
Resident 
Engagement 
Strategy  
& Action  
Plan
2022 - 2024



Clúid Housing 
Resident Engagement Strategy & Action Plan 2

Table of Contents

Foreword 3

Executive Summary 4

1.  Resident Engagement Strategy  5

 “We’re All Clúid”  6

 Clúid Culture 7

 “We’re All Clúid” Processes 8

 Understanding our Residents 9

 Staff Training 9

2.  Menus of Involvement  10

 Staff Menu of Involvement 11

 Resident Menu of Involvement 15

 Training and Support 18

 Clúid Committees and Board of Directors 19

3. Communication Methods 20

4.  Resident Engagement Strategy and Resources  22

 Resident Engagement Governance Structure 23

 How will we know if the strategy is working? 24

5. Action Plan 25

 Action Plan (Years 1-3) 26

 Year 4 and beyond 33



Clúid Housing 
Resident Engagement Strategy & Action Plan 3

This Resident Engagement 
Strategy and Action Plan 
provides an essential 
platform for Clúid to deliver 
its ambition to develop 
great places to live at scale 
through an inclusive culture 
in which residents, staff and 
board all play their part – 
‘We’re All Clúid’.  

‘Great Places to Live’ result from active engagement by 
residents with their neighbours, housing staff and community 
partners. In recent years, we have seen some excellent 
examples of this at St Mary’s Mansions in North Dublin and 
at Sleaty Park View in Carlow to name but two. This strategy 
now provides the basis for many more Clúid residents to have 
similar opportunities. As we develop larger and mixed tenure 
neighbourhoods, investment in supporting effective resident 
engagement will pay dividends by enabling more residents to 
be aware, opt-in, chip–in, co-create, collaborate and lead to 
make these great places to live.

The Resident Engagement Strategy will help Clúid to become 
a better landlord by listening and acting on the expert views 
of residents. It will also support communities to achieve their 
own aims. Establishing national resident groups (NRAG and 
CRAG) has confirmed the ambition of residents to influence 
national policies. Now, active networking with residents of 
other AHBs, the Housing Alliance, Housing Agency and 
regulator will help to build real resident voices across the 
sector. Within Clúid, active residents are already taking a 
lead on a range of projects including understanding and 
improving our approach to anti-social behaviour, Greening 
and Sustainability work and documenting oral histories of 
local communities. 

For the Board and Business Development Committee, 
the Resident Engagement Strategy further enhances our 
corporate strategy toolkit. It will enable us to balance financial 
and regulatory drivers of our strategic decisions with a clearer 
understanding of the interests of residents and communities.  
For example, reviews of policy and practice will, by default, 
include evidence of anticipated impacts for residents. As 
a Board, we will become more aware of the resident voice 
through regular dialogue with NRAG and CRAG and will hold 
staff to account to ensure that the resident voice is heard and 
acted on. 

As a Board Member, it has been a pleasure to be part of the 
Resident Engagement Working Group that has developed 
and is now implementing this strategy. This inclusive process, 
with input from residents and staff across the organisation, 
has modelled the ‘We’re All Clúid’ culture we want to see 
in the future – a unified culture based on mutual respect 
and closer partnership working between staff, board and 
residents. Over time, this must include greater resident voice 
in the boardroom.

David Mullins
Board and Business Development Committee 
lead on Resident Engagement 
 

Foreword

The Resident Engagement 
Strategy will help Clúid to 
become a better landlord by 
listening and acting on the 
expert views of residents.
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Executive Summary

Clúid Housing believes 
that the landlord/tenant 
relationship should be 
centred around providing a 
high level of customer care. 
Clúid acknowledges that 
resident engagement and 
community development 
practices are instrumental 
in increasing resident 
participation, ownership and 
collaboration. This approach 
will enable neighbourhoods 
to collectively take action to 
build thriving communities 
and great places to live.

As a large national landlord, we recognise the need to 
put resident engagement on a more structured footing 
and to develop new forms of engagement. In 2021, we 
worked with TPAS, a leading UK based tenant engagement 
organisation, to assist us in developing our understanding of 
and the potential of Resident Engagement. Later we worked 
with residents, the board and staff to co-create our first 
Resident Engagement Strategy. 

This multi-faceted Resident Engagement Strategy sets the 
direction for our internal and external activities, ensuring 
a strong resident voice. The strategy aims to inform and 
improve our services, strengthen communities and feeds 
into Clúid’s governance and management processes. A new 
organisational culture – “We’re All Clúid” – will establish 
resident engagement as central to our core business. In 
Section 1, we set out this new organisational culture, plus 
the processes and training that will underpin it.

At the core of this strategy are tailored ‘menus of 
involvement’ for both staff and residents, as outlined 
in Section 2. These menus set out the various channels 
through which individuals (staff and residents) can influence 
decisions on services and policies that may affect them now 
and into the future. They outline the activities available by 
which to opt in, chip-in, co-create, collaborate and/or lead, 
depending on the level of engagement preferred by the 
resident, and volunteered or required by a staff member. 

Frequent, compelling communication is key to recruiting 
residents to participate. In Section 3, we set out a range 
of communication methods to keep residents informed 
as to what we’re doing and the impact their contributions 
are having, and as well as listening and feedback loops to 
maximise resident influence. The success of the strategy 
will be measured against criteria including the number of 
residents involved, customer satisfaction ratings, complaint 
levels, NPS and the number of staff involved in resident 
engagement activities.

We have appointed a Resident Engagement Manager to 
work alongside our Resident Engagement Coordinator 
and Resident Engagement Working Group to steer our 
collaborative approach. This involves working closely with 
our national resident groups, staff from all parts of the 
organisation and Board members to make this strategy 
a reality. Information on resources and the governance 
structure is included in Section 4.

