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We've made it really easy for
customers to get involved
to shape and improve the

services we provide.
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Welcome

Thank you for your interest in helping Stonewater improve our services. Customer engagement
is hugely important to us, and we want our customers’ voice to challenge, support and enhance
all the services we provide to you.

This booklet gives you an overview of some of the ways you can get engaged. From formal
positions with our Scrutiny Panel to ad-hoc surveys and feedback, there’s something for all of
our customers even if you're short on time.

There are so many benefits to helping us improve our services, not only will you help us to
ensure that our customers are truly at the heart of everything we do, but you’ll also learn vital
skills that’ll help you personally and professionally. Most importantly, you'll grow in confidence
and become even closer to your community.

If you've got any questions about getting involved, please contact the Customer Engagement
team on customer.engagement(dstonewater.org. If you need to contact us about something else,
we've included all our contact details on the back of this guide.

| look forward to working with you to shape our services.

Sve Shirt

Chief Customer Officer « Customer Experience
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Get involved when it suits you

You don’t have to join one of our formal groups to be involved - we often have
opportunities to complete surveys, take part in workshops and give your
feedback on our services.

Keep an eye on your email, social media and the Customer hubb for these

opportunities.

If you just want to send us your ideas, email us at any time on
customer.engagement(dstonewater.org

opportunities

feedback on things that interest you

Group Time It’s for you if Want more
commitment info?
Scrutiny Panel |6-8 hours You want to make a long-term commitment Page 4
per month to improving services for all Stonewater

customers

Friends of 1-2 hours You've got a great eye for detail Page 4

Scrutiny Panel |per month

Community 2-4 hours You want to improve the appearance of your Page 5

Champions per month local area

Disability 1-2 hours You want to make sure our communications Page 5

Inclusion per month and services are accessible

Groups

Facebook It's up to you! | You want to share ideas with Stonewater Page 6
colleagues and customers

Customer hubb | It's up to you! | You want to share ideas with Stonewater Page 6
colleagues and customers

Ageing Well 2-4 hours You're 55+ and want to improve services Page 7

Board per month

Customer 2-4 hours You're great with data and want to help us learn | Page 8

Complaints per month from complaints

Learning Panel

Tenants and 2-4 hours You want to build relationships locally Page 8

residents per month

associations

Mystery 1-2 hours You're short on time but want to make a big Page 8

Shopping per month difference

Petitions Varies You and your neighbours want to make a Page 8
change in your community

Ad-hoc It's up to you! | You can’t commit to a group but want to
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:6-8 hours per month

The Scrutiny Panel is an independent group of
Stonewater customers who work with us to help
improve services.

The panel undertakes in-depth reviews of specific
service areas to help improve services for customers.
Reviews in recent years have focused on noise
nuisance, Stonewater’s contact with customers, and
our repair service.

The panel members pride themselves on working as a
team to carry out reviews. Customers on the Scrutiny
Panel help to co-create services with customers at the
heart.

The role of a panel member is varied - you might be
reading policies, looking at performance data, meeting
with Stonewater colleagues, writing reports and blogs,
or doing surveys and workshops with other customers.
You'll also have the chance to run for chair or vice chair
to really develop your leadership skills.

If you join the panel, we’ll make sure you have the
equipment and training you need to fulfil your role. We
also reimburse out-of-pocket expenses.

This group is for you if:

e You're open-minded and have great ideas to
improve services for all Stonewater customers

e You want to develop great analytical and
research skills

e You're interested in a career in housing and
want to improve your knowledge of how
things work

The Friends of
Scrutiny

Friends of Scrutiny is an online
group of Stonewater customers
who help us by offering ad-hoc
feedback on our policies, customer
communications and services to
make sure everything we create
meets our customers' needs.

They also support the scrutiny

panel by getting involved with
reviews.

