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1. Introduction 
Luminus delivers housing and support 
services to 7,600 homes across 
Cambridgeshire, Buckinghamshire, 
Bedfordshire and Essex.  

We aim to provide high quality homes 
and services which are responsive to 
the needs of our residents. 

We place our customers at the heart 
of what we do and listen to what 
residents and the local community tell 
us about the services they need from 
form Luminus.

We recognise the importance and 
value of engaging and involving 
customers in decision making, 
whether through formal or informal 
means, to improve their experience 
and outcomes. 

We value the contribution that 
customers make to improve and shape 
our services around the things that 
really matter to them.

2. Objectives
This strategy sets out how Luminus 
will engage meaningfully and involve 
residents, tenants, leaseholders and 
the broader community, to the way we 
manage homes and. Our commitment 
is to:

•	 Deliver an efficient and effective 
approach to the engagement and 
involvement of residents

•	 Provide opportunities for residents 
to make a difference to their 
neighbourhoods and services

•	 Provide a range of flexible 
involvement opportunities which 
enables residents to be involved 
at different levels without giving 
preference to particular groups

•	 Provide training and development 
opportunities for residents 
in order to better equip them 
for engagement and show a 
measurable and quantifiable 
return on investment in relation 
to outputs from involvement 
initiatives

•	 Improve the range of 
representation to reflect the 
diversity of our residents and their 
communities

•	 Keep residents meaningfully 
informed about decisions, plans 
and changes affecting them as 
well as opportunities for them to 
shape services

•	 Achieve good levels of customer 
satisfaction across a range of 
services

•	 Comply with regulatory standards 
relating to resident involvement

3. The National 
Context 
REGULATION

The Regulator for Social Housing’s 
Tenant Involvement and Empowerment 
Standard sets expectations in respect 
of the following:

•	 Customer service, choice and 
complaints

•	 Involvement and empowerment
•	 Understanding and responding to 

the diverse needs of tenants

In terms of the required outcomes 
relating to Involvement and 
Empowerment, the Standard states 
that Registered providers shall ensure 
that tenants are given a wide range 
of opportunities to influence and be 
involved in:

•	 the formulation of their landlord’s 
housing-related policies and 
strategic priorities 

•	 the making of decisions about 
how housing-related services are 
delivered, including the setting of 
service standards 

•	 the scrutiny of their landlord’s 
performance and the making of 
recommendations to their landlord 
about how performance might be 
improved 

•	 the management of their homes, 
where applicable 

•	 the management of repair and 
maintenance services, such as 
commissioning and undertaking 
a range of repair tasks, as agreed 
with landlords, and the sharing in 
savings made, and 
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•	 agreeing local offers for service 
delivery. 

In terms of specific expectations 
relating to Involvement and 
empowerment, the Standard states:

Registered providers shall support 
their tenants to develop and implement 
opportunities for involvement and 
empowerment, including by:

•	 supporting their tenants to 
exercise their Right to Manage 
or otherwise exercise housing 
management functions, where 
appropriate 

•	 supporting the formation and 
activities of tenant panels or 
equivalent groups and responding 
in a constructive and timely 
manner to them 

•	 the provision of timely and 
relevant performance information 
to support effective scrutiny 
by tenants of their landlord’s 
performance in a form which 
registered providers seek to agree 
with their tenants. Such provision 
must include the publication of 
an annual report which should 
include information on repair and 
maintenance budgets 

•	 providing support to tenants to 
build their capacity to be more 
effectively involved. 

Registered providers shall consult with 
tenants on the scope of local offers 
for service delivery. This shall include 
how performance will be monitored, 
reported to and scrutinised by tenants 
and arrangements for reviewing these 
on a periodic basis.

Where registered providers are 
proposing a change in landlord for one 
or more of their tenants or a significant 
change in their management 
arrangements, they shall consult 
with affected tenants in a fair, timely, 
appropriate and effective manner. 

Registered providers shall set out the 
proposals clearly and in an appropriate 
amount of detail and shall set out any 
actual or potential advantages and 
disadvantages (including costs) to 

tenants in the immediate and longer 
term. Registered providers must 
be able to demonstrate to tenants 
how they have taken the outcome of 
the consultation into account when 
reaching a decision.

