
…how you can help make things better

how to get 
involved

a guidetoo



Our policy
This leaflet explains our approach to involving customers in 
what we do. Involving customers means providing a range 
of  ways for you to influence and improve the products and 
services that we provide and the community you live in. 

Our policy sets out our commitment to involving the 
community in what we do. We want to create sustainable 
communities with excellent facilities, where people are 
proud to live and feel safe. To achieve this, we believe it is 
important to involve customers and communities in what we 
do. We understand that everyone has individual needs and 
we plan and provide services based on those needs. We will 
promote equality to make sure that people are represented 
properly. We will also work with other agencies to make sure 
that the people we involve in our services are supported so 
they can achieve their full potential. We will build upon the 
success of  our ‘menu of  involvement’ and come up with new 
ways to work with communities. 

We want all members of  our communitites to know we are 
an open, efficient and successful organisation.
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Our service standards 
	 We will make sure our involvement methods result in 

improved products and services in local communities 
and across our organisation. We will do this by:

•	 making sure that involvement is a part of  all our 
relevant processes; and

•	 creating opportunities for all our customers to be 
involved in what we do.

	 We will make sure that the way we make decisions 
throughout our organisation is open at all levels. We will 
do this by:

•	 making sure we agree on the level and extent of  
community involvement throughout our organisation 
with relevant customers and stakeholders (people 
with an interest in our organisation);

•	 telling customers about the benefits of  getting 
involved;

•	 making sure we develop our service standards and 
relevant targets with our customers; and

•	 working with customers to provide appropriate and 
accessible information for all the services we provide.

	 We will provide people and groups with the skills and 
resources they need to play a part in improving our 
services and their local communities. We will do this by:

•	 providing appropriate support, skills and training for 
all people and groups who want to get involved in our 
work; and

•	 working with partners to develop and provide effective 
ways of  getting people involved in what we do.



Get involved in your 
local community

Being involved in your local area can help to make things 
better where you live. There is a range of  ways to have  
your say and make a difference to the products and  
services we provide.

Information
Reading newsletters, such as our Wear Living Magazine, or 
visiting our website, www.gentoosunderland.com can tell you 
more about what is happening in your area. 

Consultation
Going to a housing surgery, social event, or being involved in 
an estate inspection can help us to find out about issues on 
your estate. 

Estate focus groups are a way for you to have your say on 
specific local issues. 

When you make a comment, a compliment, a formal or 
informal complaint, or fill in a satisfaction survey, you 
influence our services, both locally and throughout our 
organisation. 

Participation
We can help you to start, join or promote a residents’ 
association to represent your area. We can also help you 
to improve community spirit, and the quality of  life for 
all residents. As a member of  a local customer panel 
or community voices (postal) panel you will be involved 
in shaping the future of  your local services, as well as 
recommending future improvements. 

Get involved across the city
Being involved can also help make things better for tenants 
and residents across the city.
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Information 
Customer leaflets and the Annual Customer Report tell you 
what we are doing, and how you have played a part.

Visit our website, www.gentoosunderland.com and find out 
more about different services.

Consultation
If  you go to the customer conference, you can help to 
develop new ways of  getting people involved in what we do.

We now have a group called G2cru that all young people  
can go to.

Participation
If  you join the Sunderland Residents’ Federation, you can 
help support different residents’ associations to work 
together to deal with issues that affect tenants and residents 
across the city.

You could become a mystery shopper and help to test the 
quality of  our services. This is where you pretend to use a 
service to measure how well it is provided.

If  you join a service-improvement customer focus group 
you can work with staff  to monitor our performance and 
recommend improvements to our services. You can choose 
to be a postal or online member if  you can’t go to meetings.

If  you become a tenant board member you could be involved 
in making and approving decisions at the highest level.



Menu of involvement – how you 
can be involved 

Below is a diagram to show the different ways you can be 
involved and what sort of  involvement it is: information, 
consultation or participation.
Note: Plain English Campaign’s Crystal Mark does not apply 
to this diagram. 

