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Why get involved? 
 
This impact assessment report 
illustrates the ways in which Hightown’s 
customers have been able to influence 
services and the management of their 
homes between September 2018 and 
August 2019.  
  
By getting involved, residents can make 
a difference by: 
 Changing the way Hightown works 

to improve the services provided  
 Improving the area and 

community they live in  
 Scrutinising Hightown’s 

performance  
 Learning new skills, and building 

confidence through working with 
Hightown staff and other 
residents. 

Introduction 

Why produce an impact report? 
 
We work closely with residents to 
measure and evaluate the difference 
made to services by involving residents. 
Members of the Residents Voice and 
Scrutiny Panel have considered our 
involvement activities and their 
feedback has been used to produce 
this report.   
  
Residents will be able to see the 
influence that their involvement can 
have on Hightown’s General Needs 
housing services. 
  
Hightown will be able to evaluate areas 
that have benefited from resident 
involvement. 
 
It will show our partners and 
stakeholders the benefits of working 
with Hightown and our commitment to 
working with residents and to 
continuous improvement. 
  
Our residents have looked in detail at 
the engagement activities held between 
Seotember 2018 and August 2019 and 
have rated them using the assessment 
criteria described overleaf.  

Why is involvement important? 
 
Resident involvement has been shown 
to benefit residents by helping to 
improve services and homes. It is 
central to the way housing services are 
regulated and is a key theme of the 
Regulator’s consumer standards. 
  
The value of involving residents can be 
demonstrated by looking back to see 
how residents have influenced 
improvements - this ‘impact 
assessment’ helps us examine what has 
been done and how useful it has been.  
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How effective is resident 
involvement? 
 
To show at a glance the level of impact 
made by Hightown’s various resident 
involvement activities we have used a 
star system – the more stars, then the 
more impact the initiative has had.  
 
High Level of Impact 
 
 
 
 
 
 
Low Level of Impact 

Effectiveness 

Are you getting Value for Money? 
 
To check that we are using Hightown’s 
resources in the best way, we have also 
assessed the Value for Money each 
initiative offers. When organising an 
activity, Hightown must carefully 
consider what we hope to achieve, and 
also consider the costs and time (both 
of staff and residents) required. This 
enables us to ensure that the best 
services and activities are provided with 
the limited resources available, and in 
response to customer priorities and 
needs. 
  
The following symbols have been used 
to indicate the overall Value for Money 
achieved, as assessed by residents.  
Even if the cost is high, if the outcomes 
and impact are high then good Value 
for Money can still be achieved. 

Resources 
 
Hightown has made a substantial 
commitment to resident involvement 
through budget allocation and staff 
training. An annual budget is allocated 
for resident involvement initiatives 
(excluding staff costs).  
 
Staff working in the Operations 
Department have responsibility for 
promoting resident involvement, and 
activities are co-ordinated by a lead 
officer in the Housing team.  

Low level of impact  

  

Medium level of impact  

  

Good value for money  

OK value for money  

Poor value for money  

Don’t know  
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Route to 
involvement 

What we did What it means to you Value for Money /
Impact 

Quarterly Residents 
Voice and Scrutiny 
Panel meetings  

Four Residents Voice and Scrutiny Panel meetings 
were held and were well attended by a core group 
of regular attendees. During the year, the Panel 
reviewed and assessed the impact and value for 
money of resident involvement for the annual 
impact assessment, reviewed works carried out 
following resident bids for estate improvements and 
agreed priorities for bids received for the current 
year, discussed the key themes of the Social 
Housing Green Paper, received and gave feedback 
on the independent review of Hightown's 
allocations service, carried out the 3 yearly review 
of resident involvement in governance and scrutiny 
of the housing management service, reviewed the 
draft annual report to residents, and scrutinised 
Hightown's performance in key service areas. 

The Residents Voice and Scrutiny Panel has kept 
abreast of current issues in the Housing sector, and 
had looked in detail at the draft Annual Report to 
Residents and involvement in governance and scrutiny 
of Hightown’s housing management service. Residents’ 
views were incorporated into all of the documents that 
resulted from the discussions, helping Hightown to 
tailor services based on resident feedback. 

 
 
 
 
 
 
 

Quarterly Complaints 
Scrutiny Group 
meetings 

The group review complaints received in previous 
quarter to give feedback, identify any patterns and 
improve services provided. The group discussed a 
new format for the presentation of complaints 
information for the meeting, and made suggestions 
for improvement, reviewed the Terms of Reference 
for Complaints Scrutiny Group including the role of 
the group, their aims, structure and reporting 
mechanisms.  

The group gave feedback on complaints, including 
complaints that relate to clashes of lifestyles between 
neighbours, and made suggestions for information to 
be included for new residents when they sign their 
tenancies. 

 

Home Ownership 
Webinars 

Two evening webinars were held to give 
information to shared owners and leaseholders 
about buying more shares of the home, lease 
extensions, anti-social behaviour, processes for 
major works, and service charges. Residents were 
also able to submit questions to staff during the live 
webinar. 

Shared Owners and Leaseholders were able to access 
the webinar online from their own homes, and had the 
opportunity to ask questions to staff in the Home 
Ownership Team. As a result, a new voluntary 
procedure regarding lease extensions was put in place 
by Home Ownership Team. The webinars  remain 
available as online resource for Frequently Asked 
Questions regarding the topics discussed. Staff in the 
Home Ownership Team answered questions from 
leaseholders and shared owners. 
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Route to  
involvement 

What we did What it means to you Value for Money /  
Impact 

Resident Focus Groups 
 
 

One resident took part in the tender 
selection processes for two tenders; 
communal cleaning and window cleaning, 
and boiler replacements.  
 
