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Foreword 
Welcome to our Resident Engagement Impact Report, detailing some of 
the ways we involve residents in the key decisions that are made by Anchor 
Hanover. From local involvement with our resident-facing colleagues 
and the formal meetings of our Residents’ Council, to volunteering and 
Community Grants funding. - This report covers how residents and 
colleagues are working together to make a difference at our locations and 
in the wider community. 

Here at Anchor Hanover we want to give our residents a choice of great places to live. We do this by 
treating our residents as individuals and building mutually respectful relationships with them. We want 
to listen and act on what our residents tell us to continually improve and ensure we’re delivering the 
services our residents want, both now and in the future. 

This approach will ensure our services continue to evolve into the future. This report details the 
different ways residents have been involved over the past year and importantly, what impact that has 
had on the services Anchor Hanover provides. 

Chris Munday  
Managing Director – Housing Operations 

Resident Council Chair 
In a year that has thrown up challenges for everyone, I am really pleased 
with the outcomes that have been achieved by all our engaged residents. 

The importance of engagement with residents has been even more 
apparent during the past year and the support we receive from 
colleagues has been invaluable. Empowering residents and ensuring 
their voice is heard is vital to building strong communities and helping to 
improve neighbourhoods.

Over the past nine months I have been very proud to have taken on the role of Residents’ Council 
Chair. It’s been very rewarding, and I have been able to use previous experience I have gained in roles I 
did during my working life within the housing sector. 

Over the next few months we will have a newly restructured Residents’ Council to enable us to 
deliver the requirements detailed in the latest Social Housing White Paper and reflect the regulatory 
environment in which we operate both now and in the near future.

I am very much looking forward to the next few months working with residents and colleagues, 
hopefully we will be able to meet face-to-face and continue the valuable work that has been achieved  
so far. 

Peter McCabe 
Residents’ Council Chair
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Round up of year
Resident Engagement, particularly how we engage, has changed over the past year due to the 
exceptional circumstances we have all been living in. Covid-19 has had such a huge impact on day-to-
day. Zoom meetings have taken the place of face-to-face meetings and colleagues have not been able 
to deliver information, support and training in ways that our residents have been used to. We have all 
had to adapt. 

The Resident Engagement Team has worked hard to still deliver work plans and support residents 
to achieve outcomes. Residents have accepted these changes and have continued to provide the 
valuable input that enables work to continue. 

This year has seen an increase in residents wanting to get involved, whether that’s by joining a formal 
group or providing feedback through our various channels. Our Residents’ Council elected a new Chair 
and Vice Chair and our Scrutiny Panel was formed. 

The input and feedback we have continued to receive has been testament to our residents and we 
want to thank them for this. We are very much looking forward to this continuing with the hope that we 
will be able to begin face-to-face meetings again in the not too distant future. 
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Formal engagement  
We have nearly 100 residents involved in our formal engagement groups. A summary of the work of 
each group is provided below.

Residents’ Council 
Following the recruitment of a new Chair and an expansion of lead areas, our Residents’ Council have 
gone from strength to strength. We have welcomed two new members to the Council and have 
confirmed lead areas for each member. 

The Council has supported the development of the Local Engagement Offer and members were 
instrumental in the delivery of our first virtual Residents’ Conference which had over 100 attendees. 

The Council has key items on their agenda for the year including the new Building Safety Bill which 
encourages residents to have a voice. Mental health and wellbeing have also been key agenda items, 
with a focus on services available to residents throughout lockdowns. 

They have continued to support colleagues in the review of policies, procedures and key documents. 

Communications Group
Members of the group have been supporting the Communications Team with the delivery of key 
messages and information throughout every lockdown, including the tier system lockdowns. Their 
input has been valuable to getting the right information to the right residents. 

The group has also engaged with other residents to gather feedback around the resident engagement 
pages on the Anchor Hanover website. This feedback has enabled them to rewrite and redesign these 
dedicated pages to promote the work that is being completed. The work has also enabled residents 
who may want more information or to get more involved to contact the Engagement Team more 
easily. This has led to an increase in communications with residents and the team. 

