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1. Group Mission Statement    
 
The MHA vision and strategic objectives have been developed out of the 
Spectrum Housing Group Mission, Values and Vision, in response to local needs 
and priorities. The Golden Thread which runs through the Medina Plan originates 
in this Spectrum Group strategic framework. 
 
Spectrum Group Mission 
To be recognised and respected for providing quality homes and services. 
Empowering people, supporting active communities and building better futures. 
 
Spectrum Group Values 
�  Committed to quality 
�  Committed to equality 
�  Committed to partnership working 
�  Committed to growth 
�  Committed to staff 
 
Spectrum Group Corporate Objectives 
�  One organisation 
�  Tenants at the heart 
�  Working communities 

 
2. Medina Vision for 2014 

 
In its interpretation of the Spectrum strategic framework, MHA is committed first 
and foremost to its residents.  It is also fully committed to improving the 
neighbourhoods in which it works and contributing in partnership to the 
enhanced well-being and the development of a sustainable economic, social and 
environmental future for the Isle of Wight. 
 
The vision of MHA for 2014 is to be the best landlord possible with a solid 
reputation for providing quality homes and environments, delivering excellent 
services to residents and neighbourhoods, and providing increased choice and 
influence to residents.  Its established reputation will enable MHA to engage with 
the local authority as a recognised management agent of choice, thereby 
securing opportunities to increase the affordable housing stock of the Island in 
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conjunction with the Spectrum Housing Group and its development partnership. 
 
Working in partnership with residents and local stakeholders, MHA will aim to 
secure as an outcome what we call ‘Vibrant Neighbourhoods’  – cohesive 
environments in which people choose to live, work and play. 
 
Achievement of this vision will be measured by: 
�  Sustained levels of performance improvement in service delivery [e.g. 

level of QHS accreditation, STATUS % uplift in satisfaction, peer group 
positions, KPIs]. 

�  Homes and Neighbourhood improvement [e.g. DHS +, DNS %, social 
indicators]. 

�  Tenant involvement and influence [improvement in perceived levels of 
influence measured in STATUS, numbers of residents involved 
through the Menu of Involvement, impact assessment]. 

�  Increased social and economic opportunity [e.g. reducing benefit 
dependence, higher levels of residents in work, number undertaking 
training]. 

�  Increased contribution to provision of new affordable homes [e.g. % 
new affordable homes by SHG managed by MHA]. 

�  Effective engagement with local authority and other partners [e.g. 
leadership in single conversation, contribution to Housing Strategy, 
Island Plan and Island Strategic Partnership]. 

�  Value for Money – achieving targets in the Annual Efficiency Plan, 
benchmarked costs against peers [e.g. annual review of VfM strategy, 
review of Efficiency Plan, Housemark cost benchmarking]. 

�  Equality, Diversity and Inclusion – high satisfaction levels across all 
groups, impact assessments, feedback from Stakeholders Group [e.g. 
annual EDI Audit, Impact Assessment, Annual Resident Survey]. 

 
This vision will be delivered through six  core strategies that are described fully in 
their respective strategy documents where the detailed objectives for each 
strategy are also elaborated: 
�  Homes and Environment Strategy – quality homes 
�  Value for Money Strategy – quality services 
�  Resident Involvement  – empowering people 
�  Active Communities Strategy – active communities 
�  Sustainable Neighbourhoods Strategy – better futures 
�  EDI Plan – better futures 
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Each strategy has a strategic objective for 2009-14 which, combined, contribute 
to the achievement of the overall vision for this five-year plan.   
 
Annual action plans detail the objectives, targets and actions for the coming year 
and link to the annual budget.  Personal objectives are set in conjunction with the 
annual action plan and are extrapolated into Neighbourhood Action Plans, which 
reflects local needs and circumstances.  The Golden Thread, which begins with 
the Spectrum Group mission, values and vision, flows through the Medina 
Vision, the core strategies and annual action plans to personal objectives.  The 
Spectrum Continuous Improvement Policy ensures that the Golden Thread also 
runs through the review and report process to drive continuous improvement. 
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2.1 Our Core Strategic Objectives 
 

�  To contribute to the improvement of social and economic opportunity 
and inclusion 

�  To achieve high quality homes and neighbourhood environments 
�  To develop resident involvement mechanisms and initiatives which 

comply with the requirements of the Tenant Services Authority, meet 
residents’ needs and enable residents to exercise choice, influence 
and effective governance in the way in which MHA delivers services 
and develops plans for the future. 

�  To contribute to improved baseline social indicators as appropriate to 
each neighbourhood by 2014 

�  To contribute to MHA’s financial viability by ensuring the most 
productive use of resources through achieving cost-effectiveness and 
value for money 

�  To support and empower communities and individuals to achieve the 
quality of life to which they aspire irrespective of their personal 
characteristics, values or beliefs.  To promote harmony and awareness 
amongst residents, staff, contractors, partners and stakeholders to 
ensure that all who come into contact with MHA are valued, supported 
and respected.  

 

3. Introduction to the Resident Involvement Plan 
 
The Medina Housing Association (MHA) Involvement  Plan is a one year plan 
which lays out how MHA will work together with residents and other people with 
an interest in our homes and neighbourhoods. This Involvement Plan updates 
our 2008/2009 MHA Involvement Strategy which was called ‘Moving Forward, 
Shaping Communities and Giving Voice’. 
 
This Involvement Plan outlines how we will involve our residents, as they have 
the right to be consulted and informed about matters that affect them.  We will 
involve both residents and other partners in our business in an open way, and 
will make it as easy as possible for people to get involved when and how they 
want to. We will offer a range of ways for people to get involved as individuals or 
as part of a group, to make sure that there are equal rights to involvement for all.  
 