An accompanying three-year action plan in Section 5 defines 
the concrete steps we will take to achieve our objectives. 
Year 1 of the Action Plan will see us develop the processes 
and guidelines as to how and when to seek the resident 
voice. Year 2 and Year 3 will build on these foundations and 
outline additional opportunities for both residents and staff 
to get involved in resident engagement. Subsequent action 
plans will be developed in future years.
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Resident 
Engagement 
Strategy 

1.
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“We’re all Clúid” 

An important aspect 
of Clúid’s approach is 
the development of a 
“We’re All Clúid” ethos 
to demonstrate equality 
and a shared purpose. We 
recognise the importance 
of working in partnership 
with our residents, 
alongside staff and Board. 

This cultural focus will be driven by the Board and senior 
leadership team, and through the community leadership 
of Clúid’s National Residents’ Advisory Group (NRAG) 
and Clann Residents’ Advisory Group (CRAG). The 
activation of the strategy will be managed by a Resident 
Engagement Steering Group, led by the Resident 
Engagement Manager and team, and including residents, 
staff from across the organisation and a board member. 
The resident voice will inform our service delivery and 
development, and this flexible, collaborative environment 
will facilitate a better connection with resident 
engagement goals.
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The organisational culture will align to the ethos of  
“We’re All Clúid” and establish resident engagement as 
central to our core business. It is the responsibility of all 
staff to make the implementation of this strategy a success 
and is a fundamental shift in the way we currently do things. 
We will create both the expectation and opportunities for 
all staff, to develop mechanisms for residents to influence 
services where relevant. The board will lead and support 
this culture and be open to the resident voice in informing 
corporate decisions. In this way, the strategy will enable 
more efficient use of resources by embedding learning from 
lived experience of residents and avoiding redundant effort 
that does not align with resident needs and priorities.

Challenges and Risks to developing  
a “We’re All Clúid” culture

The Resident Engagement Steering Group will consider  
the challenges, current ways of working, systems and 
processes, and the mindset changes needed to develop  
and embed a new way of working. 

For this strategy to be successful, key staff must have  
the right skills and act appropriately. 

Clúid Culture

Key to the success of this 
strategy is buy-in from staff, 
board and residents to ensure 
we have cultural alignment with 
the aims of the strategy. 

To achieve the required culture shift, we will:

 » Include in specific front-facing job descriptions, where 
individuals deal directly with residents on a regular 
basis, the requirement to actively seek out and hear the 
resident voice which will be tailored to the specific role.

 » Provide the right resources, training and support as  
a matter of routine, including in recruitment, induction 
and appraisals.

 » Gradually build into processes the requirement that 
the resident voice is heard as an integral part of the 
development and assessment of resident services.

 » Highlight learning from this approach and examples 
where resident engagement has increased efficiency. 

 » Provide staff with a range of flexible options for 
involvement and engagement at different levels,  
which include both formal and informal settings  
and channels.

 » Develop a culture that encourages staff to notice  
and pay attention to all voices. Reward and recognise 
instances where staff deliver projects that show  
inclusion of the resident voice.

 » Ensure formal involvement structures are not creating 
barriers to informal involvement as we wish to 
encourage impromptu interactions between staff  
and residents.

 » Develop listening and feedback loops so staff can  
share their learnings and highlight where residents  
have influenced a service.

 » A “Resident Endorsed” stamp (below) will be used to 
quickly identify where residents have been involved. 
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“We’re All Clúid” Processes
Year 1 of the Action Plan is 2022. This year will see us 
develop the processes and guidelines as to how and when 
to seek the resident voice, specifically around those services 
which are most important to them or directly impact them.

 » Build the importance of the resident voice and 
awareness of resident engagement activities into the 
staff on-boarding process.

 » Ask residents for their input first and build up a strategy 
or policy from that initial consultation.

 » Build into the reporting process the expectation that 
resident influence is a key consideration.

 » Allow time to enable residents’ experiences of relevant 
services (including non-vocalised) to influence service 
design and delivery.

 » Ensure all resident-specific service strategies and 
relevant board reports encourage residents’ involvement 
in service improvement, with resident participation to 
be included at relevant points in the service review 
process (for example at design, option appraisal and 
recommended outcomes stages). 

 » When submitting a proposal, policy change or  
funding request to the Exec or the Board, the  
author is to consider the voice of the resident and 
outline where residents heavily influenced projects on 
service delivery or where residents have expressed a 
particular interest in being involved.

 » For a new service or process, the residents’ contributions 
will be identified and highlighted.

 » Methods for measuring resident involvement,  
feedback and the impact of this on recommendations  
to be developed as standard for service review and 
board reports.
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Understanding 
our Residents

To offer a range of involvement methods which 
are fit for purpose and to reflect the diverse 
backgrounds and needs of our residents, 
we will critically analyse our current resident 
engagement activities. 

Clúid’s approach to formal surveys is set out in a customer 
survey framework. This information is available within 
existing survey results and data, and it will be translated  
into actionable insight. This on-going exercise will:

 » Determine residents’ preferred method of 
communication and help Clúid tailor our approach to 
engaging with residents. 

 » Analyse complaints about our service using information 
from our complaints procedure.

 » Review the outcomes from existing Clúid resident 
engagement opportunities to check for evidence of 
residents influencing services.

 » Analyse data to reveal trends and build detailed 
understanding of the non-vocalised residents’ 
experiences of Clúid’s services. This is of equal 
importance to listening directly to involved residents. 

 » Review current influencing activities to ensure that there 
are a range of formal and informal opportunities in 
place, and are being actively promoted and used.

 » Assist us in understanding whether particular groups of 
residents experience services differently and to learn 
from their unique experiences.

Staff Training
It is important that all staff buy into a culture of 
“We’re All Clúid”, and that key relevant staff 
have the skills and approach for more in-depth 
resident engagement. 

This will be achieved through business-wide cultural 
workshops and a comprehensive training programme to 
help develop the right mindset within the organisation, 
particularly within housing and property services, and the 
Customer Contact Centre.  

