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PARTICIPATE
@CBH

CBH is committed to working 
in partnership to build strong 
communities. We do this by 
making sure you have as many 
opportunities as possible to let 
us know your views on CBH, 
the services we provide and the 
neighbourhoods we manage.

Our menu of opportunities offers a 
level of involvement that suits all. 
You may wish to get involved from 
the comfort of your own home or 
come along to a meeting, involve 
yourself in a community event 
or even become a member of a 
CBH working group or Residents’ 
Association.

With the benefit of your involvement 
we aim to increase your level 
of satisfaction with your home, 
neighbourhood and the services 
we provide for you. We will do this 
by listening carefully to what you 
tell us and feeding back to you the 
actions we have taken as a result of 
your valuable input.

We will provide feedback to all 
our customers on our involvement 
activities through our annual 
Customer Involvement Impact 
Report. 

Through listening, responding and 
feeding back to you, we hope to 
build a good, sold relationship with 
you, one that is built on our core 
vision and key objective of “putting 
our customers at the heart of what 
we do”.

This booklet sets out a range of 
ways you can be involved with CBH 
and your community. Simply take 
your pick from the information on 
the following pages. 
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COMMUNITY
INVOLVEMENT

Innovate Form (at home)

The CBH Innovate form helps us 
identify customers who want to play a 
greater role in working with CBH and 
the community. Personal data is also 
collected to update our records.  We 
are then able to tailor our services, for 
example how we communicate with you 
and how we respond accordingly.

100 Club (at home)

This is a panel of over 100 registered 
customers who take part in a postal 
survey four times per year to give us 
their views on CBH and our services. 

E-100 Club (at home)

Email surveys are an excellent way for 
you to provide us with your feedback 
and views on services CBH provide from 
the comfort of your own home. These 
surveys are sent out four times per year 
via Email and are available to download 
and complete from CBH webpage.  
www.cheltborohomes.org

Repairs Satisfaction Survey 
(at home)

Satisfaction reply slips are sent out 
to your home with confirmation of 
completion for your repair request.  We 
monitor all your comments and use 
your feedback information to improve 
our services and our customer promise. 
Satisfaction is monitored by the 
Responsive Repairs Working Group.

Anti Social Behaviour 
Questionnaire (at home)

These are questionnaires sent out to all 
customers following the closure of any 
ASB case. Your feedback helps us to 
monitor your satisfaction in the way we 
deal with anti social behaviour.

Phone Survey (at home)

We carry out a random selection of 
phone based surveys for a range of CBH 
service areas which include Reponsive 
Repairs, Housing Revenue, Anti Social 
Behavior and new tenancies. This is 
to ensure we continue to recevie your 
views to help us improve our services.

This is how you can influence the services we provide and the decisions 
we make plus you can learn new skills and meet new people. We have 
a variety of options for involvement with CBH and aim to attract a 
diverse range of people.
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Customer Auditors, Mystery 
Shopping (at home)

Mystery shopping is a form of market 
rearch where individuals are trained to 
observe, experience and evaluate the 
full range of CBH services. Effective 
mystery shopping leads to benefits all 
round  - for you our customer, CBH and 
staff. Mystery shoppers act out a typical 
‘customer experience’ via phone calls, 
visits, observations, letters and emails.

CBH Communication (at home)

We publish three editions of the CBH 
News every year and quarterly editions 
of the Neighbourhood News for all our 
customers.  Information is also available 
on our website.

Board Membership 
(at a meeting)

Each year we hold election for tenants 
who want to sit on the Board of CBH.  
Tenants who meet the qualifying criteria 
can be elected to represent the interests 
of all CBC tenants and leaseholders 
in the borough.  This rewarding 
role is voluntary and unpaid though 
expenses are met. Board members sit 
on committees, for example, operations 
committee.

Annual Conference 
(at a meeting)

Every year we have at least one 
Conference where we hold workshops 
and exchange ideas and information 
with customers on a wide range of 
issues.  This is an opportunity for you to 
influence investment plans and service 
decisions for the year ahead.