The purpose of this Plan is to make sure that Medina’s residents have every 
opportunity to meaningfully influence all of the Association’s activities: the 
planning, delivery and monitoring of each service, and the forward direction of 
the organisation as a whole.  We also want to encourage all our customers to 
become influential players in making positive differences within our 
neighbourhoods and communities in line with our over-arching Medina Plan. The 
Medina Plan covers all the things that we wish to achieve in the next five years.  
 
MHA actively supports the Housing Corporation’s Involvement Policy, People 
First – Delivering Change Through Involvement (May 2007).  The key principles 
outlined in this document were adopted by the Medina Board in 2007.  This 
Resident Involvement Plan forms part of our commitment to meet the detailed 
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requirements of housing associations laid out in this document.  
 
The Tenant Services Authority (TSA) set up in December 2008 will act as the 
new watchdog for housing association tenants. This new body will lead and 
direct the work of associations such as Medina, setting high standards to make 
sure that residents are receiving a good service from their landlord. This 
Resident Involvement Plan will be updated and adjusted in 12 months time to 
make sure that our plans to involve residents reflect the requirements of the 
TSA. 
 
At MHA, we believe that working with our residents and other partners will help 
us to deliver excellent services which are never standing still, but are always 
improving and offer good value for money.  Therefore we will continue to treat 
customer views and influence as a key part of our culture, and make sure that 
residents are at the heart of everything we do. 
 

4. Medina Housing Association fact file 
 

4.1 Who we are 
 
Medina Housing Association (MHA) was created in 1990 to take over the 
housing stock owned and managed by the former Medina Borough Council on 
the Isle of Wight (IW).   
 
Medina manages around 3,000 homes for rent and sale from two offices in 
Newport. 
 
Medina also has a base and depot for our Direct Labour Organisation (DLO) 
‘Maintenance Direct’ in Ryde.   
 
Medina owns a Foyer in Ryde, which is managed by a wholly owned subsidiary 
‘Foyer for the Island Limited’. This is a registered charity.  The Foyer has 45 
rooms and delivers housing and educational/employment services to young 
people between the ages of 16 and 25.  
 
Medina joined with the Western Challenge Housing Group in 2001, which 
became Spectrum Housing Group (SHG) following a merger with the Signpost 
Housing Group in 2007.   
 
Medina’s primary focus is to provide good quality, affordable homes for people in 
need.  As well as the Foyer for young people, Medina has 320 sheltered homes 
for older tenants. 
  
Medina operates in some of the most deprived areas of the IW, with towns such 
as Ryde and Newport featuring within the top 20% of multiply deprived 
neighbourhoods in England.  
 
Our Five Year Medina Plan lays out our plans to become the best possible 
landlord we can be in the next five years, and also includes details of how we will 
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work with key partners such as the IW Council, the Police and others to try to 
help with some wider community issues, such as increasing the number of 
affordable homes on the Island, tackling crime and helping people back into 
education, training and employment. 
 

5. Aims of the Resident Involvement Plan 
 
This Resident Involvement Plan recognises that not all residents wish to get 
involved in an active and formal way, and that tailored approaches must be 
provided to suit the particular needs and wishes of every customer.  We also 
appreciate that our residents have the right to choose not to be involved, but 
when they do get involved, it should be on their own terms. 
 
Through the Resident Involvement Statement included as part of this Plan 
(please see pages 17 - 33), we set out how we will continue to take positive 
action to introduce new ideas to involve people. We want to keep refreshing our 
approach, and find new and creative ways to improve how residents and other 
partners can influence and drive the quality of our services, policies and 
improvement plans.  Our Involvement Statement also shows how we intend to 
reduce or take away any barriers people have which stop them from being 
involved (Aim 1).  
 
We wish to use this Resident Involvement Plan as a way of building on some of 
the solid foundations that we have already put in place. It is also important that 
we include in this Plan details about how our customers are able to get the 
knowledge and skills they need to influence the business of the Association, and 
be able to work in an equal partnership with us (Aim 2). 
 
Finally, the Resident Involvement Statement sets out how we will work in 
partnership with residents, other partners and their representative organisations 
in order to: 
 
�  provide wider opportunities for people to be consulted and put forward their 

views (Aim 1); 
�  involve our customers in service reviews, business planning and continuous 

improvement to make sure Medina’s services continue to improve and 
provide value for money (Aim 3); 

�  provide people with the help and practical support they need to influence 
Medina’s decision making, scrutinise our decisions and plans, and monitor 
the Association’s arrangements to run the business; this is known as 
governance (Aim 4 ); 

�  provide money and other support to help residents and others to become key 
players at Medina, fully participating in the organisation and having a real and 
meaningful influence on how the business goes forward into the future (Aim 
4); 

�  work alongside residents to achieve the goals we have outlined in our five 
year Medina Plan (Aim 5).  
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An important part of this Plan is the action planning - the Resident Involvement 
Statement - as this outlines our aims to involve residents and others in the next 
12 months. The Involvement Statement is there because we want to make sure 
we deliver on our commitments and promises to you. 
 

6. Involvement - where we are now 
 
At MHA, we strongly believe that: 
 
�  involvement must be directed at a wide range of individuals and groups; 
�  involvement must be meaningfully carried out at all levels and in all parts of 

our organisation and services; 
�  residents should be involved in all of the decisions that affect their homes, 

rights and services; 
�  residents should have easy access to relevant information; 
�  residents should have access to training, other practical support and funding 

to allow them to participate fully; 
�  we have to be honest with our residents and other customers about what 

decisions can or cannot be made by them; 
�  we have to be transparent and open when involving customers, communicate 

regularly and provide timely feedback; 
�  we should always learn from each other; 
�  we should be creative about involving people in a way and to an extent that 

suits them. 
 

At Medina, we approach involvement as a ‘root and branch’ process, in that 
there are roles for staff at all levels in MHA to involve residents, not just for staff 
at one level or within a specialist unit.  We therefore use a range of formal 
systems such as residents’ groups and forums to influence all parts of our 
business.  We have also developed through our Menu of Involvement more 
informal systems where residents can get involved in a way that suits their 
lifestyle and matches the time they have available.  
 