Registered providers shall consult 
tenants at least once every three years 
on the best way of involving tenants 
in the governance and scrutiny of the 
organisation’s housing management 
service.

THE GREEN PAPER

Government has engaged with tenants 
and residents of social housing 
following the Grenfell tragedy and has 
listened first-hand to their views and 
concerns.  

Many of the issues raised were relating 
to the stigma associated with social 
housing, the need for landlords to 
listen to residents and the desire for a 
culture of accountability and respect. 

The Government has offered the Green 
Paper as an opportunity for reform, 
based on five principles as set out 
below:  

Ensuring homes are safe and 
decent

Ensuring fire and building safety is 
paramount. The Government will 
be developing a new programme, 
including a pilot, to support residents 
to engage with their landlords on 
issues of building safety in social 
housing. 

Effective resolution of 
complaints

Residents of social housing have 
raised concerns around the resolution 
of complaints and have highlighted 
the need for quicker turnaround 
and generally the need to increase 
awareness of residents’ rights to 
complain and seek redress and how 
to escalate their complaints where 
necessary. 

In 2018 we enhanced our complaints 
resolution process through the 
introduction of an Independent 
Complaints Panel. To compliment 
this we will explore whether more 
could be done to strengthen mediation 
opportunities involving residents.

Empowering residents and 
strengthening the Regulator

The Government has set out 
the intention to reform the way 
performance of social landlords is 
assessed not only by the regulator 
but also by residents who would 
be empowered and have access to 
landlord’s performance data. 

Luminus will work with residents in 
finding opportunities for residents’ 
voices to be heard.  This will be 
through groups that are being 
developed using digital platforms such 
as Facebook and Twitter to reach out 
to a diverse range of residents. 

Tackling stigma and celebrating 
thriving communities

The Government, through the Green 
Paper, has stated it is committed to 
reducing stigma and encouraging 
more public campaigns such as 
Benefit to Society to improve the 
image and perceptions of tenants. 
Luminus have many mixed tenure 
developments where we have a 
great opportunity to work with local 
communities to directly and openly 
challenge this stigma. 

Expanding supply and 
supporting home ownership

The Government is setting out to 
use the new £1 billion borrowing 
programme to measure the appetite 
and ambition of local authorities and 
their effectiveness at building new 
homes, with a view to considering 
whether further reforms are needed. 

Luminus is committed to acting upon 
the recommendations of the Green 
Paper and the reforms being proposed.
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Luminus resident
Pam Brehaut
wins Good Neighbour
Award for bravery
(Pictured with Luminus Managing 
Director Nigel Finney)
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4. The local 
Luminus context
2018 brings an exciting new era for 
Luminus as an organisation for a 
number of reasons.  In March 2018 
we merged with “Places for People”, 
one of the UK’s largest property 
management organisations, with a 
management portfolio of 195,000 
homes.  The new partnership enables 
Luminus to increase its new homes 
and strengthen its financial position 
to deliver investment in its existing 
homes and services.  As part of the 
Places for People Group, Luminus 
will enhance the services on offer 
to its customers through access to 
additional expertise and resources. 

Within the Places for People group 
there are other regulated social 
landlords such as Derwent Living, 
Cotman and Castle Rock Edinvar who 
we will work in partnership with, 
sharing best practice in all areas 
of the business, including resident 
involvement.

In May 2018 Luminus created a new 
Resident Involvement team comprising 
of a Resident Involvement Manager 
and a Resident Involvement Officer, 
with a view to further developing 
the focus on Resident Involvement 
and to update and implement a new 
strategy.  This process has involved 
and will continue to involve particularly 
close liaison with the Information 

Technology and Communications 
teams, in addition to our partners 
within the wider business group and is 
an ever evolving process.

The Resident Involvement team 
created this Resident Involvement 
Strategy by drawing on what has 
worked well within Luminus and 
combining it with good practice 
examples from across the sector.

An Action Plan (Appendix one) to 
deliver the strategy lists a number 
of actions with timescale. Actions in 
green are complete.