This programme includes:

“We’re All Clúid” customer care training for all Clúid staff 
which will be incorporated into all new starters’ induction 
schedule. This will include clarifying Clúid’s core social mission 
and the connection between resident engagement and 
achieving this. In addition, there will be regular updates to 
staff focusing on the latest news and research led thinking.

 » Introducing Diversity & Inclusion training to ensure staff 
are aware as to how to provide all residents with an 
equal opportunity to access our services, and ensure 
mechanisms are in place for them to offer input and 
feedback on their experiences of these. 

 » As we advance through the three years of this strategy, 
providing combined training to residents and staff in 
order to help develop partnership working with our  
staff in Housing and Property Service.

 » Suitable additional training will be provided to  
residents, staff and board members involved in our 
Scrutiny Groups and Service Panels who examine 
particular elements of our services or organisation. 

 » Regularly communicating to staff on resident 
engagement and evidencing our engagement successes 
in terms of Value for Money (VfM). Research has shown 
that engagement delivered improved services, higher 
satisfaction and improved value for money. Regular 
communications to staff will identify the financial 
benefits as well as the customer satisfaction scores.

Staff and residents have different ways of getting involved. 
There are lots of options and we outlined a menu of 
involvement for staff below followed by a menu for residents.
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Menus of 
Involvement

2.



Lead

Collaborate

Co-create

Chip-in

Opt-in

Be aware

Figure 1.1 TPAS Tenant Influencing Opportunities Pyramid
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Staff Menu of Involvement

A menu of involvement sets out the various 
channels through which residents can influence 
decisions on services and policies that may 
affect them now and into the future. 

In keeping with our “We’re All Clúid” ethos, we have 
developed a menu of involvement for staff. This outlines 
the numerous opportunities for staff to “listen” to the voice 
of the resident to gain a better understanding of their 
needs and ultimately provide a better service. The structure 
is based on the TPAS Tenant Influencing Opportunities 
diagram (see below). The size of each segment reflects the 
numbers involved at each level. For example, many people 
participate in our resident surveys whereas only a few 
people will lead resident engagement activities at a national 
level through membership of NRAG. Clúid’s Executive Team 
will identify the projects and services reviews where resident 
influence is to be sought.
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1. Be aware

 » All staff will receive This is Clúid news, featuring resident lifestyle updates such as 
biodiversity projects initiated, Neighbours Days, estate clean ups and so on. 

 » A copy of the four-monthly residents’ satisfaction survey will be distributed to all 
staff. This offers insights into the opinions of and attitudes towards Clúid and the 
services provided. This will be highlighted in the Manager’s Toolkit and discussed at 
departmental meetings.

 » All staff receive regular learning updates that analyse complaints to identify service 
improvements. 

 » A new format of showcasing where residents have influenced our services and activity 
will be circulated. This “You Said, We Did” update will outline the resident input to the 
corresponding outcome and will be shared with both residents and staff. 

2. Opt-in
 » Volunteer to be a judge of the Great Place to Live competition. This represents 

an opportunity to meet residents in various locations around Ireland and involves 
approximately 3 days of scheme visits.

 » Take part in a scheme walkabout to gain direct first-hand experience and 
understanding of the lives of our residents. If a staff member wants to advance to 
some of the more involved resident engagement activities, this can begin to establish 
credibility with residents. 

 » Attend virtual or in-person updates from the Resident Engagement Manager who will 
give first-hand account of resident activity and current work by NRAG and CRAG.

3. Chip-in
 » Use relevant resident feedback quickly and communicate the impact to the  

Resident Engagement Steering Group for reporting, and Communication  
& Policy team for dissemination.

 » Respectfully challenge services or processes to enhance resident influence. 

 » Volunteer for mentorship and training opportunities to support leadership capacity 
building for residents, so that residents feel empowered and comfortable to engage  
at higher levels within their own menu of involvement. 

 » Participate in estate services reviews or other locally based activities. 

 » Assist at informal events such as Neighbours Days, field trips, scheme events etc  
to build rapport and trust. 

 » Measure and track resident demand of services and use insights for continuous 
improvements.
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5. Collaborate
 » Resident Champions: all departments will nominate a team member to enable 

feedback loops and to champion the resident voice. They will assist their team with 
linking in with residents and liaise with the Resident Engagement Steering Group. 

 » Work with Resident Scrutiny Panel (which will be established in Year 2 of the strategic 
action plan) to review their recommendations for improvements and determine which 
areas to focus on. A Resident Scrutiny Panel is a group of trained residents who 
scrutinises Clúid in its landlord functions by evaluating our services and identifying 
which services require improvements to be made.

 » Service Review: Following the recommendations from the scrutiny panels, a dedicated 
service review group will be put in place to work with staff to review a particular service 
in-depth and suggest actionable recommendations of how they can be improved.

6. Lead

 » The Resident Engagement Steering Group, led by the Resident Engagement Team, and 
made up of a board member, a cross section of senior leaders from different departments 
and residents, will provide the direction for the implementation of the strategy and 
ensure both the delivery of the Action Plan outputs and the achievement of strategic 
outcomes. They will utilise a framework for involving residents when determining when 
and how to incorporate the resident voice in service and process reviews.

 » The Resident Engagement Team, Housing Officers and Clúid Works staff are the 
front-line in capturing and facilitating resident influence opportunities. The Resident 
Engagement Team primarily supports and facilitates NRAG and CRAG.

 » Executive Team, Heads of Department and other strategic decision-makers 
to challenge when a broad spectrum of resident experience is not evident in 
recommendations for change or business cases.

Resident engagement will not be the responsibility of one 
member of staff or one team but will be an expectation of 
all Clúid staff. There will necessarily be a higher requirement 
on front-facing roles, although all staff will be kept informed 
and aware of resident engagement initiatives. In this way we 
can build cultural solidarity and sense of shared purpose.