We see involvement as a process aimed at shifting influence over decisions from 
us to our residents.  It is a power-sharing exercise where residents can gain 
knowledge and new skills through working with us.  We believe that involvement 
helps people take control over areas of their lives. 
 

6.1 Our current approach to involvement 
 
This includes: 
 
�  A Menu of Involvement, which lists a range of different opportunities that a 

resident can choose from to get involved, each one detailing the time 
commitment needed. 

�  A Menu of Involvement especially developed for residents living in our 
sheltered housing schemes. 

�  A customer satisfaction survey which we carry out every three years (this is 
called STATUS) - this helps us to know if we are improving. 



 Status   Approved  
 Document reference   RI370ST 
 Date document written/amended   300409  

 10 
� MHA Ltd  

 

�  An Annual Report to Residents which includes performance and finance 
information and case studies showing how Medina has made a real 
difference to the lives of people in our homes and neighbourhoods. 

�  A Tenants Consultative Committee (TCC) which has three places on the 
Medina Board, and is a formal part of the governance and decision-making 
structure of the Association. 

�  A number of local residents’ groups: training, information, advice and 
financial support are offered to members of these groups and to the TCC. 

�  A newsletter called Medina Housing News. Residents and other partners can 
write articles and features for this magazine which is produced quarterly 
using a resident editorial team. 

�  A website which Medina customers can contribute to and which gives access 
to information material and resident ‘self-service’ facilities such as reporting 
repairs and paying rent. 

�  An easy-read panel made up of residents and Medina staff who work 
together to make sure all our published information is clear and easy to 
understand. This group has created a ‘resident approved document crystal 
mark’. 

�  An annual resident involvement budget and staff in place to support and 
develop involvement. 

�  A method in place for translating documents and producing them in other 
formats such as on tape to meet the individual needs of our customers. 

�  A range of Customer Service Standards which set out the quality of service 
that residents can expect from us, and which allow us to act effectively on the 
feedback people give us on our services. 

�  An approach to involvement which recognises that we work with people from 
many different backgrounds and walks of life, and makes sure that all staff 
across Medina think about involving residents in the work that they do. 

�  Incentive schemes which help us say thank you to people for giving up their 
time to get involved in working with us. 

�  A complaints and compensation scheme which allows Medina to act 
effectively on the feedback residents give on our services, and put things 
right when they go wrong. 

�  A method in place to track and report on the cost of resident involvement 
activities and to measure the difference that has been made as a result of 
people working with us. 

�  A resource centre located within the Resident Involvement Unit which 
provides services such as printing, copying, internet and a library of useful 
information for the use of residents who are involved in working with us. 

�  A system of grants and other support for resident groups. 
�  The Housing Corporation’s Involvement Policy includes six basic building 

blocks for effective involvement. Medina’s current approach meets these 
building blocks, but further work will be completed in the next 12 months to 
improve our approach (please see the Resident Involvement Statement on 
pages 17 - 33): 

 
6.2 Basic Building Blocks 

 
1. People have equal opportunity to take part in involvement – Aim 8.   
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2. Associations develop a profile of residents in their homes and make a 
positive effort to meet their needs – Aim 8. 

3. Associations should provide accessible information and feedback – 
Aim 9. 

4. Develop a range of involvement methods – Menu of Involvement – Aim 1. 
5. Negotiate with residents and/or communities the terms of reference for 

involvement – Aim 4.  
6. Enable involvement through properly resourced training - Aim 4. 
 

7. Involvement - where we want to be 
 
At Medina we want to make sure that our residents are kept fully informed and 
are involved in all aspects of what we are doing and are planning to do.  We also 
want to make sure that they can be involved in the decisions that influence the 
Association, from day-to-day housing services to forward business planning.   
 
There are some important aims laid out in our Resident Involvement Statement 
(see pages 17 - 33) which will help us build on what we already have in place 
and improve our approach over the next 12 months. 
 
Medina Housing Association is part of a family of businesses which make up the 
Spectrum Housing Group. Medina became part of this group in 2007. Spectrum 
also includes some other housing associations, such as Western Challenge 
Housing Association, Signpost Housing Association and Signpost Care 
Partnerships. 
 
One of the key things we aim to do over the coming year is to develop a new 
Residents’ Group  which is made up of tenants from across all four housing 
associations in the group. This new Residents’ Group will scrutinise Spectrum’s 
Group-wide plans and policies, and will become involved in decision-making with 
the Spectrum Housing Group Board. Details of how we plan to develop this new 
resident involvement structure are outlined in the Resident Involvement 
Statement (Aim 6). 
 
Another ambitious aim we have for the next 12 months is to establish 
Neighbourhood Partnership Boards  in each of our three main housing areas – 
Newport and Rural; Ryde; and Cowes and East Cowes. These Boards will have 
a role in looking at local performance, working alongside Medina and other 
partners such as the Police to find solutions to local problems, and taking control 
of some decisions and budgets at local level. The Resident Involvement 
Statement gives more detail about this (Aim 7). 
 
To achieve these and our other aims for the coming year, we want to offer 
appropriate levels of involvement to all residents and engage a wide range of 
views. We want to hear from all genders, Black and Minority Ethnic groups, 
people of all ages, and from people with different types of sexual orientation, 
disability or impairment. MHA is committed to treating everyone’s views with the 
same respect, and not to discriminate between emerging residents’ groups and 
the more established ones. Our Resident Involvement Statement outlines how 
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we will take positive steps to achieve this (Aim 8). 
 
