 

Organisational 
culture of 
resident 

involvement 
• Budgets 
• Staff 
• Value for Money 

Taking a flexible 
approach where 

we value 
feedback 

 

Listening 
Acting 

Learning 

 

Resident 
Scrutiny and 

Challenge 

 

Inclusive 
involvement 

methods 

 

Feeding back to 
residents 

Monitoring and 
evaluating 

involvement 
practice 

 

Trust, Kindness 
and Hope  
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