4. Co-create
 » In conjunction with resident participants, offer expertise and insights of resident 

interactions and experiences to assist in the development of Customer Journey 
Mapping and other relevant tools to improve our services.

 » Commission, design and analyse resident feedback in advance of, during and upon 
completion of large-scale projects which will have a direct impact on resident services. 

 » Consult residents in the early stages of any strategy and policy development that 
directly impacts the resident experience. 

 » The Executive Team will determine which projects and service reviews require  
resident input. 
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The 23-million-euro redevelopment of St. Mary’s 
Mansions, a flat complex built over seventy years ago 
by Dublin Corporation, has provided eighty homes for 
local families. Twenty of these families have returned 
to St. Mary’s Mansions, with a number of them working 
together with Clúid on the regeneration. The first step 
in 3-year redevelopment plan was to consult with the 
residents, to gather their input and incorporate their 
feedback and requests into the design.

The original St. Mary`s Mansions complex had a deep sense 
of community at its core - neighbours helped each other 
in all aspects of life and supported one another. The St. 
Mary’s Mansions project took resident consultation to new 
heights, with resident input to every facet of the design, 
from the internal walkways and courtyards, down to the 
colour of the kitchen tiles. Their input ensured that the 
sense of community embodied in the original development 
and the ingredients required to maintain that embodiment 
were captured in the regenerated complex. They explained 
how it was crucial that the courtyard would be enclosed to 
provide a sanctuary for play and conversation, while the 
plaza would remain open to ensure the complex embraced 
its surroundings and was welcoming to the public. The 
development also saw the creation of several communal 
features which include a community room and socially 
aware landscaping.

The original residents involved in the regeneration design 
have been joined by the new residents and are working 
together to make St. Mary’s a great place to live. Clúid’s 
housing team, along with Clúid’s Resident Engagement 
Coordinator, have initiated consultations with residents to 
explore key areas of concern, and have conducted Zoom 
meetings to lay the foundations for the formation of a 
Residents Association once Covid19 restrictions are eased. 
The response from this consultation was strong with key 
areas such as community building, and involvement in 
the wider community identified. Strong connections have 
already been formed with the Inner City Organisation 
Network (ICON), the NEIC Taskforce and Community Safety 
Partnership, and Dublin City Council’s Intercultural Officer. 

Clúid staff will continue to work with residents to enhance 
the house policies and rules in partnership with the 
Residents Association and ensure that local considerations 
and input are included in these policies.

In our most recent customer feedback surveys, those who 
were asked for feedback in St. Mary’s reported either feeling 
very satisfied (75%) or fairly satisfied (25%) with the quality 
of their new homes and also the services received. This 
fantastic partnership has delivered a project which everyone 
involved is extremely proud of, and the intention of both 
residents and Clúid is to maintain this level of cooperation 
in order to secure the continued success of St. Mary’s 
Mansions into the future.

Case Study: 
St Mary’s Mansions
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Resident Menu  
of Involvement
Clúid recognises that it is important to offer a range of 
activities in which residents can take part that can influence 
and, therefore, improve services. The more specific Clúid 
can be about the nature of involvement, the easier it is 
for residents to understand what’s required, what the 
process entails and how the outcomes will benefit them. 
This specificity will also help shape residents’ expectations 
about what involvement entails. 

3. Chip-in
 » Submit a story or suggestion for inclusion in the resident newsletter. 

 » Complete resident surveys– general service, repair or contractor feedback and / 
or project specific. 

 » Take part in a one-off small discussion group on a particular topic 

 » Research projects - provide input based on lived experience of Clúid services to inform 
understanding of current services and proposed changes. 

 » Proofread a policy or procedure and offer suggestions of amendments.

 » Exchange ideas with peer residents from other schemes to identify and exchange best 
practice in a particular area of interest, for example, community gardens.

 » Submit suggestions, comments or ideas to a central mailbox for consideration.

1. Be aware

 » Refer to the updated Resident Handbook to understand residents’ responsibilities and 
opportunities in relation to their relationship with Clúid. 

 » Read the resident newsletters to appreciate the activities other residents are engaging in. 

 » Visit the Clúid website and follow Clúid on social media for the latest news or to find 
out additional information.

 » Read the specific resident related performance reporting which will outline the key 
points from surveys, through NRAG, and other channels, and the outcomes of those 
instances.

 » A new format of showcasing where residents have influenced our services and activity 
will be circulated. This “You Said, We Did” update will outline the resident input to the 
corresponding outcome and will be shared with both residents and staff. 

2. Opt-in
 » Take part in a scheme walk to evaluate the external environment and hear of relevant 

resident experiences.

 » Add name to database for participation in resident engagement activities.

 » Sign up to the combined training of residents and Clúid frontline staff in order to help 
develop partnership working with Clúid staff on the front line.

The resident menu of involvement follows the same 
pyramid format as that of staff. It is important that the 
experiences of as many residents as possible influence 
service delivery. Residents will be informed that they 
can be as involved as they wish and that all activities 
are valuable. 
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5. Collaborate
 » Volunteer on a Resident Scrutiny Panel. Residents are instrumental in choosing the 

service area to be checked and challenged and offer recommendations for change. 
They will also champion service improvements made as a result of their involvement  
to the wider community. 

 » Residents can be involved in a variety of panels and forums looking at the needs of 
specific services and groups as requested by Clúid (outlined in the Action Plan). 

6. Lead
 » Establish or join Resident Groups (network of local, regional and national)

 – National: NRAG and CRAG make recommendations and suggestions on how 
to increase resident engagement and improve the services provided by Clúid 
to all residents. The national groups raise issues that they would like to see 
addressed by Clúid and liaise with the Resident Engagement Team to advance 
these recommendations. The potential is for residents to assist Clúid in advocating 
for quality social and cost rental housing, working together to agree policy and 
lobbying together. 

