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How To Get Involved



If you would like this document in your language, large print or Braille, please
contact your Neighbourhood Housing Office, who can do this for you free of charge.



Make a difference and influence housing decisions
that affect everyone.
• Give us your personal views and ideas on the

services you receive from us.
• Help make your estate or community a better place

to live.
• Help us to better understand the needs of people

from different backgrounds.
• Keep up to date with local and national housing

changes.
• Develop your own skills and gain confidence and

experience.
• Meet other involved customers.

The decisions we make can affect you, your home
and your community. That is why your involvement
can make a difference to the services you and other
customers receive from West North West homes
Leeds – now and in the future.

By getting involved you can

Why should I get involved?

How much time will it take?
Your involvement could be anything from a five minute
telephone call to a full-day activity. You could get
involved just once or on a regular basis; on your own
or as part of a group. It’s entirely up to you!



What support is available?
We are committed to ensuring that all our customers
are able to get involved and we have put in place the
following support arrangements.
Training We will provide, or fund, appropriate training
to give you the skills and knowledge to help you to get
involved with us or your community.

Who should get involved?
We want to hear the views and suggestions from
customers living within all our areas and from all
groups including those from diverse backgrounds.
We will invite you to take part in our meetings and
activities; but we will also come and meet with you in
your community and work alongside your local
community organisations.



Expenses We can pay for your travel costs; public
transport (women-only taxi available) or mileage costs
of travelling by private car; and a contribution
towards childcare and carer costs. We also provide
appropriate refreshments.
Access We use wheelchair accessible venues and
can provide an induction loop. We will organise
activities on different days and times to suit the
wishes of customers.
We provide information in other formats, including
audio, Braille, large print and community languages.
We also provide interpreters, including British Sign
Language.

Phone : 0800 915 1113
Text : 07891 273 566
Email : wnwhl.involvement@wnwhl.org.uk
Website: www.wnwhl.org.uk Click Involving
Tenants, Getting Involved Form.
For further information please do not hesitate to
contact us.

How do I get involved?



Online Chat Forum (www.ning.org.uk) Share ideas
and information with other customers and take part in
discussions.
Chit-Chat Group Want to talk about your home and
community but don’t like the usual boring meetings?
Come along to this informal group, meet other
residents and have fun.
Women’s Group An informal group open to all
women living in homes managed by West North West
Homes Leeds. Learn more about the work that we do,
share your opinions about housing issues and take
part in creative activities.

Giving Your Views
- informal involvement with no regular commitment necessary.

Website (www.wnwhl.org.uk) Up-to-date news items
and service information.
The Buzz. Our quarterly tenants’ newsletter sent to all
tenants and leaseholders.
Attend Board Meetings or Area Panel meetings
These are public meetings that you are welcome to
attend as an observer. Contact the Governance Team
for further details on 0800 915 1113.
Customer Involvement Forum. A forum for involved
tenants to network, share good practice and hear
presentations on topics chosen by the Executive
Committee.

Receiving Information
- find out what is happening in your community and for all housing services.



Home Consultation Panel Join this Panel and you
will be invited to give your views by telephone, post,
text or email. Ideal for customers unable to get to
meetings or who prefer to get involved from home in
their own time.
Satisfaction Surveys Sent out after you have
received a service e.g. repairs or home improvements.
Please complete and return these surveys as the
results are valuable to us and help monitor
performance and identify areas for improvement.
Compliments and complaints Tell us about the
good service you have received or a complaint or
concern that you would like us to investigate. Forms
are available from the local housing offices, on our
website, or telephone 0800 915 1113
Disabled Customers Forum All disabled customers
and carers are welcome to discuss specific issues of
concern e.g. aids and adaptations, disabled access.
Sheltered Housing Forum All sheltered housing
customers are welcome to discuss specific issues of
concern e.g. Warden services and lettings.
Leaseholder Forum Open to all our leaseholders,
this forum meets twice a year to discuss all issues
relevant to leaseholders, including service charges
and repairs.