5. Delivering the 
Strategy
The strategy will focus on the following 
themes:

Recruitment of a diverse 
range of residents

In order to reach out to a broader 
audience such as young parents, 
working families, vulnerable adults, 

travelling community and other 
groups as defined by the 9 protected 
characteristics in the Equality Act 
2010, we will use digital means of 
communication such as Facebook, 
Twitter, e-mail, text, an interactive 
website and residents portal.

Resident Contact 
Information and Data 
Protection (GDPR)

To communicate effectively with 
residents via electronic means, we will 
gather personal information regarding 
e-mail addresses and mobile 
numbers.   It is crucial the collection 
and retention of this data adheres 
with the Data Protection Act 2018 and 
reflects best practice in the sector. 

Team Approach and 
embedding Resident 
Involvement

The values to be achieved from 
Resident Involvement for both the 
residents and Luminus will be shared 
and embedded amongst teams.  It 
is an activity that is to be considered 
as business as usual so there will 
be a regular update to teams about 
what is happening and what has been 
achieved.

A large proportion of staff have 
frequent contact with residents so 
there are many opportunities to 
promote Resident involvement and 
how to engage with Luminus.  

2018 brings an 
exciting new era 

for Luminus

Residents at a 
Tpas Training Session
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The Luminus Residents 
Conference
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Other initiatives

The following work streams will be 
developed:

Customer Insight

•	 Customer profiling and what we 
know about our tenants, who 
engages and who doesn’t and 
identify those groups who may 
need special focus and attention 
as no one size fits all.  Know, 
understand and respond to our 
current, future and potential 
customers

•	 Develop products and services that 
meet the needs and aspirations 
of both existing and potential 
customers

•	 Provide services to our customers 
that are delivered right first time

•	 Gradually shift communication 
toward digital channels to ensure 
we are as efficient as possible

•	 Allocate resources effectively and 
efficiently and ensure Value for 
Money

•	 Embed the use and ownership of 
customer insight data to make for 
better decision making in the way 
we deliver services

•	 Be as inclusive as possible

Inclusion

•	 As part of this Strategy, we will 
develop a range of opportunities 
and initiatives which encourages 
a wide range of our customers 
to help review and shape our 
services in the future.  We will 
identify hard to reach groups 
and design ways to encourage 
involvement with those groups.  

•	 We have joined Tpas – formerly 
the Tenant Participation Advisory 
Service - in order to further 
embed our commitment to 
Resident Involvement and provide 
an independent eye in terms of 
training and best practice.  We 
expect to be working alongside 
Tpas on a regular basis in terms of 
the Independent Complaints Panel, 
development of a ‘Scrutiny Panel’ 
to help review services as well 

as the provision of training and 
development to staff and tenants.  
We will encourage our tenants to 
become members of Tpas.

Equality and Diversity

We will comply with all legislative and 
regulatory requirements in relation 
to equality. These include but are not 
limited to:

•	 The Equality Act 2010
•	 The Regulatory Framework
•	 The Human Rights Act 1998
•	 The Public Sector Equality Duty

We will use diversity information to 
help us:

•	 Ensure existing and future 
products and services are 
accessible to customers

•	 Ensure satisfaction of diverse 
groups compares well against 
the satisfaction of the overall 
customer base

•	 Carry out an Equality Analysis on 
policy decisions and services to 
ensure they are compliant

•	 Understand the impact of National 
and Local Government decisions 
on our customers and act 
accordingly.

6. Value for 
Money
Resident Involvement can be cost 
effective for Luminus, as well as being 
beneficial for the customers, for the 
following reasons:

Adapting methods of communication 
in order to move forwards digitally will 
significantly reduce the communication 
and transactional costs to the business
An emphasis upon taking preventative 
action and drawing on the skills and 
time of local groups and individuals 
can reduce the cost of property 
management

Benefits can be at an organisational 
level, at an individual resident level 
and a community level. Benefits to 

the organisation can include cost 
savings on the design and delivery of 
new projects, reduction in voids and 
transfers and provision of a value for 
money service and being accountable 
to residents and the regulator.

Benefits to residents include:

•	 Having resident focused services
•	 Opportunities to gain new skills 

(e.g. gain qualifications and 
vocational experience) 

•	 Making a difference within local 
communities

•	 Improved social cohesion and a 
subsequent reduction in anti-social 
behaviour.