 – Regional: A network of regional groups using NRAG and CRAG experiences,  
with the national groups offering mentoring between associations

 – Local: Set up and maintain resident panels or community groups at a local level 
with guidance and support offered by Clúid 

 » Become a Community Connector. Where there are more than 15 residents and no 
resident group, this position would support building trust within communities. These 
Connectors would engage with groups that are usually uninvolved, such as youth,  
and encourage them to become active in their communities and to lead the change  
by participating in feedback loops.

 » Lead a local project to improve their neighbourhood with guidance from Clúid staff  
on securing external funding/advice.

4. Co-create
 » Add name to a register of active residents who have expressed an interest in different 

types of involvement and to receive the necessary support and training to enable them 
to engage in ways that fit their motivation, skills and time availability.

 – Examine a particular service area in detail and make recommendations for changes.

 – Examine and comment on relevant proposals for changes to key policies.

 – Co-create a policy.

 – Co-design a new process.

 – Identify and contribute to a local project to improve their neighbourhood alongside 
input from Clúid staff or consultants. 
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As a result of a tenant survey at St Joseph’s Court, several 
residents indicated that they would like to develop their 
digital skills. For digital novices, they wanted to learn 
how to use a computer, and for those more familiar with 
technology, to better make use of their phones, laptops 
and tablets. They wanted to be able to:

 » To stay in touch with the wider community and their 
family and friends

 » Keep up with news and access information online

 » Shop for food, clothes and other commodities online

 » Continue to enjoy their interests, hobbies and spiritual 
life through technology

In response to the resident feedback, Clúid staff repurposed 
a previously unused room on the third floor for use as a 
computer room. Staff applied for, and were granted, funding 
to purchase four laptops, whilst a printer was kindly donated. 

On behalf of the residents, the Clúid team approached an IT 
teacher who was employed by the Galway Rural Education 
and Training Board (GRETB) and who worked in the Elm Tree 
Centre which is located beside us. The lady put us in touch 
with her supervisor in the GRETB and the result was that she 
was seconded to St Joseph’s Court for one day per week for 
the academic year for one year. 

The residents shape the classes and determine which topics 
will be covered. Each lesson is tailored for the individual 
needs of the learner, and this changes regularly to align with 
their evolving personal development aims. 

The learners have embraced the challenge of  
technology and have upskilled with a wide variety  
of technologies including;

 » Mobile phones

 » Facebook and facetime

 » Email

 » WhatsApp

 » Zoom

 » Shopping

 » Using PayPal and banking online

Technology and social media have become a part of 
everyday life and the IT classes have been provided a vital 
role in supporting residents to increase their digital skills in 
order to stay connected with their family and friends and 
current affairs; it enabled them to reach out to each other 
and support each other during lockdown. Since its initiation, 
at least 9 residents have availed of the classes every week, 
either in the computer room or in the resident’s own home 
(providing they had a personal desktop computer).

For several years, Clúid applied to the GRETB on an annual 
basis to have the classes granted for a further year. A year ago, 
we were informed that, due to the success of the classes, the 
IT teacher has been made a permanent fixture in St Joseph’s 
Court. In addition, the GRETB were appropriately impressed 
with the success of the classes that they plan to roll similar IT 
services out to older groups on a national level. 

Case Study:   
St Joseph’s Court
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Training and Support
For residents who perform a strategic role by participating 
in some of the more involved activities, Clúid will provide 
on-going support, training and appropriate resources.  
To ensure Clúid facilitates the participation of as many 
residents as possible, we commit to:

 » The development of training and support for residents 
who volunteer to collaborate on projects and who lead 
resident engagement activities (NRAG, Community 
Connectors and so on).

 » Training offered to residents on interpreting 
performance data and information, to be able to 
confidently and impartially contribute their views.

 » As far as possible, recruitment to the formal groups will 
be representative of a range of service users, as well as 
the demographic and geographical spread of residents.

 » Evaluation of activities regularly to see if they are 
effective and benefiting residents and the organisation.

 » Need to ensure the sustainability of NRAG and CRAG - 
alternate members to maintain energy and ensure  
fresh voices.

 » Supplying downloadable assets and How To guides for 
establishing resident groups, community development 
ideas, community resources etc.

 » Creation of terms of reference for more involved 
activities which are co-created.

 » Paying expenses where a resident is out of pocket  
due to their attendance at a meeting Clúid called. 
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Clúid Committees and 
Board of Directors
Clúid’s Business Development Committee (BDC) has 
responsibility for evaluating and contributing to initiatives 
that enhance customer insight, engagement, and service. 
As such, the Resident Engagement Steering Group will 
keep the BDC abreast of resident engagement activities 
and outcomes e.g. ‘You Said, We Did’ updates. Where 
appropriate, the Audit and Risk Sub-Committee will receive 
updates e.g. in relation to resident input to internal audits 
and scrutiny. The BDC will also hear direct input from NRAG 
and CRAG, and create multiple ways to ensure the board 
can be involved.

The board is ultimately responsible for driving the  
“We’re All Clúid” mindset and listening culture.

 » They will demonstrate an openness to hearing and 
respect for resident views and opinions. 

 » Board members recognise the importance of hearing the 
resident voice regularly in their meetings and they will 
hold senior management to account in ensuring resident 
voice is heard where relevant. 

 » The board expects evidence of a broad spectrum of 
resident experience to influence decisions, especially 
policy and practice changes which will directly impact 
services residents will receive. 

 » There will be regular board dialogue with NRAG 
and CRAG including board planning days. Further 
mechanisms to achieving greater resident voice in  
the board room will be kept under review.