 

Residents discussed and agreed changes to wording in the 
Customer Charter, and additional points were added about 
confidentiality, Resident Involvement, rent payment, 
property and estate management, and clear guidance 
relating to antisocial behaviour. Feedback from the focus 
group was incorporated into the documents, ensuring that 
Hightown’s service standards are set out in line with 
residents’ expectations.                                                                                           

 

Estate Meet and Greets Seven Meet and Greets were held at 
Hightown estates in Colney Heath, St 
Albans, Hemel Hempstead, Berkhamsted 
and Aylesbury. Residents had the 
opportunity to meet with, and give feedback 
to Hightown staff, and cleaning and grounds 
maintenance contractors.       

Residents met with Hightown staff and contractors, and 
gave feedback about their estates. This included communal 
cleaning, grounds maintenance, and repairs. Following the 
event, additional fencing was installed Residents gave 
positive feedback about the standards of cleaning and 
grounds maintenance, and raised questions about parking 
and the maintenance of trees. 

 
 
 
 
 
 

Summer Roadshow Tour of a range of Hightown's estates to 
meet with residents and allow Involved 
Residents and Members of Hightown’s 
Board to see a mix of Hightown's stock, 
including new build sites across the 
Aylesbury Vale. 
 

Involved Residents and Hightown’s Board members were 
given insight into variety of stock Hightown manage, and 
were able to meet with residents and discuss the areas in 
which they live. 

 

“Have Your Say” door 
knocking 

Staff from the Housing team visited an 
estate in Little Chalfont to give residents and 
opportunity to meet them face to face and to 
raise any concerns. 

Residents were able to meet their Housing Officer and the 
Housing Team Area Manager to give feedback about issues 
arising on their estate from their own homes, which gives a 
wider opportunity for residents’ views to be heard. 

 

Resident Meetings 
 
 
 
 
 

Three residents meetings were held in 
Dacorum. Topics discussed included 
building works, service charges, cleaning 
and maintenance works. 

Residents were given information on issues that were of 
interest to them, and were able to give feedback to 
Hightown staff. 
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Route to  
involvement 

What we did What it means to you Value for Money / 
 Impact 

Joint Estate Inspections Resident Estate Champions 
accompanied Hightown’s Estate 
Quality Inspectors on routine 
inspections to understand how 
Hightown manage estates and 
provide feedback. 

Residents were able to meet with their Estates 
Quality Inspector on site, identify any estates or 
maintenance requirements, and give feedback. 

 

Community Family Day This open event for residents on an 
estate in Watford gave an 
opportunity to meet with staff in 
the Housing team and to get 
information on local services from 
Herts Youth Connection, Intensive 
Family Support Services and Local 
Police). 

Information was shared between Hightown, 
partner agencies and residents. Residents gave 
feedback on Hightown's services and said that 
"it's good to offer a chance to meet face to face". 

 

Coffee Morning To give residents of a new 
development in Luton an 
opportunity to meet each other and 
speak with Hightown staff. 

New residents built relationships with staff and 
neighbours and completed feedback forms. 
Feedback from the event was positive, including 
comments such as "I love it, feel very lucky to 
have such a beautiful new home. The kids love 
the community feeling". "Very good experiences 
so far, repairs have been sorted quickly." 
 

 

Community Meet and Greet To give residents in Bletchley an 
opportunity to meet with staff to 
give feedback on their local area 
and Hightown's services. The Open 
Day was held in the communal area 
and included games, free ice cream. 

Residents gave feedback on the Anti-Social 
Behaviour, repairs and income recovery services 
provided by Hightown, including: "good, fast 
service from repairs, no other issues", "housing 
and rent teams always very helpful, repairs very 
efficient and ASB dealt with effectively",  "staff 
always available by phone and friendly during 
calls. Rents team are very efficient" 
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Route to  
involvement 

What we did What it means to you Value for Money /  
Impact 

Neighbourhood Summer Event To give residents at Praetorian 
Court, St Albans, an opportunity 
to meet with staff to give 
feedback on their local area and 
Hightown's services. 

Residents felt that the summer event was a 
good way for residents to engage with 
Hightown, as it gave the opportunity to talk to 
staff in an informal environment. Residents 
gave suggestions for improvements to the bike 
shed, and gave feedback regarding grounds 
maintenance and the communal areas on 
estate. 

 

Community Safety Partnership Day Open afternoon with Community 
Safety Partnership in Dacorum, 
including Police, Fire Service, 
Trading Standards and Hightown 
to meet with local residents.  

Whilst no Hightown residents attended, staff 
did meet with other local residents and shared 
information with local services and promoted 
partnership working in the local area. 

 

Retirement Leasehold Events Throughout the year over 300 
activities were held in communal 
lounges at leasehold retirement 
schemes. Residents took part in a 
number of different activities, 
including Coffee Mornings, 
Afternoon Teas, Yoga, Card 
sessions, Lunches, Knitting Club, 
and Bingo. Events were well 
attended. 

An opportunity for residents living in 
Hightown’s retirement schemes to meet and 
take part in activities; building a community 
spirit at the schemes and facilitating 
discussions with the Scheme Managers. It 
gives residents an opportunity to get involved 
without travelling.  
 
 

 