We also want to offer adequate, accessible and appropriate information to all of 
our service users, with residents themselves deciding what information they wish 
to receive (about performance for example), and how they wish to receive it.  
Medina will take steps to ensure that the information we are providing is up to 
date and delivered in an interesting and engaging way, tailored to the needs of 
individual residents.  We have included some targets for improving 
communication in the Resident Involvement Statement too (Aim 9). 

 
Medina is an organisation which is working towards being excellent, but to do 
this we need to keep in touch with what our residents want and value. 
 
A new element of quality and reality checking will be introduced in the next 
12 months using residents as our internal inspectors . This can be achieved 
through residents carrying out audits and other activities such as mystery 
shopping. It is hoped that the young people at our Foyer will be able to play a 
leading role in this. This ‘inspection team’ will receive training to enable them to 
offer thorough inspection of key parts of the housing service provided by Medina. 
They will check that they currently meet and will continue to meet the needs of 
residents. The Statement on pages 17 - 33 gives further details about this (Aim 
10). 
 
Finally, we want to make sure that all staff give feedback to residents on the 
extent of their influence and the impact that their involvement is having.  If no 
change is implemented as a result of resident involvement, MHA will inform 
residents about why this has not been possible.  The Resident Involvement 
Statement attached to this Plan talks about how we will do this, and how we will 
demonstrate to residents that they are really making a difference (Aim 11).  
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8. The Partnership that owns this Resident Involvem ent 
Plan 
 
We believe that Resident Involvement means everyone working together to 
enable Medina residents to influence the management and maintenance of their 
homes, neighbourhoods and services.  This means staff, residents, and 
decision-makers from the Medina Board working together towards common 
goals.  
 
We believe that our customers should have real influence over the decisions that 
are made about their homes, services, the Association’s policies, and the 
environment in which they live.  
 
An effective partnership must therefore include: 
 
Customers and other 
stakeholders  

Service provider Landlord 

All residents and service-
users living in our homes 
and/or receiving the services 
from Medina.  This includes 
leaseholders and shared-
owners.  
 
All residents who are not 
living in a Medina home but 
live within and have a stake 
in our neighbourhoods.  This 
includes private tenants and 
owner-occupiers. 
 
The Tenants Consultative 
Committee (TCC) 
 
Members of residents’ 
groups and involvement 
structures through our Menu 
of Involvement 

Medina staff dedicated to 
supporting resident 
involvement 
 
Medina staff providing the 
front line housing and 
supported housing 
services 
 
Medina staff managing 
service delivery and 
service improvements 
 
Medina Board members 
 
Medina Senior Managers  
 
Other organisations, 
agencies, partners and 
contractors working with 
Medina  

Medina Housing 
Association  
 
Spectrum 
Housing Group  
 
(Medina Housing 
Association is 
part of the family 
of businesses 
which form the 
Spectrum 
Housing Group) 

 
This is the partnership that owns this Resident Inv olvement Plan. 
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8.1 Ownership of the Resident Involvement Plan 
 
We recognise that in order to be effective, the content of the Resident 
Involvement Plan needs to be endorsed by all of the key parties involved.  To 
achieve this, we will: 
 
�  Consult with residents to ensure that the 2009/10 Resident Involvement Plan 

meets their needs and desires and reflects their views. 
�  Make sure that all Medina staff attend an in-house Resident Involvement 

training course which is always co-delivered with a resident representative, to 
ensure that they have an understanding of their role in delivering this Plan.   

�  Ensure that this Resident Involvement Plan helps to support our over-arching 
Medina Plan and other key strategies and improvement plans. 

�  Ensure that this Plan is endorsed by the Medina Board, Spectrum Housing 
Group Board and Medina’s senior management. 

 

 
 

9. Making it all work 
 
To deliver this Resident Involvement Plan, Medina’s specialist Resident 
Involvement Unit staff will support other staff across the Medina business by: 
 
�  Generating consultation to monitor and improve performance and the 

delivery of our services. 
�  Offering training and support to service teams to enable them to engage with 

customers appropriately and effectively. 
�  Supporting frontline staff and providing practical help, advice and support to 

ensure the smooth running of involvement activities. 
�  Providing reports on the cost, value and impact of involvement activities. 
�  Promoting good practice in involvement and practical help through training, 

attendance at team meetings, and a Resident Involvement Toolkit, Cultural 
Awareness Handbook and Consultation Guide written for Medina staff. 

�  Promoting and keeping up to date with good practice, and comparing 
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Medina’s performance and standards with similar organisations and the 
requirements of the Tenant Services Authority and their housing inspectors. 

 
The diagram below shows how the Resident Involvement Unit will work 
alongside and support other staff and groups across Medina: 
 
 
 
 
 

 
 
 

 
 

Resident 
Involvement 

Unit (RIU)  
 

Keeping an eye on  
Performance   
 

 The Medina Board (includes three 
resident members) 

 The Tenants Consultative Committee  
 MHA Management Team 
 Working in Neighbourhoods Group 

(includes resident places) 
 Neighbourhood Housing Groups 

(includes resident places) 
 

Scrutiny and checking Medina 
is performing well and is 
making the right decisions 
 
Scrutiny activities are carried out by; 

 The Tenants Consultative Committee  
 The Working in Neighbourhoods Group 
 The Neighbourhood Housing Groups  
 The Working in Neighbourhoods Group  
 Other Resident Involvement activities 

such as Neighbourhood Walkabouts 

Toolkits 
and Resources 

 The Resident 
Involvement Toolkit, 
Guide to Consultation, 
and Cultural Awareness 
Handbook act as 
reference guides for all 
staff to carry out 
effective resident 
involvement activity, 
such as carrying out a 
community consultation 
event. These guides are 
also available to 
resident groups and 
other involved residents. 

 There is also a 
Resource Centre and 
grants and other support 
for resident groups. 