The resources required to implement 
this Strategy will come from across 
Luminus with the main focus being the 
Resident Involvement Team.  There is 
a specific budget, the responsibility of 
the Director of Operations, which will 
be utilised with the aim of achieving 
the objectives of the strategy. 

7. Reviewing and 
Monitoring the 
Strategy
This strategy will be reviewed and 
monitored via regular reporting and 
updating of the Action Plan to the 
Senior Leadership Team and also 
to the Scrutiny Panel to encourage 
healthy challenge and debate and 
further grow aspirations for Resident 
Involvement.  

This Strategy will be reviewed every 
three years.

9. Action Plan 
Please see Resident Involvement 
Action Plan below.
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Luminus Community 
Inspiration Awards 2018



Resident Involvement Action Plan – September 2018 to August 2021

No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

Part 1- Implemented/Completed
Governance and Scrutiny
3 Luminus to join 

the Independent 
Complaints Panel 
(ICP), with Derwent 
Living and Tuntum

By recruiting 2 residents 
to join this panel.
Meeting on quarterly 
basis as a panel. To 
undertake relevant 
training delivered by 
TPAS and other relevant 
sources. Plus potential 
monthly meetings 
scheduled in, for extra 
cases, should they arise.

Resident Involvement 
Team

July 2018 •	 Luminus will become 
active members of the 
ICP

•	 Members will be trained 
and attend regular 
meetings

•	 Analysis of complaints 
will improve satisfaction 
with complaint handling

•	 Compliance with 
regulatory standards

Complete and 
ongoing

Business Plan
Improve the 
effectiveness 
in which its 
teams work and 
communicate Tenant 
involvement and 
empowerment 
standard
Tenant Involvement 
and Empowerment 
Standard
1.1 Customer 
service, choice and 
complaints
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

Communication and Social Media
8 Resident Involvement 

Team to have access 
to the Luminus 
Facebook account / 
Resident Involvement 
mail box and use this 
platform to engage 
with customers on a 
daily basis

By setting up a Facebook 
account for Resident 
Involvement and having a 
separate mailbox

IT
Communications 
Manager
Resident Involvement 
Team

July 2018 •	 Luminus will have a RI 
Facebook account

•	 RI staff will have access 
to the account and post 
at least weekly

•	 Delivery of customer 
engagement via social 
media

Completed Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants

9 Resident Involvement 
Team to have access 
to the Luminus 
Twitter account/ 
Resident Involvement 
mail box and to 
use this platform 
to engage with 
customers on a daily 
basis

By setting up a Twitter 
account for Resident 
Involvement and having a 
separate mailbox

IT
Communications 
Manager
Resident Involvement 
Team

June 2018 •	 Luminus will have a RI 
twitter account

•	 RI staff will have access 
to the account and post 
at least weekly

•	 Delivery of customer 
engagement via social 
media

Completed Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

10 Resident Involvement 
Team to be able to 
access the Luminus 
public website 
and add relevant 
information

By Communications 
Manager enabling this 
access.

Communications 
Manager 
Resident Involvement 
Team

August 
2018

•	 RI staff will have access 
to the website and post 
at least weekly

•	 Delivery of customer 
engagement via 
Luminus website

•	 Generate RI interest via 
the website

Completed Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants

11 Resident Involvement 
Team to have access 
to the Luminus 
Resident Involvement 
e mail box and to 
use this platform 
to engage with 
customers on a 
regular basis

By setting up a Resident 
Involvement separate 
mailbox

IT
Communications 
Manager
Resident Involvement 
Team

June 2018 •	 RI staff will have access 
to the RI e mail box

•	 Delivery of customer 
engagement via the e 
mail box

•	 Encourage customer 
engagement via the e 
mail box

Completed Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

15 Easy read tenancy 
agreement

Development and 
production of an easy 
read tenancy agreement 
to support and assist 
new tenants understand 
their responsibilities and 
landlord responsibilities

Neighbourhood 
Officers
Resident Involvement 
Team
Lettings Team
Communications 
Manager

December 
2018

•	 Luminus will produce 
an easy read tenancy 
agreement

•	 The easy read tenancy 
agreement will aid 
engagement and social 
inclusion

Has been drafted 
ready for launch

Business Plan
Improve the 
effectiveness 
in which its 
teams work and 
communicate
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

Digital inclusion
Neighbourhoods and Communities
21 Scheme Drop 

In’s – including a 
programmes of social 
and leisure activities, 
as well as inter-
scheme activities

Attendance of a Luminus 
staff member on a 
monthly basis within 
each scheme and 
minutes taken and follow 
up actions identified.
Digital Inclusion training 
and mentoring to be 
made available.