This group is for you if:

e You're busy but you'd like
to get involved at a time to
suit you

¢ You've got a great eye for
detail

1-2 hours per month

| yoined the §or\rh'm1 Panol becavse | feel oompollool 1o hc{P ovt my local and the wider oommvni’rq. | diglike
Hﬁc dﬂ'?ma that is agociated with Social and affordable hovging so | ¢ee the Fanol 36 a way for v¢ to holF
eliminafe it ‘H’\Vovgh bviloling, positive velations between Stonewater, its contractors and it fenants.

| want 1o live in a oommvnih? that mvléolf and my ncighbow; are {»foud of.

Gareth, Scrutiny Panel Chair




Community Champions

2-4 hours per month

Community Champions are volunteers who
are proud of where they live and inspired to
help their community become a better place.
As a Community Champion, you'll carry out
walkabouts in your area once every six weeks
and give us detailed feedback on what’s going
on. We'll work in partnership with you to find
solutions to local issues.

You'll get to work with our Mobile Associates
and contracting partners, and be proactive in
helping us shape our cleaning and grounds
maintenance service, as well as reporting
community-wide concerns such as fly tipping
and parking.

This group is for you if:

¢ You love where you live and want to
help make it better

e You have great ideas to bring your
community together

¢ You want to know more about how our

estate services are delivered

[ have cy\J'oz?cal mocﬁng_ §+aﬁ and the Inclp Jrhcv] have

gi\/cn me. ﬁnding out about fumoling to hc!P imFVovc
areas i§ a big P!vé.

Freda, Community Champion

Disability Inclusion Groups

1-2 hours per month

Our disability inclusion groups are a place for
customers with a disability, impairment or
long term health condition and their families
to give feedback on our services in a flexible
way. You'll get to offer feedback on whether
proposed service changes and improvements
meet the varied needs of our customers.

This group is for you if:

¢ You or someone you live has with a
disability, impairment or long term
health condition

¢ You're comfortable sharing your lived
experiences to help us improve

¢ You want to influence our policies




Facebook —}

We regularly share useful
Information, updates, customer
guidance and great stories about
what’s going on on our Facebook

page.

We also host regular events where
you can hear from our expert
colleagues about things that are
important to you - like saving money
or preventing damp and mould in
your home.

Customer

hubb

Visit discuss.stonewater.org

Our customers are spread all across
the country, and the Stonewater
Customer hubb is a great place for us
all to come together and talk about
our communities.

We regularly post customer news and
opportunities to get involved like the
ones in this booklet!

Customers are encouraged to share
their experiences, hints and tips

as well as feedback and ideas for
Stonewater to consider.
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Ageing Well Board

. 2-4 hours per month

The Ageing Well Board is made up of
customers who are aged 55 and over, and
Stonewater colleagues. The group meets
quarterly online and explores ways we can
support customers to stay active, independent,
happy and connected to their communities.

This group is for you if:

e You're over 55

¢ You enjoy doing independent research
and sharing what you've learned

e You're passionate about your
community

e You've got great ideas to help other
Stonewater customers around the
country

5'7 b@ing part of the A%ping Well Board | feel | am
making_a positive contribution fo my own %neraﬁon)é
needs and hoch. [ first became involved due to

a me)'or upheaval in my life when an accident left
me with Severely impaired mobility, and meant my
husband had to 0 into full time care.

The frvghfaﬁng Q’rruég_{c to live a¢ fulfilled a life ag
possible, and not vemain a prisoner in my flat, made
me realise that many others weve faoing Similar
oha”cnggé.

The chance to work tozether with other residents
and Stonewater staff to” look. at isgues which could
lead 1o imPVO\/cmcng in older PcoPIc’g wellbeinz is

very worthwhile, and will hopefully lead fo more
fu!ﬁ7leol [ives.

Pat, Ageing Well Board Member




Customer Complaints
Learning Panel

. 2-4 hours per month

Learning from customer complaints is a great
way to improve our services for everyone who
uses them.