Challenge 
 
Tenants 
Consultative 
Committee 
 
Other Resident 
Involvement 
structures 
 
Service Standards 
and Service 
Reviews 

Working with residents 
Neighbourhood Housing Managers, Officers 
and Assistants; Scheme Managers; Customer 
Service Officers; Caretakers; Foyer support 
staff; Maintenance staff; Welfare Benefit 
Advisers; Leasehold Services Officer; 
Communications and Information Officer 
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10. Support for Resident Involvement  
 
Medina provides a number of resources to support customer involvement and 
the formation of resident groups. Examples of the resources we provide include: 
 
�  specialist staff; 
�  access to meeting space; 
�  grant funding; 
�  access to resources, such as advice through the Tenant Participation 

Advisory Service (TPAS), and other national tenant  involvement services; 
�  access to training; 
�  access to a resource centre. 
 
As part of this Plan, Medina will take steps to provide opportunities for residents 
to have involvement in setting standards and levels of involvement resources 
throughout Medina. Details of how we will do this are outlined in the Resident 
Involvement Statement on pages 17 - 33. 
 

10.1 Training and support  
 
Medina’s approach to resident involvement is supported with training and 
development opportunities for both staff and customers.  
 
Medina provides an involvement course for staff across the Association. This 
course is compulsory for all staff and seeks to make sure that: 
 
1. all MHA staff understand, take responsibility for and promote customer 

involvement; 
2. a greater number of Association staff have an understanding of customer 

involvement, its benefits and how it fits into the standards that the Tenant 
Services Authority expects of us. 

 
Medina also offers training and capacity building opportunities to residents and 
Board members through a range of basic and intermediate training courses. 
Capacity building means enabling people to learn and strengthen the skills they 
need to benefit their own communities. 
 
These courses are free and are held in accessible locations with support for 
residents to attend such as payment of out of pocket expenses, help with 
transport and childcare.  The courses are also tested to ensure that all residents 
have equal access to the training, and that the training is providing value (such 
as enhanced skills) for the attendees.  The impact of these courses is also 
tested to establish if the new or enhanced skills that residents obtain through the 
training are having a positive impact on the quality of resident involvement. 
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10.2 Training courses 
 
These include: 
 
�  Introduction to Housing Associations and Resident Involvement 
�  Committee skills 
�  Communicating effectively in print 
�  Communication skills 
�  The Law and Anti-Social Behaviour 
�  Repairs and Maintenance 
�  Money Matters 
�  Equal Opportunities and Diversity 

 

 
 

11. The Importance of Equality and Diversity 
 
Medina actively strives to create an environment in which all individuals feel 
welcome as a whole person in their own right, and in which they feel treated with 
respect and fairness.  Within our approach to continuously improve as an 
organisation, we will also actively strive to treat people as they would wish to be 
treated. 
 
Medina will not tolerate and will challenge acts of discrimination, harassment, 
bullying or any other oppressive treatments arising within our activities.  
Discrimination can arise from many factors.  Some of these relate to ethnicity, 
nationality, religious beliefs, political beliefs, gender, gender reassignment, 
sexual orientation, HIV or AIDS status, age, disability, health or drug-related 
problems.  Other factors are married or civil partnership, family circumstances, 
caring responsibilities, working patterns, employment patterns, geographical 
area, social class, income level, Trade Union activity or non-Trade Union activity, 
or any unrelated criminal offence.  There can be many other factors that are not 
included above. 
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In everything we do at Medina, we want to ensure that discrimination or unfair 
treatment does not occur because of someone’s status, background or social 
disadvantage.  We aim to treat everyone according to their needs, and to give 
everyone an equal opportunity to influence the way we operate and the services 
we provide. Therefore there is an aim in the Resident Involvement Statement 
(pages 17 – 33) to ensure that year-on-year Medina works to include all of our 
customers in involvement activities, and takes positive steps to reduce or remove 
any barriers there might be which could stop them getting involved. 
 

11.1 Statement of Commitment 
 
Medina and the Spectrum Housing Group are committed to our Equality, 
Diversity and Inclusion Policy being upheld as a core organisational value.  
 
The Board and Management Teams work to ensure that all staff understand the 
principles of equality and diversity, and how they form an important part of all job 
roles and Medina activities. We are committed to challenging all forms of 
discrimination and disadvantage.  
 
We are keen to welcome the ‘whole person’ into our services.  Basically, it’s ok 
to be different, and Medina expects staff and partners to adjust the way we 
deliver our services to take reasonable account of individual difference.  
 
Every year we collect and update the information we have about our residents 
(age, gender, disability, ethnicity, sexual orientation and religion or belief). This is 
very important to us as it helps us to reasonably shape our services in response 
to identified needs and expectations.  Raising awareness amongst our residents 
of why we collect and then sensitively use this information to shape our services 
is another key priority for us at Medina. 
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12. Resident Involvement Statement April 2009 - Mar ch 2010 
 

12.1 Aim 1:  Providing new and wider opportunities for involvement 
 
Aim: To provide wider opportunities for people to b e consulted in new and 

creative ways, and reduce or eliminate barriers to involvement.  
 
 

Timescale Action 1  To ensure all Medina staff and Board 
members understand and actively 
promote resident involvement in all of 
Medina’s activities. 

 

Who is 
responsible? 

·  Resident Involvement Unit (RIU)  
·  Lead Management Team member – 

Yasmin White (Resident Involvement) 

 

Key tasks To continue roll out of staff and Board 
member training on Resident Involvement.  

Ongoing 
through 
2009/2010 

 To provide a Resident Involvement Toolkit, 
Consultation Guide and Cultural 
Awareness Handbook to all staff and 
Board members. 

By April 09 

 To make sure that all Neighbourhood 
Housing Officers and all frontline staff 
continue to actively promote the Menu of 
Involvement, using the Menu, Medina 
Welcome Card and Involvement Wheel. 

Ongoing 
through 
2009/2010 
 

 
Timescale Action 2 To carry out a series of Focus Groups 

with Medina residents eg Fish, Chips 
and Focus on Resident Involvement. 