Neighbourhood  
Wardens
Resident Involvement 
Team
Others, as required

May 2018 •	 Delivery of regular 
(monthly) drop ins at 
sheltered schemes

•	 Customer engagement 
via the drop ins to 
deliver improvements in 
services

•	 Encourage customer 
engagement via the drop 
ins

Complete and 
ongoing

Business Plan
Improve the 
effectiveness 
in which its 
teams work and 
communicate
Tenant Involvement 
and Empowerment 
Standard
1.3. Understanding 
and responding to 
the diverse needs of 
tenants
Neighbourhood and 
Community Standard
1.1 Neighbourhood 

management
1.2 Local area co-
operation



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

23 Luminus in Bloom Annual ‘competition’ 
aimed at promoting 
inclusion and taking pride 
in the environment

Resident Involvement 
Team
Communication 
Manager

Annually 
each August

•	 Luminus to run an 
annual competition 
to promote inclusion 
and taking pride in 
neighbourhoods

•	 Outcomes of the 
competition will be 
published to raise 
awareness and build 
confidence

Completed for 2018 Tenant Involvement 
and Empowerment 
Standard
1.3. Understanding 
and responding to 
the diverse needs of 
tenants
Neighbourhood and 
Community Standard
1.1 Neighbourhood 
management
1.2 Local area co-
operation
1.3 Anti-social 

behaviour
25 To continue to offer 

the Junior Warden 
Scheme

By delivering this in 3 
local primary schools, 
on a monthly basis 
throughout one academic 
year

Resident 
Involvement Officer, 
Neighbourhood 
Wardens

September 
2018

•	 Delivery of regular 
junior warden scheme 
sessions at three 
schools

•	 Young people’s 
engagement via junior 
warden scheme to 
develop social inclusion, 
accountability and 
responsibility

•	 Encourage young 
person’s engagement 
via the scheme

Complete and 
ongoing

Neighbourhood and 
Community Standard
1.1 Neighbourhood 

management
1.2 Local area co-

operation
1.3 Anti-social 

behaviour

26 Community 
Inspiration Awards

Annual awards aimed 
at promoting social 
inclusion and recognising 
outstanding individuals 
who represent and work 
on behalf of others by 
way of nominations

Resident Involvement 
Team
Communication 
Manager

Annually 
each 
October

•	 Luminus will host an 
annual community 
inspiration awards

•	 Luminus will use the 
awards to promote 
social inclusion and 
recognise outstanding 
residents in our 
communities

Complete Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

Part 2- In progress/ to be implemented
Governance and Scrutiny
1 To recruit a Resident 

Scrutiny Panel
To use digital means 
in order to recruit 6 
residents to form a panel 
which will review aspects 
of the business. Please 
see detailed plan

Resident Involvement 
Team
Neighbourhood 
Wardens and Officers
With support from 
Tpas

September 
2018

•	 Luminus will recruit to 
a RSP

•	 Members will be trained 
and attend regular 
review meetings

•	 Analysis of services will 
improve satisfaction with 
delivery of services 

•	 Compliance with 
regulatory standards and 
co-regulation approach

•	 Programme of service 
reviews including;

•	 Garages
•	 Dealing with your 

complaint
•	 Tenancy and 

Neighbourhood 
Management

•	 Services for Elderly and 
Vulnerable

•	 Managing Empty Homes
•	 Carrying Out Repairs
•	 Letting Homes
•	 Leaseholder Services
•	 Getting Involved
•	 Equality and Diversity
•	 Dealing with ASB – Oct 