You'll have the opportunity to meet with our
Customer Relations team, look at the data we
collect and see how we've been performing
when it comes to complaints, and hear what
customers are saying about our services. As a
group, you'll use all this information to make
objective recommendations on how we can
improve.

This group is for you if:

e You have an eye for detail and love
analysing data

e You want to learn more about the
Housing Ombudsman and the
Regulator of Social Housing

e You want to help Stonewater improve

Tenants and Residents
Associations

. 2-4 hours per month

Tenants and residents associations are groups
of neighbours who meet to make decisions
about their local community. They act as

a collective voice for the neighbourhood -
working to make positive change. These
groups can also support new clubs, activities
and celebrations in your community - a

great place to start if you have an idea for a
community group or event

This group is for you if:

¢ You want to build relationships with
your neighbours

¢ You have great ideas to share with
your local community

Mystery Shopping

.1-2 hours per month

Our mystery shoppers help us to improve our
services by making everyday enquiries with
our helpful teams and making sure we give
great customer service and useful and correct
information.

This group is for you if:

¢ You're short on time but want to make
a big difference

¢ You can make detailed notes on your
experience

Petitions

If you and your neighbours would like to make
a suggestion about how we can improve
something where you live, you can get in touch
in all the normal ways. But we understand
that sometimes, you might want to submit a
petition.

A petition is signed by a group of customers
and can be used to request something that will
benefit people in your local area. You can find
more information about petitions and how to
submit one by searching for “petitions” on our
website.
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Stonewater works in partnership with We are Group to help
our customers who need a little support to get online.

They provide remote sessions that are catered to your online
needs, all completely free.

If you want to get involved but need some help getting online
and want to find out more, we can help.

Call us on 0114 551 2551 or visit
bit.ly/SW WAG or scan the QR code

For more information on getting involved

Fill out our short form at:
" stonewater.org/customers/get-involved/ or scan the QR code.

"ﬂ discuss.stonewater.or &Customer
! Give feedback and more hu

facebook.com/stonewateruk
For regular events and the latest news

stonewater.or/et—involved
For more information on

engagement opportunities

Not online? Need an adjustment to
make engagement accessible for you?
Contact us on 01202 319 119
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English

This guide is available in other languages - if
you require a translation you can find these on
our website at
www.stonewater.org/getinvolved, or contact us
on customer.engagement@stonewater.org
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Limba romana

Acest ghid este disponibil in alte limbi - daca aveti
nevoie de o traducere, o puteti gasi pe website-ul
nostru la www.stonewater.org/getinvolved, sau
ne puteti contacta la
customer.engagement@stonewater.org

Polsk

Niniejszy przewodnik jest dostepny w innych
jezykach - w razie potrzeby mozesz przeczytac
ttumaczenie na naszej stronie internetowej pod
adresem www.stonewater.org/getinvolved lub
skontaktowac sie z nami, piszac na adres
customer.engagement@stonewater.org
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Espanol

Esta guia esta disponible en otros idiomas;

si necesita una traduccion, podra encontrarla
en nuestro sitio web: www.stonewater.org/
getinvolved,

0 poniéndose en contacto con nosotros a través
de customer.engagement@stonewater.org

Portugués

Este guia esta disponivel noutros

idiomas — se precisar de uma traducao,

pode encontra-la no nosso website, em
www.stonewater.org/getinvolved, ou contactar-
nos atraves do email
customer.engagement@stonewater.org

ltaliano

Questa guida e disponibile in altre lingue:

le traduzioni si trovano sul nostro sito web
all'indirizzo www.stonewater.org/getinvolved
oppure & possibile richiederle scrivendo a
customer.engagement@stonewater.org
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How to get in touch:

HOme

Go to

myhome.stonewater.org
Report repairs, set-up a direct debit
and manage your tenancy 24/7

Call us on
01202 3192 119

Lines are open Mon-Fri 8am-8pm
and Saturday 9am-1pm

Go to

stonewater.org
For the latest news and livechat

Customer

hubb

Join the conversation

discuss.stonewater.org
Give feedback and more
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