They have also worked with the Equality, Diversity and Inclusion Lead to review posters that are used on 
noticeboards to share information about equality and diversity. This has led to a change in the language 
used as well as an update around the images that have been used. 

The group also promoted themselves to recruit some new members. 

Property Group 
The group has worked with colleagues to develop the Asset Management Strategy and work will 
continue during the year to complete this and roll it out throughout the business. 

They have also continued to provide insight into the procurement process from a resident perspective. 

Their workplan has been developed to support the detailed updates in the latest Social Housing White 
Paper released by the government. This workplan enables the group to continue to provide colleagues 
with feedback and outcomes to help shape services moving forward. 

They also welcomed two new members and a newly-elected Chair. 

Training



6

Resident Engagement Impact Report

Over the past year we have offered all involved residents training to support them in the roles that they 
do. This has included GDPR (General Data Protection Regulation) training and opportunities to access 
training offered by outside partner agencies. We share all this information in the Resident Engagement 
Handbook that is sent to all engaged residents.

Scrutiny Panel 
The Scrutiny Panel was formed in May 2020 as part of a year long pilot project. The three members of 
the Panel work with a pool of residents to scrutinise policies and procedures with Anchor Hanover. 

So far, the panel have reviewed the local newsletter for residents and the Concessionary TV Licence 
procedure, providing recommendations that colleagues have been able to use to improve and change 
processes. 

They are currently reviewing the ASB (anti-social behaviour) process and also the complaints process 
with the support of colleagues in our Customer Relations Team. 
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LGBT+ group
There have been LGBT+ resident groups running for over 10 years and we are incredibly proud of this 
achievement. Our newly merged group has continued to produce work that has an incredible impact.

Some of the key achievements of the past 12 months have been:

• Working with our Customer Relations Manager to produce a hate crime policy and  
procedure, making sure we use inclusive language in the documents. 

• Our members sharing their ‘coming out’ stories for LGBT History Month.

• Regular social Zoom calls that residents say have been a lifeline for them during the many lockdowns, 
enabling them to have social contact with other older LGBT+ people. 

• Working with our Learning and Development Team to create videos and text about  
experiences to bring some real-life authenticity to our colleague EDI training course.

• Achieving Houseproud Pledge Plus accreditation which allows us to demonstrate that LGBTQ+ 
residents can freely express their sexual orientation/gender identity without fear or prejudice.

“Anchor Hanover has a good name for many things that suit me and that’s why I waited for my flat to 
become available. Now I am in and it has been a very welcoming week meeting other residents, and of 
course my local manager, who has been excellent in making it happen.”  
LGBT+ Resident

We have an Anchor Hanover resident LGBT+ advisory group. 
The group helps:

•     make Anchor Hanover a safe and welcoming environment for LGBT+ residents
•   promote Anchor Hanover as a LGBT+ friendly organisation
•    provide support and guidance to residents and colleagues
•   act as a sounding board on LGBT+ issues

For further information please contact: 
LGBTgroup@anchorhanover.org.uk or resident members Trevor Jonas 07944 307127

or Paul Foss 0117 9570045.  Anchor colleague contact Ruth Arnott 07960 874332

Anchor Hanover ensures
diversity, dignity and equality
for all residents
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Equality Diversity and Inclusion (EDI)
Our EDI Lead has rewritten the EDI Handbook that is shared with all engaged residents. They have also 
worked with our Equality and Diversity Manager to plan suitable and effective training around equality 
and diversity for colleagues throughout the business. 

Local Engagement  
 
During 2020, we worked with our Residents’ Council to produce a toolkit to enable colleagues to access 
guidance around different aspects of local engagement and to help with some of the challenges that 
may arise. The Local Engagement Wheel that we produced to support this toolkit has been praised as 
a great idea, which provides a framework that is consistent in how we engage residents locally. 

We worked with local housing managers to design a Local Engagement Action Plan to demonstrate 
that the Local Engagement Wheel Framework can be used to capture local engagement and identify 
areas where local engagement can be improved or developed.