18
•	 Customer Service
•	 Collecting Rents 

50% complete with 
pilot panel in place

Workshop planned 
for Dec 18 to 
agree ToR, Code 
of Conduct and 
scrutiny scope

Service standard 
Reviews 
commencing Jan 
19 then running 
monthly) to 
Nov 19 at least, 
commencing 
with Dealing with 
ASB as prioritised 
by tenants at 
Consumer 
Standards 
Assessment Event 

Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services

Improve the 
effectiveness 
in which its 
teams work and 
communicate

Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3 Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

2 Focus Groups incl 
hard to reach stream

To identify and target 
“hard to reach” groups, 
such as travellers, young 
mothers, homeless 
etc.  in order to ensure 
engagement and 
feedback is sought from 
these groups and is 
influencing the services 
most important to them

Resident Involvement 
Team
Specialist Teams 
– Traveller Liaison 
Officer, Social 
Workers, CCC, other 
Luminus staff with 
specialist knowledge

September 
2018

•	 Luminus will identify 
hard to reach groups and 
deliver engagement to 
them

•	 Engagement activities 
will be tailored and 
adapted to suit a range 
of customers

•	 Residents will gain 
confidence and 
additional skills to 
influence delivery of 
services

•	 Training and mentoring 
will be delivered

Delayed
To be launched as 
part of scrutiny 
review Jan 2019

Visit to Ferry Project 
completed

Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3 Understanding 
and responding to 
the diverse needs of 
tenants

4 To recruit to a 
resident Editorial 
Panel

To use digital means 
in order to recruit 6 
residents in order to 
form a panel which will 
review written literature 
which Luminus uses to 
communicate with its 
customers

Resident Involvement 
Team
Communications 
Manager 
Neighbourhood 
Wardens and Officers

September 
2018

•	 Luminus will have an 
editorial panel who input 
on a range of written 
material

•	 Training and mentoring 
will be delivered to the 
panel

•	 Delivery of customer 
engagement via the 
panel

To date 7 residents 
have been recruited 
and are actively 
involved

Roles and 
responsibilities, 
training to be 
arranged

Business Plan
Improve the 
effectiveness 
in which its 
teams work and 
communicate
Tenant Involvement 
and Empowerment 
Standard
1.1 Customer 
service, choice and 
complaints
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

5 Real time mystery 
shopping

To recruit to a team of 
residents who will inspect 
services more deeply and 
provide feedback. These 
residents will undertake 
specialist training in this 
area

Resident 
Involvement Team 
and departmental 
managers

January to 
March 2019

•	 Luminus will deliver real 
time mystery shopping

•	 Mystery shopping will 
give direct, informative 
and immediate feedback 
on the customer 
experience

•	 Training will be delivered 
to residents to enable 
them to carry out 
mystery shopping

•	 Reshape our services 
accordingly based on 
tenant feedback

To be launched Tenant Involvement 
and Empowerment 
Standard
1.1 Customer 
service, choice and 
complaints
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants

6 Volunteer 
Opportunities

By using digital volunteer 
“do-it” platform to recruit 
volunteers. In addition 
liaise with local colleges 
to recruit to volunteer 
positions.

Resident Involvement 
Team
HOPE

April 2019 •	 Delivery of volunteer 
opportunities

•	 Volunteer engagement 
with Luminus to 
develop social inclusion, 
accountability and 
responsibility

To be launched

Visit to HOPE 
completed- lottery 
bid submitted

Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants
Neighbourhood and 
Community Standard
1.2 Local area co-
operation
1.3 Anti-social 
behaviour



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

7 Resident Training e.g. 
Recruitment Panel

To source relevant 
training in the area of 
employability and digital 
inclusion, including 
sourcing funds for 
residents. To ensure 
that residents are made 
aware of this and are 
signposted correctly via 
the website, Facebook, 
Twitter and Luminus 
News.

Resident Involvement 
Team
Communications 
Manager
Other stakeholders 
(HRC, ALDD, CCC)

January 
2019

•	 Luminus will deliver 
relevant training to 
residents 

•	 Residents will gain 
confidence and 
additional skills to 
influence delivery of 
services

•	 Training and mentoring 
will be delivered

•	 Delivery of customer 
engagement via trained 
residents

To be launched Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

Communication and Social Media
12 Blanket e-mail/texts By building upon our 

existing customer 
contact details and then 
carrying out a yearly 
text/e-mail/paper 
survey in order to capture 
resident’s viewpoints and 
suggestions.