This will ensure that decision making is resident-influenced 
and regulatory and financial drivers are balanced with a clear 
understanding of interests of residents and communities. 
The overall authority lies with Clúid’s board and senior 
leadership team in respect of overall strategic objectives.
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Communication 
Methods

3.
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Frequent, compelling two-way communication 
is key to recruiting residents to participate, to 
keeping residents informed, and to developing 
the “We’re All Clúid” mindset that encourages 
feedback and engagement. 

Our communication strategy gives equal attention to 
mechanisms for residents to express their views and to listen 
to and respond to these. Clúid must be able to tell residents 
what has changed as a result of listening and ensure that 
this is widely publicised. Effective and varied communication 
will highlight to residents how to engage with us and their 
communities. In addition to promoting resident engagement 
generally, communications will focus on specific engagement 
opportunities (new service, process, activity and so on). 

Clúid uses a variety of communication methods and 
channels to engage residents and keep them informed. 

These include:

Direct Channels

 » Letters distributed by the Customer Contact Centre

 » Information leaflets

 » Phone calls

 » Home visits

 » Scheme Noticeboards

 » Resident Newsletter featuring resident news stories 

 » Direct interaction with the Resident Engagement Team, 
Housing Officers and Managers, Clúid Works Repairs 
Operatives, and the Customer Contact Centre

 » Complaints procedure

Digital Channels

 » Email

 » Text messaging service

 » Social media such as LinkedIn and Twitter to  
provide regular updates to residents, and respond, 
where appropriate, to queries and feedback  
supplied via these channels

 » Website and webchat

Resources

 » Resident handbook

Resident Feedback Loops 

 » Resident Newsletter

 » Surveys and focus groups 

 » Inward social media (residents to Clúid)

 » Input to service reviews

 » Complaints Process

 » Estate walkabouts

 » Resident Portal 

 » Informal chat with housing staff etc.
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Resident 
Engagement 
Strategy and 
Resources 

4.
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Resident Engagement 
Governance Structure

For resident engagement to be effective,  
Clúid’s governance structure needs to be 
aligned with Clúid’s direction. An engagement 
structure will create the right behaviours to 
enable us to listen to the resident voice and 
facilitate feedback loops throughout the 
organisation. 

The Resident Engagement Steering Group, led by the 
Resident Engagement Team, and made up of a board 
member, a cross section of senior leaders from different 
departments, and residents, will provide the direction to:

 » implement the strategy, and 

 » ensure the delivery of the Action Plan outputs  
(see page 25 and onwards). 

In future, the structure may be amended to incorporate 
the Regulator, the Housing Alliance and other Approved 
Housing Bodies (AHBs), Irish Council for Social Housing 
(ICSH) and other stakeholders as key external links. 

Figure 1.2 Resident Engagement Governance Structure

Clúid Board

Executive 
Team

Resident Engagement
Steering Group

Housing
Officers

Clúid Staff across all 
departments

Quality, Business 
Improvement & 

Customer Service

Chief Information 
Officer or Nominee

Heads of 
& Resident 
Champions

Resident 
Engagement

Team

BDC (&A&R)
Committees

NRAG  
& CRAG

Local 
Groups

Regional 
Groups

Resident 
Engagement 

Register

Scrutiny
Panels

Community 
Connector

Dotted line conveys 
opportunities for 
joint meetings, not a 
reporting structure
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How will we know if the 
strategy is working?
Compliance with the regulatory standards is our minimum 
aim. Clúid must be able to tell residents what has changed as 
a result of their input. Therefore, we will monitor and report 
on the impact of resident influence on both residents and the 
organisation. Areas we will evaluate and report on include:

 » The number and location of residents taking part in  
the menu of involvement and at what level.

 » Involved residents’ views and satisfaction will be  
tracked and analysed using the four-monthly resident 
satisfaction surveys.

 » The number of strategic, policy and process changes 
implemented. We will also investigate how to determine 
the benefits of these changes.

 » Improvements in service delivery as evidenced by 
satisfaction scores, reduction in failure demand and 
increases in Value for Money (VfM).

 » Tracking reduced costs and savings alongside  
non-financial outcomes and impacts.

 » Thriving neighbourhoods and communities as captured 
in the stories and examples of how local projects have 
transformed lives at local level shared by residents and 
the Resident Engagement Manager.

 » Analysing the information captured within the 
complaints process and sharing learnings or 
recommendations of areas for improvement  
or further investigation.

Is it working? 

We acknowledge that currently only a minority of residents 
are actively engaged. The aim of the menus in Section 2  
of this strategy is to build closer engagement without 
imposing major burdens on residents.

Implementing this strategy and building the “We’re All 
Clúid” culture will impact on every part of the organisation 
and underpin all other activities to achieve the objectives 
of Improving Our Services and subsequent corporate 
strategies. Clúid will be held to account by residents by:

Ensuring residents are enabled and empowered to monitor 
performance of strategies and regularly review objectives. 
That residents are aware of our performance and direction 
of the organisation and those who want to influence 
understand the ways that they can.

The Resident Engagement Steering Group will be 
responsible for overseeing all aspects of this strategy and 
ensuring it is being adhered to across all service areas.

Twice yearly meetings will be held with NRAG/CRAG and 
the Exec/Board to discuss influence successes and areas of 
challenges in resident engagement.

This strategy will be reviewed on an annual basis, with 
standard interim update reports at each BDC meeting.
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Action 
Plan

5.



Clúid Housing 
Resident Engagement Strategy & Action Plan 26

In this section, we list annual activities we carry out followed by the action plan for each of the three years of this strategy. 

Annually / Continuing Current Activity

Aim What Will We Do? Who is 
Responsible?

By When? Outcome

Understand current 
resident engagement 
performance and the 
important issues to 
different groups of 
residents

 » We will continue to  
conduct our resident 
satisfaction survey. 