We support 111 Residents’ Associations, valuing the role they play locally in co-operating and 
improving services locally. Over the last year we have reviewed the guidance for Residents’ 
Associations to support setting them up. We know some residents don’t want a full Residents’ 
Association so we are developing our approach to work with less formal residents’ groups as part of 
our Local Engagement Wheel.

We supported residents at Florence Court, Hull to set up a company that bid for and won the  
gardening contract. We also supported Hanover Court to set up a WhatsApp group to engage with 
residents during lockdown. As well as posting useful information, the group is used as a platform to 
consult, along with sending out paper versions, with residents about updates in their communal  
gardens.

Engagement

Family 
Engagement

Individual
Engagement

Local 
Inspections

Our Connected
Club Members

You said,
we did!

F

A

B

D C

E
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Independent Customer Complaints Panel
The Independent Customer Complaints Panel is made up of residents and considers complaints 
where a resident is not satisfied with an outcome. It also helps to analyse complaint data to identify the 
improvement actions required as a result of complaints. The Panel contributed to the assessment of 
our approach to complaints using the Housing Ombudsman Service Complaint Handling Code.

Just one example of taking the learning from complaints has been to clarify our approach to meeting 
the costs of works to trees and bushes at our locations.

Connected Club
One of the easiest and most popular ways for residents to get involved is our Connected Club. By 
registering with us residents can provide feedback from the comfort of their armchair with a brew. The 
Connected Club frequently provides feedback through online surveys and they also get involved in focus 
groups on specific issues. During 2020, the Connected Club responded to 45 surveys with an average 
response rate over 50%. We also make it a little bit more fun by sending out regular newsletters as to how 
the feedback has made a difference and various competitions throughout the year.

We now have over 1,000 residents in the group. Here’s just some of the ways the members of the Club 
have made a difference in 2020.

Gwendolyn at Guardian Court now has decorated two gardens in order to lift residents’ spirits. One was 
for remembrance Sunday and the other a Christmas-themed garden. In recognition of this we sent 
Gwendolyn a card and voucher to say thank you and to wish her a Merry Christmas. Gwendolyn’s reply 
included:

“I get a lot of pleasure in doing things and it is so nice to know that it is appreciated by all of you at 
Anchor Hanover, I wish you could all see the garden when the reindeer’s are lit up, it looks so pretty and 
I have been assured by the other residents that it is lifting their spirits during this crazy Christmas, I shall 
keep the lights going on the trees even after the decorations are taken down , just a little cheer up for 
the dismal winter lockdown months , I hope residents in other Anchor Hanover apartments are finding 
ways of keeping cheerful. Roll on Spring.”
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BeActive
BeActive is Anchor Hanover’s new wellness and movement programme 
to support people to take care of their overall health and wellbeing. Our 
aim is to not only promote health and wellbeing but increase mobility and 
independence for older adults. This includes improving strength,  
co-ordination and balance. 

BeActive offers a range of online resources from exercise routines, 
podcasts and tips on all aspects of wellbeing. We believe looking after your 
health and wellbeing should be easy and through BeActive will demonstrate how we can all make small 
changes to ensure this becomes part of our everyday lives and existing routines. 

Working with residents, we have designed new and exciting content to include exercises such as yoga 
and movement to music, with a view to add more variety of exercises to our BeActive programme. 
Achievements include:

• We launched our BeActive Programme in August 2020. 

• We created three booklets since launch. BeActive Exercises, Chair Based Exercises and the most 
recent The Benefits of Fitness. 10 copies of this booklet have been distributed to 1,574 housing 
estates to share with residents. 

• We created five BeActive videos, whilst commissioning 16 videos from external suppliers to feature 
Yoga and Movement to Music. 

• We released 11 podcast episodes on our podcast channel. 

• Celebrating Summer of Sport in July let us take part in a week’s worth of sport to encourage older 
people to get moving. The Customer Engagement Team 
got involved by hosting live Zoom sessions and inviting 
both residents and colleagues to take part. 