 

Who is 
responsible? 

·  Resident Involvement Unit (RIU)  
·  Lead Management Team member – 

Yasmin White (Resident Involvement) 

 

Key tasks To act on residents’ feedback and ideas 
from the Focus Groups. Introduce new 
resident involvement activities and develop 
plans to reduce any barriers that residents 
identify which may stop people getting 
involved. 

By July 2009 
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Timescale Action 3 To develop a Sheltered Menu of 
Involvement in order to develop new 
and creative opportunities for residents, 
both individually and in groups in our 
sheltered housing schemes, to 
participate in consultation and 
involvement with Medina. 

 

Who is 
responsible? 

·  Resident Involvement Unit (RIU)  
·  Lead Management Team member - 

Yasmin White (Resident Involvement) 

 

Key tasks To consult the draft Menu with staff and 
residents involved in the review of Medina’s 
sheltered housing and the resident-led 
Easy Read Panel. 
To send the draft Menu for comment to the 
Tenant Participation Advisory Service (a 
national organisation which advises on 
best practice in resident involvement). 

By May 2009 
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12.2 Aim 2:  Building residents’ knowledge and skil ls for involvement  
 
Aim: To help our residents gain the knowledge and s kills they need to influence 

the business of the association and be able to work  in an equal partnership 
with us. 

 
 

Timescale Action 1  To continue to roll out a comprehensive 
training programme for residents, Board 
members and potential Board members. 

Who is 
responsible? 

·  Lead Management Team member – 
Yasmin White (Resident Involvement) 

 

Key tasks To explore the possibility of a joint 
programme with South Wight and Vectis 
Housing Associations to achieve greater 
value for money from the training 
programme. 

By July 2009 

 To sponsor a number of tenant 
representatives to undertake a formal 
Housing qualification. 
The Resident Involvement Unit will support 
students by offering help with travel, 
childcare and other expenses, and by 
providing access to the Resident 
Involvement Unit’s resource centre which 
provides access to photocopying, internet, 
desktop publishing and resource library.  
The Resident Involvement Manager has 
been trained as a professional mentor, and 
will provide coaching and mentoring 
support to the residents undertaking a 
course.   

By July 2009 
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12.3 Aim 3:  Service Reviews, Improvement and Value  for Money 
 
Aim: Medina will work with residents and other part ners to set challenging 

service standards, improvement and business plans t hat meet the needs of 
our residents.  
 

 
Time
scale  

Action 1  To make sure that Resident Involvement 
is included as a core part of the process 
in carrying out the programme of service 
reviews agreed with Medina residents. 

Who is 
responsible? 

·  Resident Involvement Unit (RIU)  
·  All Medina Management Team 

 

Key tasks  To make sure that all Medina Managers 
recruit residents to fully participate in 
scheduled service reviews, and offer the 
necessary training and support to enable the 
residents to fully play their part in the process. 

Ongoing 
through 
2008/2009 

 
Timescale Action 2 To make sure that all resident information and 

communication material we produce as a 
result of service reviews – such as new 
service standards - is accurate, timely and 
accessible. To make sure that residents are 
fully involved in the production, design and 
content of this information. 

Ongoing 
through 
2008/2009 

Who is 
responsible? 

·  Resident Involvement Unit (RIU)  
·  Lead Management Team member – 

Yasmin White (Resident Involvement) 

 

Key tasks To continue to recruit residents and other 
partners to the Medina Easy Read Panel to 
enable more residents to influence the 
content, layout and quality of all MHA 
literature and publicity. 

Ongoing 
through 
2008/2009 

 To make sure that all literature is ‘quality 
tested’ by residents in order to receive a 
resident quality mark – ‘Resident Approved 
Document’.  

Ongoing 
through 
2008/2009 

 
Timescale Action 3 

 
To make sure that consultation methods for 
our leaseholders are reviewed regularly to 
make sure that they are working and that they 
meet the needs of this group of customers. 
To make sure that leaseholders are able to 
fully participate in service reviews, continuous 
improvement and value for money activities. 

Ongoing 
through 
2008/2009 
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12.4 Aim 4: Help and support for involvement  
 

Aim: To provide people with the help and practical support they need to influence 
Medina’s decision making, scrutinise our decisions and plans, and monitor 
the Association’s arrangements to run the business.   

  
 

Timescale  Action 1 Medina will continue to provide a range of support 
and resources to enable residents to get involved.  

Who is 
responsible
? 

·  Resident Involvement Unit 
·  Lead Management Team member – Yasmin 

White (Resident Involvement) 

 

Key tasks Medina will continue to : 
·  use accessible venues for involvement and 

consultation activities and meetings 
·  make training available and meet training 

costs  
·  provide information in a range of different 

formats and community languages (on 
request) 

·  develop policies and procedures and 
initiatives which assist and encourage the 
involvement of traditionally difficult to reach 
groups 

·  positively apply the Spectrum Housing 
Group Equality, Diversity and Inclusion 
Strategy and associated action plans 

·  provide grants for residents’ groups 
·  provide childcare and transport costs 
·  reimburse any residents’ expenses resulting 

from being involved  
·  provide access to our resource centre and to 

specialist help and advice from Resident 
Involvement Unit staff 

·  make available a Resident Involvement 
Toolkit, Consultation Guide and Cultural 
Awareness Handbook to all involved 
residents. 

Ongoing 
through 
2008/2009 
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Timescale Action 2 Medina will take steps to provide opportunities for 
residents to have involvement in setting standards 
and levels of involvement resources. 

 

Who is 
responsible
? 

·  Resident Involvement Unit 
·  Lead Management Team member – Yasmin 

White (Resident Involvement) 

 

Key tasks Resources for Resident involvement will be 
explored with customers as part of the Resident 
Involvement Service Review. 