 » We will ask and capture  
what resident priorities  
are and how residents  
want to be engaged

Chief 
Information 
Officer or 
nominee

3 times a year with 
tracking survey 

Once a year 
perception survey

To provide 
statistical 
information 
on resident 
participation

Understand how we are 
currently performing

 » Make the best use of 
existing data

 » Review feedback received, 
including complaints and 
compliments and social 
media comments

Quality, 
Business 
Improvement 
& Customer 
Service

Every 3 months Ensure we’re 
utilising current 
data to build plans 
from

Continuously 
improve our resident 
engagement activities

 » Review engagement 
opportunities and the staff 
and resident menus of 
involvement to ensure  
they are fit for purpose

Resident 
Engagement 
Steering Group

Once a year Better resident 
engagement across 
the organisation 

Below, we outline various activities we will carry out in each three-month period (quarter), assigning responsibility to the 
relevant individual or department.

Action Plan (Annually and Years 1-3)
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2022: Year 1 Action Plan

Aim What Will We Do? Who is 
Responsible?

By  
When?

Outcome

Establish a  
Steering Group 

 » Identify the most appropriate staff, 
residents and Board/Committee rep 
to spearhead resident engagement 
within and outside the organisation 

Chief Operations 
Officer’s senior 
team

Q1 Successful 
activation of the 
strategy

 » Agree the Terms of Reference (ToR) 
of the group which outline the 
purpose and remit of the group

Q2

 » Establish meeting schedule and 
reporting structure

Q2

 » Determine how long each option  
in the menu of involvement will take 
so people know what they’re signing 
up to:

Q3

 » Set out how we will measure our 
resident engagement measures in 
more detail

Q3

 » Determine how best to recognise 
people who are highly engaged  
with Clúid

Q4

Clarify how residents 
can become involved

 » Include current menu of involvement 
in the resident newsletter

Communication  
& Policy

Q2 Increase resident 
involvement 

 » Update digital version of the  
resident handbook

Resident 
Engagement 
Manager

Q4

 » Develop plan to drive recruitment 
to a comprehensive data protection-
compliant register of engaged 
residents, enabling residents to 
choose how engaged they wish  
to be

Q3

Develop NRAG  
and CRAG

 » Increase membership and resource 
shared projects

 » Evaluate their involvement and 
existing Terms of Reference with 
them to continually improve the 
relevance and efficiency of the group

Resident 
Engagement 
Manager

Q2 Meaningful work  
so people do not 
lose interest

 » Schedule meetings with the Board to 
outline key activities participated in 
during the year

Q4 Better 
understanding by 
the Board as to 
how and where 
NRAG and CRAG 
are involved

Develop feedback  
plan and format

 » Develop “You Said, We Did” report Communication  
& Policy

Q2 - Q4 Increase 
communication, 
provide feedback 
on progress of 
strategy.
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Aim What Will We Do? Who is 
Responsible?

By  
When?

Outcome

 » Share information as to what have  
we learnt from listening and what  
we have done with this

Q4

All staff to gain a  
better understanding  
of our residents

 » Include in relevant role descriptions  
the requirement to actively seek  
out and hear the resident voice

People  
& Culture

Q3 Enhance staff 
participation 
and appreciation 
of resident 
engagement

 » Highlight opportunities for specific 
functions to listen in on calls twice  
a year

Q3

Identify how and  
when residents will  
hear from us

 » Share the National Residents’ 
Advisory Group (NRAG) and Clann 
Residents’ Advisory Group (CRAG) 
areas of focus for the year, including 
clarification on what these groups are 
responsible for, their volunteer status 
and how to join

Communication  
& Policy

Q3 Open, transparent 
process

Develop process  
for listening to the 
resident voice

 » Establish process and parameters 
within which to seek the resident 
voice (how, when, to what extent)

Resident 
Engagement 
Manager

Q4 Clarity on how 
to activate the 
strategy

 » Challenge each department to  
come up with ways to incorporate  
the resident voice into their 
workplans and determine how  
they could provide: 

- Statement of potential  
impacts on residents

- Evidence of listening
- Evidence of responding
- Evidence of actual impacts  

on residents

Q4

Listen to the  
uninvolved residents

 » Identify those residents that are 
presently uninvolved to determine 
barriers, and understand need

Resident 
Engagement 
Manager

Q4 Better 
representation  
of a wider section 
of our residents

Listen effectively to 
quickly identify and 
respond to issues or 
concerns

 » Turn around data as soon as  
possible so it can be acted upon  
in a timely manner

 » Add general satisfaction measures 
from wider resident body on 
satisfaction with feeling ‘listened to 
and heard’ and NPS etc as a measure

Chief Information 
Officer or nominee

Q4 Improve our 
services

Develop a training 
programme for staff, 
board and residents  
to build a “We’re All 
Clúid” culture

 » Diversity & Inclusion training for all 
staff to be included in L&D plans

People & Culture Q4 Improve staff 
skillsets

 » “We’re All Clúid” cultural workshops 
to be developed for all staff board 
members and resident reps

Q4
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Aim What Will We Do? Who is 
Responsible?

By  
When?

Outcome

 » Plan on how to co-create (a) process 
reviews and (b) service reviews to 
ensure resident voice is a routine  
part of these processes.

Resident 
Engagement 
Manager

Q4

Embed the resident 
voice into policy and 
procedures

 » Add section to Clúid’s internal project 
charter and change management 
process to ensure resident input is 
sought where relevant

Chief Information 
Officer or nominee

Q4 Encourage staff 
participation

 » Build into Clúid’s project 
management checklists or similar for 
stakeholder engagement. Identify 
a policy to review as a trial and use 
learnings to develop process.

Q4
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2023: Year 2 Action Plan

Aim What Will We Do? Who is 
Responsible?

By 
When?

