
Residents’/stakeholder voice

It is important that residents know how they can influence the work 
and services provided. As an inclusive organisation, we encourage our 
residents to share their thoughts and views with us. The residents’  
charter assists us in monitoring how residents feel about us and the  
services provided. By hearing our residents, we can be confident that  
we are focussing on and improving services that are important to them. 
By being open and transparent, we can build trust and loyalty with  
our residents. 

We will continue to encourage residents to share their views with us.  
For our employees, regular opportunities are available to share their 
views openly and we use the Sunday Times survey and Investors in  
People reviews to obtain independent feedback.

For our stakeholders, we seek to build and create relationships  
that achieve positive outcomes, increasing brand awareness locally  
and nationally.

Bringing our strategy to life

We will focus our communications to four key groups – our residents,  
our employee, our partners/stakeholders and the wider general public. 
Promoting our ‘brand’ is linked to our culture and includes the image  
we portray, how staff interact and present themselves as well as our  
digital presence. By maintaining a strong brand presence locally, we  
can continue to build our reputation in line with our growth and 
development plans.

Communications strategy 2026/2031 
Our communications strategy supports the delivery of our corporate plan. We seek to 
provide excellent services to our residents and ensure that we are communicating with all  
our stakeholders in a timely way, providing the information they need via their preferred 
method. We recognise that our communications influence how others perceive the business; 
we want to embed a culture that positively supports our belief that we are a trusted and 
reliable landlord, employer and partner.

Relationships
• Sutton Housing Society (staff and 

representatives) will treat all residents  
with respect, responding promptly and 
professionally to all contacts.   

• Relationships between residents and the  
Society will be based on respect, openness, 
honesty, transparency and genuine resident  
involvement where residents views are  
listened to, valued and respected.

• Staff will be kind and personal and go  
the extra mile for residents

• Contractors will show their ID, be clean  
and tidy – in themselves and your home.

Communication
• Residents will receive clear, jargon free,  

accessible and timely information from the 
Society on the issues that matter to them.  
This will be in a variety of ways eg by letter, 
personal contact, through newsletters etc.  
This  includes important information about  
their homes and local community, legal matters, 
how the organisation is working to address 
problems, how it is run, and information about 
performance on key issues. 

• Residents will have access to report repairs  
and other emergencies 24/7.

• Residents will have access to meet staff in their 
homes, from our offices or via virtual means. 
Staff are also occasionally available outside  
of our normal 9–5 working. 

Voice and influence
• Views from residents will be sought and valued 

with information being used to inform decisions 
in respect of their homes and services. The 
Society will do this via a variety of means such  
as from resident groups (eg the Disability Forum, 
the contracts monitoring group and Housing 
Operations Committee – HOC), from focus 
groups, surveys, via the resident app etc.

• Every individual resident will feel listened to by 
the Society on the issues that matter to them 
and can speak without fear.

• Residents are welcome to become members  
of the Housing Operations Committee and  
via this, the Board.

• The Society will continue to use traditional forms 
of feedback such as surveys and telephone calls 
together with embracing more digital formats  
for feedback across the whole resident group.

Residents’ charter  
Our commitment to you



Our priorities (2026/2031)

Our main aims are to:
Our residents
•	 continue to develop our website and 

resident app;
•	 promote our work via social media and 

the resident app, encouraging take up 
for engagement events and activities;

•	 communicate with residents via 
their preferred contact methods;

•	 make available hard copies of our 
resident newsletter ‘Sutton Scoop’  
and our annual report;

•	 promote digital versions, issuing the 
newsletter routinely to those residents 
that prefer email communications.

 
Communicating with our employees
•	 hold quarterly whole team meetings;
•	 hold shared learning sessions,  

1:1 meetings and annual appraisals 
together with ad hoc away days to  
focus on particular projects/topics;

•	 participate in The Sunday Times best 
places to work surveys.

 
Working with the media
•	 produce informative articles to the  

local newspaper and national 
publications (on a semi-regular basis);

•	 enter relevant awards and accreditations 
that bring value to the organisation;

•	 promote and share our work on 
LinkedIn;

•	 contribute to journal articles;
•	 host sharing sessions at our new 

developments.

