


Engagement Overview

« Recommendations from Grenfell, Social Housing White Paper and

Building Safety Act

» Greater emphasis on Tenant Voice

Benefits of good engagement:

« Better understanding of needs and concerns

* More confidence in decisions or actions

* Increase in customer satisfaction and understanding
* Reduction in complaints

Building trust
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Effective & Continuous Engagement

One size DOESN'T fit all

Our Approach to engagement in Building Safety:

Customer Roadshow
Door knocking / Phone calls
(36% response rate)

Continuous Engagement Plan & Communication

Building Safety: ‘A Guide to where you live’

Online Online Q&A Technical Resident
Surveys Forum Tours Drop Ins

Resident Panel



Communication is key!

* Language Matters

* Use of Pictures & Infographics BUlldln | e
Safety
[ A guido 1o wheroyou e

* Important Information highlighted — especially if
action required by the customer

* Information available in a range of formats and
media

* Nudge techniques

* Don’t make assumptions

* Sense check information gstockpon 10 00 1T @@ Siockportomes

o www.stockporthomes.org

* Research Report Findings

https://www.placeshapers.org/residents-voices-in-



https://www.placeshapers.org/residents-voices-in-net-zero-carbon-journey/

Feedback, Feedback, Feedback!

4. Follow up with
customers

1. Gather feedback

Customer
Feedback
Loop

3. Decide & take
action

2. Analyze & prioritize
feedback
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The challenges

 Engage with all customers and residents
not always possible.

« COVID

e Seclusion and hard to reach
 Lack of interest

* [gnorance
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Understanding

residents

* Resident needs assessment.

 Number of occupants
« Abllities and vulnerabi
* Property condition anc

Der property.
ities.
lifestyle.

« Other support involveo
to self evacuate
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or needed — unable
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. Be creative

« Choice/information events — roadshows

« Mini pop up events

* Drop in sessions/Q & A’s

« More detalled project walkthrough

« Home visits

« Utilise existing resources

« Maintain visibility and build trust/relationships
« Good marketing and information sharing
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Dawn Reger

®©) 07929 734 494
dawn.reger@stockporthomes.org

Your Building Safety Officer is here to provide
assurance to you and all customers living

In high rise properties that their homes are
safe from the risk posed by fire. Their duties
require them make occasional visits to your
property to discuss fire safety in your home,
your building and how you can be more
involved in Building Safety.




Sorry | missed Please record the

you today details of your

| called more convenient

_ appointment here:

but was unable to speak

to you. Please contact
me via the details overleaf
to arrange a more
convenient time.

stnnkpurl: 1 () eeiin > @ @ /StockportHomes
hnmes & www.stockporthomes.org

Prossd b ber pwd oF 35530

- _d



Keeping safe at home
What to expect from Stockport Homes
(your landlord)

About whare you e

¥Who s responsible for safety in
your blook

Your safety is our priority. This booklet
has been created using feedback from you,
our customers, to make sure you feel zafe at
home. We want to know what you think, so
please use the opportunities in this booklet
to make sure your voice is heard around
block safety.

&  The teams below are responsible
for kesping you safe in your blook

How do you know the Building

We are using that feedback to work with you to keap you
and your block safa.

Fleass keep this booklat safe 50 you know who o contact
when you need advice, support or o report an issue.
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