By June 
2009 

 
Timescale Action 3 Additional resources to deliver resident training will 

be explored.  
Who is 
responsible
? 

·  Resident Involvement Unit 
·  Lead Management Team member – Yasmin 

White (Resident Involvement) 

 

Key tasks The Resident Involvement Unit will explore the 
possibility of developing a joint tenant training 
programme in partnership with other Island 
Housing Associations to achieve significant cost 
savings and/or quality improvements through 
partnership.   

By July 
2009 
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12.5 Aim 5: The Medina Plan 
 

Aim: MHA will work with residents and other partner s to achieve the goals we 
have outlined in our five year Medina Plan.  
 

 
Timescale Action 1 To provide residents with opportunities to work 

with Medina to achieve the goals laid out in the 
Medina Plan. 

 

Who is 
responsible
? 

·  All Medina Staff 
·  Other partners  
·  Lead Management Team member – 

Martyn Pearl – Managing Director 

 

Key tasks Medina staff will involve residents and other 
partners to undertake and develop a sequence 
of neighbourhood audits to achieve a ‘Decent 
Neighbourhood Standard’ in addition to Decent 
Homes.  
Key actions and targets arising from the audits 
will be agreed with residents living in these 
neighbourhoods and will form the basis of 
Neighbourhood Action Plans. With residents 
and other partners, the Action Plans will be   
negotiated, agreed and monitored through the 
Working In Neighbourhoods Group and 
Neighbourhood Housing Groups. These bodies 
will eventually develop into area-based 
Neighbourhood Partnership Boards. 

Ongoing 
though 
2009/2010 
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12.6 Aim 6:  The Spectrum Residents’ Group 
 
Aim: To develop a new Residents’ Group which is mad e up of tenants from 

across all four housing associations in the Spectru m Housing Group. This 
new residents’ group will scrutinise Spectrum’s Gro up-wide plans and 
policies, and will become involved in decision-maki ng with the Spectrum 
Housing Group Board.  

  
  

Timescale Action 1 Following the merger to become part of the 
Spectrum Housing Group family, Medina 
wishes to work with staff and residents 
across the Group to develop a best practice 
approach to Resident Involvement. We 
want to make sure that there are 
opportunities for Medina residents to 
engage with the Spectrum Group Board on 
Group-wide business issues. The joint 
resident conference held across the Group 
in March 2008 identified that a Group-wide 
Involvement Policy be adopted, and arising 
from this a Group-wide Spectrum 
Residents’ Group be formed.  

By June 2009 

Who is 
responsible? 

·  Resident Involvement Unit 
·  Lead Management Team member – 

Yasmin White  (Resident Involvement) 
·  Martyn Pearl – Managing Director 

 

Key tasks Agree role and terms of reference, codes of 
conduct etc.  
Recruit Medina residents and a member of 
the Medina Tenants Consultative 
Committee to serve on the Spectrum 
Residents’ Group. 
Hold an information session and induction 
event for new members of the Spectrum 
Residents’ Group. 

By June 2009 
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12.7 Aim 7:  Neighbourhood Partnership Boards  
 

Aim: To establish Neighbourhood Partnership Boards in each of our three main 
housing areas – Newport and Rural; Ryde; and Cowes and East Cowes. 
These boards will have a role in looking at local p erformance, working 
alongside Medina and other partners such as the Pol ice to find solutions to 
local problems, and taking control of some decision s and budgets at local 
level. 

 

 
Timescale  Action 1  Resident Involvement Unit to undertake 

work with key partners, agencies and 
communities to develop Neighbourhood 
Partnership Boards as a key tool to deliver 
the goals in the Medina Plan. 

Ongoing through 
2009/2010 

Who is 
responsible? 

·  Lead Management Team member 
– Yasmin White (Resident 
Involvement) 

 

Key tasks  To develop a framework for membership, 
role and remit, managing area budgets 
and decision-making for the 
Neighbourhood Partnership Boards.  

By December 
2009. 
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12.8 Aim 8:  Equal Opportunity in involvement  
 
Aim: To engage a wide range of views. We want to he ar from all genders, Black 

and Minority Ethnic groups, people of all ages and people with different 
types of sexual orientation, disability or impairme nt. MHA is committed to 
treating everyone’s views with the same respect.  
 

 
Timescale Action 1 Medina wants to make sure that people 

have equal opportunities to take part in 
involvement, and will take active steps to 
engage with under-represented and 
vulnerable groups.  Medina will take 
positive steps to change its involvement 
approach and processes to remove any 
identified barriers to involvement. 

 

Who is 
responsible? 

·  Resident Involvement Unit (RIU) 
·  Lead Management Team member 

– Yasmin White (Resident 
Involvement) 

 

Key tasks RIU will carry out an involvement 
campaign and will make contact with 
under-represented groups through the Isle 
of Wight voluntary sector and community 
groups. RIU will regularly contact/liaise 
with minority and special interest groups to 
determine the type and level of 
involvement that is of interest, and make 
the relevant participation opportunities 
available. 

By September 
2009 

 Medina will continue to develop a profile of 
residents in their homes and make 
positive effort to develop ‘market 
intelligence’ on their needs and wishes – a 
resident profiling exercise. This will help to 
identify which sections of our communities 
are not currently engaging with the 
Association.  The results of this exercise 
will be monitored, and new and existing 
resident involvement plans will be 
adjusted to address gaps and any action 
points identified. 

Ongoing through 
2009/2010 
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Timescale Action 2 Young people  
 

Who is 
responsible?  

·  Resident Involvement Unit 
·  Lead Management Team member – 

Yasmin White (Resident Involvement) 

 

Key tasks To engage with schools and colleges and 
individual young people to ensure that they 
are aware of the opportunities for 
involvement/participation. 
Options for vulnerable and traditionally 
difficult to reach groups are included in the 
MHA Menu of Involvement, and new 
options will be included to meet any new or 
identified needs of young people as a result 
of engagement exercises. 