The following meetings usually take place every two
or three months and usually last between two and
three hours.
Customer Sounding Boards Join other customers
and have your say about important services; help
monitor service standards; and share your ideas for
improvement. There are separate Sounding Boards for
each key service area including; income management
(rents), home repairs and improvements, estate and
tenancy management, empty properties and lettings
and access to services.
Complaints Review Panel Customers, staff and
contractors together look at customer complaints and
compliments. What can we learn from them? How can
we prevent things going wrong again? How can we
improve our services?
Tenant Inspection Programme Tenants and
leaseholders accompany a member of staff to inspect
and report on a variety of services including estate
issues, empty properties and communal buildings.
The time commitment is approximately 4 hours a
month.

Influencing Decisions
- formal involvement with more regular commitment needed



Mystery Shopping Mystery shoppers help test services
by undertaking a series of agreed tasks and reporting
back on their experiences.
Tenants & Residents Associations These are voluntary
groups set up by tenants and residents to represent a
specific area, usually with the aim of improving housing
and community services. Why not attend your local
Residents Association meeting and meet representatives
from West North West Homes and other services?
If there isn’t a group in your area why not set one up!
We can help. If there is little interest in forming a
traditional Tenants Group you could become an Area
Representative. This would involve representing your
community in dealing with us.
Customer Involvement Network Executive
Committee This is an umbrella group of tenant and
leaseholder representatives who help monitor and
influence customer involvement services and manage
the Diverse Community Fund.
Multi-storey Flats Working Group Residents of multi-
storey flats discuss specific issues of concern e.g.
communal repairs and caretaking services.
Editorial Panel This panel discusses the content and
design of the tenant newsletter, The Buzz, as well as
other printed and marketing materials.



Tenant Board Directors
Do you have the determination and desire to represent
customers at a strategic level? Working with other
tenants, councillors and independent members you
will be able to influence the work of the company at
the highest level.
Area Panels (Inner West, Inner North West, Outer
West, Outer North West)
Membership is open to both tenants and leaseholders
within the Panel area.
Their role is to monitor the delivery of local services
and to manage a delegated budget for environmental,
community safety and involvement projects. Area
Panels meet every two months.
Right to Manage
Tenants and residents have a right to take on the
responsibility for the day-to-day management of some
or all of the housing services provided to their homes
and estates. More information can be found on
www.communities.gov.uk/righttomanage.

Making Decisions
- formal involvement with a higher level of commitment. There is a selection
process for membership



Service Standards
• We will offer a variety of ways for you to become

involved and publish these in our Customer
Involvement leaflet, which we will promote to our
customers.

• We will provide support and friendly training to help
you to get involved with us or your community.

• We will use accessible venues, provide interpreters
and help with transport and childcare or carer costs.

• We will publicise quarterly examples of how
customer involvement has made a difference on our
website and in the customer newsletter ‘The Buzz’.

• We will measure our performance against agreed
targets and publish the results regularly. These will
include:

• Percentage of Council properties represented by a
Tenant and Resident Association or Area
Representative.

• Percentage of tenants satisfied with their
opportunities to participate.

• Percentage of tenants satisfied that their views are
being taken into account.

• The number of customers attending training.



Call us on: 0800 915 1113*
or Minicom: 0845 127 1113
*standard charges apply when calling from a mobile

Email us on:
wnwhl.enquiries@wnwhl.org.uk
www.wnwhl.org.uk

Visit us at:
Neighbourhood Housing
Offices or One Stop Centres

Write to us at:
Westfield Chambers, Lower
Wortley Road, Leeds LS12 4PX

If you wish to contact us, please do so by visiting us at:
Aireborough One Stop Centre
Micklefield House, New Road Side, Rawdon LS19 6DF
Armley One Stop Centre, 2 Stocks Hill, Armley, Leeds LS12 1UQ
Bramley Neighbourhood Housing Office, 202 Town Street,
Bramley, Leeds LS13 2EP
Horsforth Neighbourhood Housing Office, The Green,
Town Street, Leeds LS18 5JB
Kirkstall Neighbourhood Housing Office, 45 Kirkstall Lane,
Kirkstall, Leeds LS5 3BE
Little London Neighbourhood Housing Office, Oatland Drive,
Little London, Leeds LS7 1SH
Otley One Stop Centre, 8 Boroughgate, Otley, Leeds LS21 3AL
Pudsey One Stop Centre, Town Hall, Robin Lane, Leeds LS28 7BL
Wortley Neighbourhood Housing Office, 36 Heights Drive,
Armley, Leeds LS12 3SU

Information correct at time of print, January 2010.