 

in your local community            City-wide 

The colours used above are to show which way you can be 
involved. Some involvement types run across the colours, 
meaning you can be involved both locally in your area and 
citywide.
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Social Events

Local Estate Newsletters

Leaflets

Wear Living Magazine

Annual Customer 
Report

Website

Estate Focus Groups

Estate Surgeries

Complaints
G2cru

Estate 
Walkabouts

Tenant Conference

Satisfaction 
Surveys

Board Member Customer Focus Groups

Mystery Shopping

Local Customer Panels

Customer Inspectors

Sunderland 
Residents’ Federation

Residents’ Associations

Neighbourhood Agreements

PARTICIPATION

CONSULTATIONINFORMATION



Your questions answered
1	 How can I have my say and be involved?
We want to make it as easy as possible for you to be involved in 
the things that interest you and in the ways you prefer. We 
have a range of  ways you can get involved and are always 
creating new opportunities. For more information, please ask 
at your local office, contact us on 0191 525 5000 or email us at 
citeam@gentoogroup.com

2	 I don’t have any experience – can I still be involved?
Yes. It is your experience as a customer that counts and your 
interest in helping to improve services for the benefit of  all 
customers.

3	 I don’t have much free time – is there a way I can still  
be involved?

Yes. For most of  our methods of  getting involved, you have 
the choice of  going to an activity and taking part, or taking 
part by post or online. This means if  you don’t have time to 
come along you can receive information about the services 
you are interested in and send us your comments.
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4	 Will my views make any difference?
Yes. Every time you give us your views, we will tell you how 
your views have made a difference. We may not be able to 
carry out every suggestion you make, but in these cases 
we will always explain the reasons why. You can see the 
difference customers really make by looking at the  
‘You said, we did’ information displayed in local offices and 
in newsletters.

5	 How do I find out when meetings are taking place?
You can get a copy of  the community involvement calendar 
from any of  our offices. It has details of  the events that 
are taking place. You can also get the calendar from our 
website, or contact the Customer Involvement Team for more 
information.

Help us to help you 
We are proud of  the service we provide and want to make 
sure that you receive the best possible service. If  you need 
support with carers or childcare costs to allow you to go to 
meetings, please contact us. If  you have any compliments or 
comments about the service we provide, please let us know. 

Phone: 0191 525 5000. 

Text: 07725 151515.

Email: citeam@gentoogroup.com 

Website: www.gentoogroup.com
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Please tell us if you need help to read or understand this information. Interpretation services are 
available. Contact the Communications Team on 0191 525 5000. 

HC abÉ¡hm£ fs−a h¡ h¤T−a Bfe¡l k¢c p¡q¡−kÉl fË−u¡Se qu, Ae¤NËq L−l, Bj¡−cl a¡ hm¤ez Ae¤h¡cL¡l£ 
f¢l−oh¡ Efmì l−u−Rz L¢jE¢e−Ln¾p V£−jl p¡−b 0191 525 5000 eð−l −k¡N¡−k¡N Ll¦ez 

Please tell us if you need help to read or understand this information. Interpretation services are 
available. Contact the Communications Team on 0191 525 5000. 

تگوزاری  خزمه.  پێمان بڵێن   تکايه يه تی ھه  يارمه  پێويستتان به م زانياريانه يشتن له  يان تێگه وه ر بۆ خوێندنه گه ئه
   . وه کانه  گشتييه نديه  تيمی پێوه ن به ندی بکه يوه  په5000 525 0191فۆنی  له  ته  رێگای ژماره له.  يه رگێڕان ھه وه

Please tell us if you need help to read or understand this  
information. Interpretation services are available. Contact the  
Communications Team on 0191 525 5000.

how to get involved
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Please tell us if you need  
help to read or understand this 

information. If you need this information 
in large print, on CD, in Braille or in 

another language, please contact the 
Communications Team on 0191 525 5000.