IT
Resident Involvement 
Team
Customer Service 
Team
Governance and 
Performance 
Management Team

Q3 2018/19 •	 Luminus will deliver a 
range of communication 
via e mails and texts

•	 Residents will benefit 
from quick responsive 
communication

•	 Luminus will benefit 
from cost effective 
communication 
methodology

In progress
IT GDPR 
considerations

Business Plan
Implement 
outstanding 
phases of QL and 
embed automated 
systems, processes 
and effective 
performance 
management.
Tenant Involvement 
and Empowerment 
Standard
1.3. Understanding 
and responding to 
the diverse needs of 
tenants

13 Customer Satisfaction 
Surveys

Carry out a range of 
surveys and obtain 
feedback in order to 
assess satisfaction and 
identify learning points

Governance and 
Performance 
Management Team
Resident Involvement 
Team
Business Support 
Team
Corporate Admin 
Team
Customer Service 
Team
Neighbourhood Team 

September 
2018

Oct – Dec 
2018

•	 Luminus will carry out 
a range of customer 
satisfaction surveys

•	 Luminus will learn and 
feed back from surveys

•	 Customer satisfaction 
will be increased with 
feedback

•	 Enable better reporting 
to board of the customer 
experience

•	 Improved customer 
satisfaction measures 
to be reported via the 
business plan

75% complete – 
Repairs
Complaints 
launched
Opinion Survey 
completed
ASB to be 
relaunched

Work underway on 
framework for Gap 
Analysis 

Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.1 Customer 
service, choice and 
complaints
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

14 Residents Conference Luminus will host at least 
two resident conferences 
a year
Conferences will be 
engaging and informative
Conferences will raise 
awareness of wider 
issues affecting tenants 
and residents

Communications 
Manager
Resident Involvement 
Team
Corporate Admin
Neighbourhood 
Wardens

November 
2018
May 2019

•	 Luminus will host 
at least two resident 
conferences a year

•	 Conferences will 
be enjoyable and 
informative

•	 Conferences will raise 
awareness of wider 
issues affecting tenants 
and residents

50% Complete

Feedback analysed 
follow up in 
progress

Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants

16 Easy read complaints 
procedure

Development and 
production of an 
easy read complaints 
procedure to support 
and assist  tenants to 
understand how they 
can make comments, 
compliments and 
complaints to their 
landlord

Resident Involvement 
Team
Customer Service 
Team
Communications 
Manager

December 
2018

•	 Luminus will produce an 
easy ready complaints 
procedure

•	 The procedure will aid 
engagement and social 
inclusion

To be launched Business Plan
Improve the 
effectiveness 
in which its 
teams work and 
communicate
Tenant Involvement 
and Empowerment 
Standard
1.1 Customer 
service, choice and 
complaints
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

Digital inclusion
17 Scheme Champion/

Digital Champion
Expansion of the existing 
Scheme Champion 
scheme and creation of 
the Digital Champion 
role within Sheltered 
Schemes. Digital 
Inclusion training and 
mentoring to be made 
available.

Resident Involvement 
Team
Support Services 
Manager

January 
2019

•	 Luminus will have 
scheme and digital 
champions in each 
sheltered scheme

•	 Training and mentoring 
will be delivered at each 
scheme

•	 Delivery of customer 
engagement via the 
champions

Partially complete
Target to be agreed

Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.3. Understanding 
and responding to 
the diverse needs of 
tenants

18 Resident Portal To have a portal which 
enables all residents, 
who have digital access 
to check their accounts, 
log and book repairs, 
provide feedback, pay 
their rent and receive 
an array of relevant 
information.