By December 
2009 
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12.9 Aim 9:  Resident involvement and monitoring Me dina’s performance  
 
Aim: To offer adequate, accessible and appropriate information to all our service 

users, with residents themselves deciding what info rmation they wish to 
receive such as performance information. 

  
 

Timescale  Action 1 Identifying with residents and other partners 
what matters most in terms of reporting on 
Medina’s performance. 

By July 
2009 

Who is 
responsible? 

·  Resident Involvement Unit (RIU) 
·  Lead Management Team member – 

Yasmin White  (Resident Involvement) 
·  Rob Moore (Policy and Performance) 

 

Key tasks Medina will provide open, accessible 
information and feedback on our 
performance, and how our performance 
compares with our peers. We will also report 
on how we intend to take improving action, 
and how resident feedback has been used to 
identify what needs to change.  We will also 
feedback on compliments and complaints we 
have received and lessons learnt. 
The Resident Involvement Unit will discuss 
and negotiate with residents how they would 
like this information improved from what they 
currently receive and how we can ‘measure 
what matters most’.  
The dialogue will also look at areas such as 
how information is presented, with what 
frequency, and where residents would find 
this information most accessible – for 
example in the residents’ magazine and 
through the MHA website.  

By July 2009 
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12.10 Aim 10:  Resident Inspectors 
 
Aim: MHA will introduce this new element of quality  and reality checking through 

new resident inspection activities.  
 

 
Timescale  Action 1  Medina residents will be trained and 

supported to carry out audits and other 
activities such as mystery shopping. This 
‘inspection team’ will offer thorough 
inspection of key parts of the housing 
service, to check that they currently meet 
and will continue to meet residents’ needs. 

Ongoing 
through 
2009/2010 

Who is 
responsible?  

·  Resident Involvement Unit (RIU) 
·  Medina Management Team   
·  Lead Management Team member – 

Yasmin White (Resident Involvement) 

 

Key tasks Briefing session to be carried out with the 
Medina Management Team to identify 
where resident inspection techniques could 
be used to check the quality of the service. 
Programme of inspection activity to be 
drawn up to include an assessment of the 
resources needed and training needs.  
Residents to be recruited to carry out 
inspection activity and given relevant 
training. 
Inspection programme to be carried out with 
results reported to the Medina Board and 
Management Team, and recommendations 
used to improve the service. 

By March 2010 
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12.11 Aim 11:  Measuring the difference that involv ement has made  
 
Aim: To give feedback to residents about the extent  of their influence and the 

impact that their involvement is having.    
 

 
Timescale  Action 1  Consider with residents and communities the 

value for money of involvement activities and 
the added value that involvement creates. 

Ongoing through 
2009/2010 

Who is 
responsible
? 

·  MHA Resident Involvement Unit and all 
MHA staff 

·  Lead Management Team member – 
Yasmin White (Resident Involvement) 

 

Key tasks Continue to report on how on residents have had 
an impact on decisions, changes/ improvements to 
service delivery, and policy and priorities of the 
business in Medina Housing News, other 
publications and on the MHA website.  
The impact of Resident Involvement will be 
monitored by the TCC and the Working in 
Neighbourhoods Group which comprises 
residents, Medina staff and managers.  
A programme of service reviews has been agreed 
with residents for the next three years. This rolling 
programme will involve a full value for money 
review of each housing service, and residents will 
be involved in project groups and in overseeing 
and evaluating the entire review process. Service 
reviews will also be monitored to determine the 
level of resident influence and impact on the 
process and the resulting recommendations.  

Ongoing through 
2009/2010 

 
Timescale  Action 2  Medina will develop a joint approach to measure 

the difference that resident involvement has 
made with other Housing Associations in the 
Spectrum Housing Group.  

By July 2009 

Who is 
responsible
? 

·  Resident Involvement Unit (RIU) 
·  Lead Management Team member – 

Yasmin White (Resident Involvement) 

 

Key tasks This information will be used to compare how 
successful resident involvement is across the 
Group, how much it costs and where 
involvement needs to improve. This Group-wide 
Impact Assessment process will be monitored 
by the Spectrum Residents’ Group – see Aim 6. 
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12.11.1 Monitoring and Outcomes 
 
Customer involvement is an ongoing and growing process that will lead to 
benefits for Medina as a landlord, our residents, other partners and local 
neighbourhoods and communities.  Monitoring and measuring the success of 
involvement is vital to assess whether agreed aims have been met, to recognise 
what is working well and what is not so effective, and to adapt involvement 
structures to meet changing needs and priorities. 
 
Monitoring allows Medina and our residents to measure the effectiveness of 
Resident Involvement plans as they develop and grow and as things change 
over time.  
 
Therefore, we will continue to use the Medina Board, Medina’s Management 
Team and the Tenants Consultative Committee as key groups to monitor the 
progress and the action points that have arisen from this Resident Involvement 
Plan and Statement.  We will also report to the Working In Neighbourhoods 
Group and Neighbourhood Housing Groups, and will report to residents on a 
regular basis through our Medina Housing News quarterly magazine.  

 
12.11.2 The Annual Review Plan 

 
In March 2010, MHA will produce an Impact Assessment which measures and 
records how well we have met the aims of this Resident Involvement Plan and 
Statement, and what influence customers have had on business and service 
improvements.  The annual Impact Assessment will also give an outline of the 
priorities and aims that are likely to be included in the 2010/2011 Involvement 
Plan. 
 
The evaluation of resident involvement can be complex, as many outcomes 
cannot be measured in terms of numbers or finance.  Also some outcomes do 
not show themselves immediately, but take place over time.  Therefore the 
views, opinions and perceptions of staff and customers all need to be taken into 
account to assess the level of influence residents have had, and whether this 
has resulted in an improvement in service at Medina over 2009/2010. 
 
 


