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Our 2020 Vision: The Road to Renewal is a focus on 

positive change that transforms our communities 

to mend “broken Britain”.  Since March 2000 we 

have been building a team of people who, daily 

inspired in their work, seek consistently to give 

excellent service to our customers.  This energises 

our residents, business partners and the wider 

community and helps us all find a sense of purpose, 

hope and fulfilment.  As we change, transformation 

occurs and a brighter future becomes reality.
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Our Commitment to involving our customers
Luminus will:

Aim to provide the highest quality services •	
which are shaped around the needs and 
preferences of customers  
Listen to what tenants, residents and •	
members of the local community want 
from the services we provide 
Appropriately act upon what people tell us •	
Keep people informed about our services •	
and future plans
Provide and continue to develop a wide •	
range of choices for people who wish to 
get involved
Give feedback on how we have shaped •	
our services as a direct result of involving 
our customers
Take active steps to understand the •	
diversity of local communities and seek to 
give people the opportunity to participate 
in a way which is most appropriate to 
their circumstances.
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Giving you choice in how you get involved
We want as many people as possible to 
have the chance to get involved.  We will 
take all reasonable steps to arrange activities 
which fit around peoples’ lifestyles, abilities 
and preferences.  We will always consider 
new ways in which we might encourage 
greater involvement from tenants, residents 
and members of the local community. Ways in 
which you can get involved include:

Responding to surveys on a wide range of •	
services, either by completing a 
questionnaire or answering some 
questions over the phone, or in person
Becoming a mystery shopper from the •	
comfort of your own home
Attending meetings, events and •	
conferences to discuss a wide range of 
topics, from choosing new contractors, to 
carrying out reviews of our policies to 
ensure they do not discriminate against 
people from different backgrounds
Joining a special interest group, such as •	
the Disability Advisory Panel, Scrutiny 
Panel or Design Review Group
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Taking part in estate walkabouts as part •	
of Spot the Solution, which gives you the 
opportunity to tell us how we can improve 
your local area
Joining community projects and •	
encouraging your children to get involved, 
for example by joining the Junior Warden 
Scheme
Becoming a ‘Street-Representative’ to •	
help promote the well-being of the 
neighbourhood you live in
Coming along to our community events •	
Attending tenant conferences•	
Giving us your individual comments at •	
any time by making contact with us here 
at Brook House or by telling any member 
of staff when you see them.  Our contact 
details can be found at the end of this 
leaflet.

We are always on the look-out for new ideas 
for involving tenants, residents and the local 
community.  Please call our Community 
Services Team on 01480 428575 and make a 
suggestion.
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Helping you get involved
We will: 

Try to arrange meetings at times that suit •	
most people.  In some cases we will hold 
the same meeting at different times and 
on different days, so that as many people 
as possible can attend
Make it easier for people to be involved •	
by helping with things such as arranging 
door-to-door transport, paying for 
travelling expenses and childcare costs
Work with you to explore training •	
opportunities so that we can all get the 
most from your involvement.

Reviewing the way we involve our customers through impact 
assessments

We will regularly review how tenant and •	
resident involvement leads to improved 
services  
We will do this by carrying out impact •	
assessments
We will work with our customers to •	
develop a ‘tenant, resident and 
community involvement policy statement’.  
This will be based on the outcome of the 
impact assessment process
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Keeping you informed…
About tenant, resident and community 
involvement 
We will:

Publish details of forthcoming involvement •	
activities in Luminus News and at other 
events 
Communicate the outcome of involvement •	
activities

On an individual basis to everyone who •	
was involved
To all customers, our staff and Boards•	

Provide regular updates on our •	
involvement activities in Luminus News, 
on our website at www.luminus.org.uk 
and at other events
Tell you about how our tenant, resident •	
and community involvement has improved 
our services
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About our services and changes which affect you
We will:

Provide information on how we are •	
performing across all key services.  We 
will do this from time to time in Luminus 
News, every year in our performance 
review, and on our website
Tell you about planned changes to our •	
services and how they will affect you
Where possible, tell you about changes to •	
key services in the area you live and how 
these will affect you

Your comments about our services
We will make it easy for you to make •	
comments and complaints about our 
service.  Our Service Standard ‘Customer 
Service’ explains everything you need to 
know about making contact with us to 
report a concern
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All our Service Standards and our •	
Complaints, Comments and Compliments 
Form are available at Brook House 
reception and on our website at www.
luminus.org.uk.  We can send you 
information on request and we will be 
happy to provide documents in different 
languages and formats, such as large 
print and audio, where this is your 
preference
We will also be pleased to hear from you •	
if you are particularly happy with the 
service you have received.  All comments 
give us valuable information about how 
effective our services are and how we can 
either improve them, or keep providing 
them in the same way.
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Measuring our performance
We will measure our performance by 
looking at how satisfied customers are with 
our arrangements for tenant, resident and 
community involvement.

In our customer satisfaction survey carried out 
in 2007 we achieved the following results:

78% of Luminus Homes tenants stated •	
they were happy with the opportunities to 
take part in our decision making processes  
90.3% of Luminus Homes tenants stated •	
that Luminus was good at keeping them 
informed about things that might affect 
them as a tenant.

Our aim is to improve on our performance each 
time we ask the same question in a survey.
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Your feedback is important to us.  If you feel that Luminus services 
are	not	meeting	the	standard	we	have	set	out	in	this	leaflet,	please	
contact our Customer Services Team by either:
 

Calling •	 01480 428333 
Calling any other Luminus number, where •	
you will put through to our Customer 
Services Team
Coming in person to our offices at  •	
Brook House 
Completing an ‘Online feedback’ form •	
which you can access through our 
website at www.luminus.org.uk
Putting your issue in writing to us at •	
Luminus Group, Brook House, 
Ouse Walk, Huntingdon, PE29 3QW 
Completing a Comments, Compliments •	
and Complaints form – available to 
download from our website or by 
requesting one by phone, or in person

 
More information on how to get in touch with 
us and make a comment about our services 
can be found in our ‘Customer Service’ Service 
Standard.

 
We will work with customers to review our Service 
Standards each year, to ensure we continue to 
meet them and to look at how we can improve 
services for the future.  If you would like to 
be involved in reviewing our Service Standards 
please call our Performance Review Officer on 
01480 428728.



Luminus Group • Brook House • Ouse Walk • Huntingdon • PE29 3QW  
T: 01480 428777 • F: 01480 428555 • info@luminus.org.uk • www.luminus.org.uk

For a copy of this leaflet in large print, audio
cassette or in another language call 01480 428707
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For a copy of this document in large print, audio or in another 
language call 01480 428707 
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