IT
PfP
Communications 
Manager
Resident Involvement 
Team
Neighhbourhoods

In line with 
business 
plan

•	 Luminus will offer a 
digital portal

•	 The digital portal will 
enable residents to 
access a range of 
Luminus services

•	 Luminus will offer an 
efficient and enhanced 
resident experience

•	 Reduce traffic to 
frontline teams

IT working group in 
place.
Derwent Living 
copy portal being 
piloted for market 
rent homes

Business Plan
Improve the 
effectiveness 
in which its 
teams work and 
communicate
Tenant Involvement 
and Empowerment 
Standard
1.1 Customer 
service, choice and 
complaints
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

Neighbourhoods and Communities 
19 Resident Groups Encourage residents to 

be involved in creating 
their own resident 
forums, with named 
individuals taking the 
lead and feeding back to 
the organisation. To have 
a residents group pack to 
issue to each group. 

Resident Involvement 
team
Residents

July 2019 •	 Luminus will enable 
residents groups to be 
set up easily and with 
support

•	 A resource pack will be 
developed to support 
groups to be self serving

50% - a number of 
groups exist and 
Beacon Rise is in its 
infancy

Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
Neighbourhood and 
Community Standard
1.1 Neighbourhood 

management
1.2 Local area co-

operation
1.3 Anti-social 

behaviour



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

20 In-House Mediation 
Service

Train residents to support 
others in management of 
low level ASB cases

ASB Team
Resident Involvement 
Team

July 2019 •	 Luminus will recruit 
residents to provide a 
mediation service

•	 Luminus will source 
external training to 
support residents

•	 Customers will be able 
to receive objective 
support to assist in the 
resolution of low level 
ASB

To be launched Business Plan
Improve the 
effectiveness 
in which its 
teams work and 
communicate
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants
Neighbourhood and 
Community Standard
1.1 Neighbourhood 

management
1.3 Anti-social 
behaviour

22 Creation of 
Community Hubs in 
Sheltered Schemes

By working in 
partnership with other 
organisations in order 
to source funding and 
engagement in the use 
of a Community Hub. 
Initially to start with one 
pilot scheme.

Support Services 
Manager
Resident Involvement 
Manager

April 2019 •	 Delivery of a pilot 
community hub in a 
sheltered scheme

•	 Wider customer 
engagement via the 
community hub to 
deliver improvements in 
comms and services 

•	 Social value outcomes 
recorded via the Impact 
Dashboard

20% complete with 
pilot identified

Initial feedback 
indicates residents 
not in favour

Tenant Involvement 
and Empowerment 
Standard
1.3. Understanding 
and responding to 
the diverse needs of 
tenants
Neighbourhood and 
Community Standard
1.1 Neighbourhood 
management
1.4 Local area co-

operation



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

24 Community/Street 
Representatives

Using digital means in 
order to recruit to this 
role and to expand and 
roll out this initiative

Resident Involvement 
Team
Neighbourhood 
Wardens and Officers

On-going •	 Luminus will have 
community / street reps

•	 Training and mentoring 
will be delivered to reps

•	 Delivery of customer 
engagement via the reps

20% baseline 
complete

Business Plan
Develop systems and 
framework to ensure 
customers influence 
and improve services
Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants
Neighbourhood and 
Community Standard
1.1 Neighbourhood 
management
1.2 Local area co-

operation
1.3 Anti-social 

behaviour



No Action How Responsibility Timeframe Measurable Outcomes Status Overarching 
theme

27 Community Events To have a presence 
at local Gala’s, Fetes, 
Business events, in order 
to promote the brand and 
engage with residents 
and wider community. 
In addition to run local 
community competitions, 
such as Luminus 
in Bloom and the 
Community Inspiration 
Awards.

Resident Involvement 
Team Neighbourhood 
Services Team
Communications 
Manager

On-going •	 Luminus will have an 
active presence at a 
range of community 
events

•	 The wider community 
will be able to engage 
and understand 
Luminus

•	 Luminus’ profile will be 
raised locally

To be re-launched, 
tie in with 
rebranding

Tenant Involvement 
and Empowerment 
Standard
1.2 Involvement and 
empowerment
1.3. Understanding 
and responding to 
the diverse needs of 
tenants
Neighbourhood and 
Community Standard
1.1 Neighbourhood 

management
1.2 Local area co-

operation
1.3 Anti-social 

behaviour



27

GET INVOLVED! GET ADVICE! GET CONNECTED!

Katie Hartshorn, Resident 
Involvement Manager 
and Joel Atkins, Resident 
Involvement Officer
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