 
Monitoring the success of  
our communications strategy
•	 we will monitor and measure our 

communications through regular 
discussions at our senior management 
team meetings with communications 
introduced as standard agenda item;

•	 report regularly to the Board on all 
communications activity.

Sutton Housing Society Communications strategy 2026/2031

Sutton Housing Society

In our winter edition, we shared the 
fantastic news that we were recognised  
as a Sunday Times best places to work. 
There is more good news to share (some 
of you may already know) in November 
2024, Sutton Housing Society was named 
the UKs best older persons’ landlord. 
This is a national award and a huge 
achievement for our small organisation!
At our March 2025 board meeting, the 
board approved the budget, including 
our key priorities for 2025/2026. Our 
new objectives for the year, with a few to 
mention include holding a sustainability 
workshop for our contractors, 
continuing our development aspirations 
to build and modernise our homes, as 
well as undertaking our latest tenant 
satisfaction survey (TSM) over the 
summer. The budget, which incorporates 
our planned maintenance works for the 
year includes a ‘refresh’ of our extra 
care scheme at Cloverdale Court. The 
site has also been identified for future 
development through scheme extensions, 
although this is several years away.

Three of our small team are now on 
maternity leave, our congratulations go 
to Michelle Easton, Yasmin Taylor and 
Stacey Smither-Moore – we wish them 
and their new arrivals well. Michelle and 
Stacey joined Sutton Housing Society 
over 10 years ago as apprentices. 

To help us while they are on leave we 
have some ‘interims’ who have joined 
us, including some ‘old’ faces who have 
returned, who you may see around your 
scheme, if you do, please do say hello!

Over the coming year we plan to hold a 
board away day to review our 2022/2027 
corporate plan and values, to ensure 
these remains fit for purpose, together 
with our corporate strategies. Over 
the last year, we did receive more 
complaints than usual and we recognise 
that in some areas we can improve 
our communication – we held an all 
staff team training session late last year 
to discuss our communication both 
externally and internally.

To recognise all our Pat Shaw award 
winners over the years, we have added 
a winners board in Pat Shaw House 
reception. If you are in the office, do 
take a look, there will be some names 
you know who have won this good 
neighbour award over the years!
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Sutton Housing Society

We were delighted to be recognised  
for the second year running as a  
Sunday Times best places to work (2025). 
However, this year was even more special, 
as we were also named the best not for 
profit to work (small) – a significant 
achievement. 
To support this people award, we 
have been shortlisted for the (global) 
Investors in People awards – best small 
employer with the award ceremony 
taking place on 12 November 2025 
(after this newsletter has gone to print).

Congratulations to this year’s garden 
award winners, together with a special 
mention to Jack Sotiri from Nairn Court, 
who was winner of the annual Pat Shaw 
good neighbour award. Jack showed 
genuine kindness to his neighbour.

We welcome back Steve Smith, who 
returns as our Property Inspector – 
those of you who know Steve will see 
him around our schemes undertaking 
stock condition surveys to all our homes. 
This year we are starting an annual 
programme of inspections, that will be 
completed in phases over the next five 
years – please do help us with access. 
These inspections will support our work 
with the new decent home standard, 
which the government is currently 
consulting on.

We have experienced problems with 
lifts at some of our schemes. The lift at 
Trickett House is being replaced as part 

of the development works, however, 
with the support of the Board we are to 
replace the lifts at Old Brewery House 
(1) and Thomas House (2).

Trickett House has now started and 
will be completed in phases, the rear 
block will be followed by the front block 

– we are pleased to be working with 
Northvale Construction. To support this 
larger development scheme, we have 
submitted several smaller infill planning 
applications across our stock, which 
we hope to complete over the next few 
years to provide more affordable homes.

We are holding a Board away day later 
this year, where we will be looking at our 
purpose, ambition and values, as well as 
considering how older people’s housing 
may change over the years. Currently, 
we remain committed to housing over 
55s, with the age band reviewed  
every year.

Thank you to everyone who completed 
and returned their tenant satisfaction 
survey (TSM); we will share the results 
in the next edition of Sutton Scoop,  
and use any feedback to help us improve 
our services.
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