CBH Neighbourhood Meetings 
(at a meeting)

Six meetings across the borough and 
all CBC tenants and leaseholders are 
invited to attend.  We discuss local 
issues and report on our performance.  
The meetings are held every three 
months.

Working Groups (at a meeting)

Regular meetings with CBH staff 
to discuss, develop and monitor a 
particular service, for example repairs.  
Working Group members also shadow 
staff, attend training, hold open 
days and carry out inspections.  A
regular report on the activities and 
achievements of each working group 
is submitted to CBH Operations 
Committee. 

Focus Groups (at a meeting)

Groups of 10 – 12 people who meet 
once or twice to give their views on a 
particular subject.  Recent focus groups 
have been used to capture views on 
our approach to anti-social behaviour, 
arrears, grounds maintenance, the 
Better Homes programme and the new 
Tenants’ Handbook.

Leaseholder involvement 
(at a meeting)

The Leaseholders’ Forum meets every 
two months to look at leaseholder 
issues.  CBH provides both practical 
support and an annual grant.  Senior 
CBH and CBC staff hold regular 
Leaseholder Liaison meetings with 
committee members for in-depth 
discussions on leaseholder issues.
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Sheltered Housing Involvement 
(at a meeting)

This includes being a Scheme 
representative, attending our quarterly 
Sheltered Housing Forum meetings or 
being on the committee of the Sheltered 
Housing Association

Neighbourhood Services Liaison 
Meetings (at a meeting)

Customer representatives are invited 
to regular meetings with senior 
Neighbourhood Services staff.  
Representatives share their views on 
their neighbourhood and our services 
and find out more about our plans to 
improve. 

Environmental Improvement 
Programme (at a meeting)

A share of £60,000 is available 
to all tenants and leaseholders of 
CBC to provide customer led, local 
environmental improvements. All 
schemes must benefit the community.  
Bids are prioritised by the EIP Working 
Group who also monitors progress with 
the work.

Street, Scheme and Block 
representatives 
(in your neighbourhood)

Street, Scheme and Block 
Representatives work with their local 
housing team to promote local issues 
and keep people informed of CBH’s 
activities and associated outcomes. 
All Street, Scheme and Block 
Representatives have the support of 
their local community.

Tenant and Resident 
Associations (TARA’s) 
(in your neighbourhood)

Tenant and Resident Associations are 
fully constituted groups of residents who 
represent a particular geographic area 
(e.g. Whaddon) or special interest group 
(e.g. the Leaseholders Forum).  These 
Associations are made up of an elected 
committee, each with a Chair, Secretary 
and Treasurer.  We provide accredited 
Associations with practical and financial 
support, including public liability 
insurance.  

Neighbourhood Inspections 
(in your neighbourhood)

Customers are invited to attend regular 
inspections of neighbourhood areas 
with local housing officers and customer 
representatives.  Attendees receive a 
written report of actions and outcomes 
and updates are also presented at CBH 
local Neighbourhood Meetings and are 
reported in the Neighbourhood News.
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Art, poetry and creative writing 
(in your neighbourhood)

We have successfully held a variety of 
these events that aim to bring people 
together, expand their horizons and 
build skills and capacity.

Environmental days 
(in your neighbourhood)

Residents and CBH staff work together 
to clean up local neighbourhoods.  We 
provide all the equipment and complete 
risk assessments. 

Fun days 
(in your neighbourhood)

We hold two CBH led Fun days every 
year, one in Oakley and one in Hesters 
Way.  In addition we support other 
agencies by providing activities at other 
fun days across the town.  They are a 
great opportunity to meet local people 
and build positive relationships and 
have some fun.

Holiday activities 
(in your neighbourhood)

This covers a wide variety of fun 
and games including mask making, 
badge making, face painting etc. often 
themed around the holiday festivities for 
example Easter and Halloween.

Junior Wardens 
(in your neighbourhood)

We have a successful Junior Warden 
scheme in St Pauls and plan to roll the 
scheme out to other areas in the future.  
Junior Wardens are aged between 
7 – 11 years old and work with our 
Neighbourhood Wardens to look after 
their local environment.