• We also took part in National Fitness Day in 
September and held three live Zoom sessions to 
celebrate the day which was enjoyed by both colleagues 
and residents. 

• At the start of 2021 we our six-week programme 
went live to encourage residents to take more time 
for themselves and encourage them to become more 
active and make positive lifestyle changes. The six-week 
programme gives our residents a detailed  
personal timetable to stick too to help improve both their 
physical fitness and cognitive stimulation.

• Throughout all three lockdowns, we have hosted 
weekly live Zoom sessions with Terry Keen, an Anchor 
Hanover resident. Terry has given a 30-minute exercise 
demonstration to boost the moral of our residents. It also 
gives our residents an opportunity to talk to one another 

Celebrating Summer of Sport in July let us take part 
in a week’s worth of sport to encourage older people 
to get moving. The Customer Engagement Team got 
involved by hosting live Zoom sessions and inviting 
both residents and colleagues to take part. 

We also took part in National Fitness Day in September 
and held three live Zoom sessions to celebrate the day, 
which was enjoyed by both colleagues and residents. 

At the start of 2021, our six-week programme went 
live to encourage residents to take more time for 
themselves and encourage them to become more 
active and make positive lifestyle changes. The six-
week programme gives our residents a detailed  
personal timetable to stick too to help improve both 
their physical fitness and cognitive stimulation.

Throughout all three lockdowns, we have hosted 
weekly live Zoom sessions with Terry Keen, an Anchor 
Hanover resident. Terry has given a 30-minute exercise 
to help reduce social isolation.  
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• We have over 150 participants signed up to BeActive. By signing up, residents will receive emails  
inviting them to live workout sessions, along with updates of new videos and podcasts that get 
uploaded and details on any new programmes that we introduce.
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What’s next for BeActive?

• We have designed 10 new videos to feature Tai Chi, pain management, stretch band workouts and 
much more. These videos will be available shortly. 

• We have been working on creating new partnerships with other housing providers and  
services to offer BeActive to the wider community. 

• World Health Day is in April and we are planning an event to involve residents to celebrate the day. 

From time to time residents, families and friends who have all experienced the benefit of the fantastic 
services we provide, decide to donate money to Anchor Hanover to help improve the lives of our 
current residents.

With these generous donations we created the Anchor Hanover Community Grants Fund. Colleagues 
and residents are encouraged to make applications to our Community Grants Panel. This Panel is 
made up of residents and colleagues who assess applications and award money where they feel it will 
make the greatest impact.

We believe these grants can enable individuals and communities to do well in life and flourish.

Grant applications can be up to £5,000 under one of the following categories:

• Getting active and being 
connected

• Living well on estates and 
keep learning

• Increasing resident 
involvement

As with everything over the past year, Covid has impacted the way we have been able to manage the 
grants. However, local housing managers were able to offer some joy through remote activities and 
socially-distanced events. 

Over the festive period, over 1,000 residents were able to enjoy a socially-distanced afternoon tea to 
spread a little Christmas joy, following applications made by their managers. 

“It is amazing to feel like we are making such a difference to customers lives at such an emotional time. 
Now more than ever we need to keep customers connected.” Howard Fox, Community Grants Panel 
Member

Community Grants
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GetC    nnectedGetConnected
The aim of our Get Connected Project is to help 
improve confidence and increase access to the digital world for our residents. This is achieved via an 
introductory course, guidance documents and training videos alongside a tablet loan.

Due to the pandemic Get Connected had to review the delivery methods that were previously  
offered via tea and technology sessions and also courses provided by an external party. These are 
currently on hold, but we hope to review once lockdown restrictions have been lifted.

The first stage of the pilot trialled in January 2021 involved our Digital Champions using our network to 
help others and delivering tablets to residents to loan for a six-week period to improve confidence with 
technology and reduce feelings of isolation. 

Moving forward our Get Connected Project will offer the following to our residents: 

• Self-Serve - resident receives tablet within two weeks of completing initial questionnaire and then 
uses GetConnected guidance and own initiative to improve skills and confidence.