Outcome

Embed the resident 
voice into policy and 
procedures

 » Identify projects, processes, policies 
and procedures which impact on 
service delivery for residents to get 
involved in

 » Develop standard templates for 
resident engagement input to  
policy reviews to be tailored to  
fit specific reviews

Resident 
Engagement 
Steering Group 
with Chief 
Information Officer 
or nominee

Q1 Encourage staff 
participation

Clarify how and when 
staff can be involved in 
resident engagement

 » Share calendar of events with staff  
so they can plan their involvement

 » All new staff to visit a scheme,  
participate in neighbourhood  
walkabouts and/or listen to calls

Resident 
Engagement 
Steering Group

Q1 Encourage staff 
participation 

Understand levels 
of involvement for 
different resident 
groups

 » Contact a sample of residents across  
the various schemes who have not 
used the service to assess what they 
know of the engagement options 
currently available and why they  
are not involved.

Housing Officers 
and Clúid Works 
Operatives when 
on site

Q2 Increase awareness 
of resident 
participation 
options

 » Track engagement of Cost Rental 
residents with Clúid and identify what 
works and where additional focus 
may be required

Chief Information 
Officer or nominee

Q3 Improved and 
tailored messaging 
for specific 
audiences

Increase resident 
involvement

 » When a new scheme launches,  
a Welcome Pack will include the  
menu of involvement (see page X). 

Housing Services 
with input from 
Communication  
& Policy

Q2 Increase resident 
involvement 

 » 3 months in, a follow up 
communication would provide further 
information on opportunities and 
start dialogue with residents on how 
they would like to be engaged

Resident 
Engagement  
Team

Q3

Facilitate resident  
peer-to-peer 
collaboration 

 » Investigate hanging noticeboards  
in schemes

Resident 
Engagement 
Manager

Communication  
& Policy

Q4 Encourages 
empowerment and 
self-sufficiency

 » Establish Community Connectors  
to link residents together 

 » Online forum/message board to 
share ideas (mediated by Clúid) – 
photos, processes and so on with the 
best being converted into guides or 
toolkits

 » Update the website with Did You  
Know section to assist residents  
to access services

Q2
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Aim What Will We Do? Who is 
Responsible?

By 
When?

Outcome

Enable residents  
to have their  
voices heard

 » Produce a training plan for  
involved residents 

 » Provide tools and materials to  
enable resident engagement such  
as suggestion boxes on certain 
schemes or ‘digital’ suggestion  
boxes via email

Resident 
Engagement 
Manager with 
external experts

Q1 Better equipped 
and confident 
residents to 
participate at more 
involved levels

 » Establish the first Scrutiny Group to 
evaluate a service and identify where 
improvements could be made.

Q2

 » Regular slot on the BDC agenda to 
build relationship between residents 
and the most senior level

 » Investigate the potential route for 
electing resident members to panels 
and to the board

Q4

Increase staff 
involvement

 » Provide training on engagement 
processes for all staff as part of 
annual employee development 
programme 

 » Specific in-depth customer care and 
resident engagement training for 
front-line staff

 » Train Resident Champions to help 
identify when and how to hear the 
resident voice

 » Establish ‘Lessons Learned’ sessions 

Resident 
Engagement 
Manager with 
People & Culture

Q2 Better 
understanding 
of the impact of 
engaging resident

Effective resident 
communication to all 
stakeholders

 » Circulate a summary of the Resident 
Engagement Manager’s workplan  
for the year

 » Develop a comprehensive resident 
communications plan and calendar

Communication  
& Policy

Q2 Recognised as 
leaders in resident 
engagement  

 » Produce a resident focused annual  
report or publication to showcase 
activities and achievements

Q4

Share and incorporate 
best practices

 » Explore collaborative working with 
other landlords and organisations, 
possibly expanding to mixed tenure 
estates/neighbourhoods and local 
stakeholder engagement to enhance 
resident engagement across the 
neighbourhood 

Resident 
Engagement 
Manager with 
NRAG and CRAG

Q3 Clúid recognised as 
leaders and good 
neighbours in the 
area, regardless of 
social or private 
development
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2024: Year 3 Action Plan 

Aim What Will We Do? Who is 
Responsible?

By 
When?

Outcome

Achieve external 
accreditation for Clúid

 » Engage with the Supporting 
Communities Accreditation process 
for tenant participation

Resident 
Engagement 
Manager

Q1 Recognised as 
leaders in resident 
engagement 

Involve residents at 
higher levels on a  
wider range of topics

 » Establish results orientated  
“Task and Finish” groups which  
are focused on particular topics  
for a set period of time. 

These dedicated groups could include:

 » Digital: to help improve digital 
inclusion.

 » New Business Design and Quality: 
input on new build properties and 
regeneration projects 

 » Youth forum: led by, and for, 
residents under the age of 21 to 
tackle issues specific to them. 

Resident 
Engagement 
Steering Group

Q2 Residents have 
a role in a wider 
range of decision-
making processes

Understand levels 
of involvement for 
different resident 
groups

 » Evaluate whether any difference 
in levels of engagement between 
social and Cost Rental residents  
and determine if tailored approaches 
are required

Housing Officers 
and Clúid Works 
Operatives when 
on site

Q2 Improved and 
tailored messaging 
for specific 
audiences

Improve resident  
and staff relationships 
at all levels

 » Roadshows around the country with 
staff, Board member, Exec and Heads 
of function in attendance (minimum 
one senior rep at each one). Clúid 
would arrange transport (free-of-
charge) from our schemes for those 
who wanted to attend.

 » Facilitate individual and group 
networking meetings alongside  
usual presentations case studies  
and discussions

Resident 
Engagement 
Steering Group

Q3 Rapid sharing of 
learning between 
groups and staff in 
different regions
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Year 4 and beyond
There is an appetite from both staff and residents 
to facilitate resident leadership through an active 
presence on Clúid Board or Committees. 

The delivery of this strategy will build the capacity 
and capability across board, staff and residents to 
establish the best ways to make this a reality.

There is an appetite 
from both staff 
and residents to 
facilitate resident 
leadership through 
an active presence 
on Clúid Board or 
Committees.
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