
All Together Now

How Residents Influence and Hold BCHG to Account
The resident voice mechanisms in place across BCHG

VOICE

Feedback routes
TSMs • transactional surveys • 
complaints and compliments

Wider involvement
Resident Conference • focus groups • 

consultations • everyday feedback

INSIGHT

Bring evidence together

Identify themes, risks, priorities and 
differences in resident experience.

Resident Bank
A wider pool of residents available for targeted 

activity and lived-experience insight.

RESIDENT
VOICE

At the heart of services, 
decisions and governance

NO VOICE, NO APPROVAL

INFLUENCE

REAP

Resident Experience Assurance 
Panel

Reviews evidence • challenges 
assumptions • shapes priorities • 

commissions deeper work

ASSURANCE

Repairs Partnership Board

Repairs performance • quality • safety • 
resident experience • inspector findings

Resident testing
Resident inspectors • mystery shopping • 

journey reviews • service testing

IMPROVEMENT

Senior Leadership Team

Owns priorities and delivers improvements through 
service plans, I&I Plans and the Learning Log.

BCHG Board

Receives resident insight, challenge and assurance 
to inform oversight and decisions.

Report back to residents

Board feedback • quarterly CEO letter or resident 
broadcast • You Said, We Did

VOICE → INSIGHT → INFLUENCE → ASSURANCE → IMPROVEMENT
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