Youth Forum 
(in your neighbourhood)

In partnership with Cheltenham Youth 
Services we hold a Youth Forum in 
St Paul’s for 11 – 15 year olds.  The 
Forum meet regularly (often over 
pizza) and tell us their views of their 
neighbourhood.

COMMUNITY
DEVELOPMENT

As well as providing opportunities for customer involvement we are 
keen to find new ways to get to know you, and for you to know us, so 
that we can work together better to support our neighbourhoods and 
communities. To help us do this we have a programme of community 
development activities and often work in partnership with others to 
deliver these events.
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Neighbourhood Picnics 
(in your neighbourhood)

These are informal, fun events held in 
the heart of the neighbourhood.  Based 
around healthy eating, fun activities 
and informal consultations we hold one 
every week of the summer holidays.

Sheltered Housing activities 
(in your neighbourhood)

Introduced at Christmas 2007 we now 
have a range of activities planned for 
residents of our sheltered schemes 
including art & crafts and planting 
seasonal bulbs etc.

What is the Learning Curve?

CBH’s commitment to deliver an 
excellent housing service is dependant 
on our customers (you) being at the 
heart of what we do.  In order for 
this to be effective we offer a wide 
range of high quality workshops that 
are available to all CBC tenants and 
leaseholders.  

The learning curve programme is 
designed to support you, as an 
individual, and as part of a group, 
to help shape and improve housing 
services and to get involved in your 
community. 

The workshops can enable you to gain 
the confidence, knowledge and skills so 
that you can represent your community 
effectively. 

These workshops can also enable you to 
develop your personal skills.

We aim to provide a minimum of one 
workshop opportunity per month under 
the ‘Learning Curve’ skills programme.

Workshops will be arranged and 
advertised on a quarterly basis with one 
workshop from each of the following 
categories offered each quarter:

All attendees receive a CBH attendance 
certificate.

CBH 
LEARNING CURVE

Developing peoples’ skills, confidence and capacity is a key component 
of what we do. We provide a wide range of free workshops through 
the CBH Learning Curve. These cover a variety of subjects on housing 
issues, group working skills and personal development that help 
attendees to develop new skills and to meet new people.  We hold at 
least one workshop every month.
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The times and locations of the 
workshops will vary to ensure all 
customers can access the workshops.  
All venues are fully accessible 
and transport, a hearing loop and 
interpreters are available on request.

Who can attend?

Workshops are open to all tenants 
and leaseholders of Cheltenham 
Borough Council and we particularly 
encourage Street, Scheme and Block 
representatives, members of Forum’s, 
Resident Associations and working 
Groups attend workshops.

What does it cover?

A selection of workshops and taster 
sessions are available but if you are 
interested in a topic we do not cover 
please let us know and we will see what 
we can arrange.

Satisfaction ratings of all workshops 
are posted on our website at 
www.cheltborohomes.org

How do I sign up?

Just dial the freephone number 
0800 408 0000 option 4 and 
speak to one of the Community 
Involvement Team to book or 
email communityinvolvement@
cheltborohomes.org

You could also speak to your Housing 
Officer or ask at your local area office.

What support is available?

recognised BSL interpreter

not your first language or you require 
any literacy support.

Learning Curve Working group

The Learning Curve Working Group 
is made up of Cheltenham Borough 
Homes customers who work to improve 
and monitor the workshops we provide.

Which Workshop is for you?

Workshops are split into three 
categories:

Personal Development 
workshops

These workshops help you develop a 
range of useful skills and include:





If English is not your first language and you would like a translation or audio tape of this information we can get one for you. 
This information is also available in Braille or large print and we subscribe to Language Line. Please contact the Community 
Involvement Team on freephone 0800 408 0000 or email communityinvolvement@cheltborohomes.org

Gujarati

Portuguese

Cantonese

Polish

Bengali

Turkish

FREEPHONE 0800 408 0000  VISIT www.cheltborohomes.org
Calls are free from a landline only, mobile calls will be charged at your providers standard rate.