• Self-Serve + - resident receives tablet within two weeks of completing initial questionnaire and 
then uses GetConnected guidance and own initiative to improve skills and confidence. With added 
support from a volunteer calling three times over the six-week loan to check in and answer simple 
queries.

• Face-to-Face sessions - (TBC post COVID) 
for absolute beginners or people who do not 
have onsite staff to set up the device with 
Zoom and a Google account.

• Remote training for intermediate level - 
we would still require onsite colleagues to 
help with setting up the device with a Google 
account and access to Zoom for sessions to 
go ahead.

During the remainder of the year we hope that 
this project can extend the digital support offer 
to residents with their own devices.

Estate Manager, Clare Storer explains how the 
Get Connected Project impacted one of her 
resident’s life:

“I first saw the Get Connected Project on 
Workplace and I organised getting one for one of 
my residents, Mr Lane. I set him up without too 
much trouble. It took about 30 minutes for each 
tablet and adding contacts, etc.”

“Mr Lane was absolutely thrilled to bits. He 
couldn’t wait to tell me how he was keeping in 
touch with family. He showed me videos he had 
of his granddaughter taking her first steps and 
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each day he would come to the office with new pictures etc. His face would light up every time. He used 
to say, ‘I’ve got to show someone else or I’ll burst’. He then found eBay and rekindled an old hobby of  
miniature model making. Now he brings his latest model to show us what he has made. 

“As time has gone on he is mastering the device and learning his way around it. He has said that he 
never thought he would be using one as he didn’t think he would manage to navigate the different 
things on it.

“As with all things a little time and patience goes a long way and it has made a big difference to Mr 
Lane’s life in these very difficult times.”

Competitions
It has been increasingly hard for us all to stay motivated during lockdowns, but our residents have 
certainly not let us down this year.

Our gardening competition has always been a firm favourite with our residents and 2020 was no 
exception. This year showed, more than ever, the community spirit of our residents looking out for 
each other particularly through planting in community gardens to be distributed across locations.

A couple who had been furloughed started a vegetable patch in their own garden to provide produce 
for their location.

A recent update from Estate Manager, Lynzie Baker, illustrated how the couple were continuing to 
work for the community:

“On a chilly day in Rochdale, wonderful residents Sue and Jim, with the help of others, made 
homemade meat and potato, and cheese and onion pies with peas for residents, and managed to 
raise more funds towards our target to apply for a grant for a communal veg garden, and we did it! 
We have hit our target! Sue has worked so hard whilst she has been furloughed, she has now raised 
over £500. She has also brought the estate together through these tough times, with more residents 
getting involved. Our residents love these events, whether the food is delivered to them, or they come 
to collect themselves. This would never have happened without the lockdowns, when they started 
growing veg for residents, and won the best veg garden award. This just shows good things can come 
from bad, and they are all looking forward to more events.”

The gardening competition received nearly 500 entries in 2020, here are some of the winners:
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Judith won the best individual category after being nominated by her neighbours. 
Judith has had a couple of strokes in the year and winning this has given her a 
whole new sense of life, “I feel over joyed and like a new lady and it’s nice to be 
known for something else other than the lady who has had a stroke”.

Our residents proved that they were not just green-fingered, but incredibly 
creative too. Our first Christmas craft competition, looking for the most creative 
wreath, tablet decoration and tree decoration, provided us with an incredibly hard 
job picking the winners.
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What’s next
It feels like we have achieved so much in 2020 despite challenging circumstances, but we are 
committed to keep moving forward and expand and improve.

The Residents Reward Scheme

We are exploring ways to show our appreciation to engaged residents and will be piloting a Reward 
Scheme for three months. During the pilot you can earn points for taking part in engagement activities 
such as completing surveys or attending focus groups. Once a year, we will review how many points 
each Connected Club member has accrued and those that have 10 points or more will be sent a £10 
shopping voucher.

At the end of the pilot we will evaluate how easy it is to administer the scheme. If it works well, we 
will continue the scheme until the end of 2021 and do a further evaluation to see if we will make the 
scheme more permanent.

Mystery Shoppers

Following some brilliant Mystery Shopping training provided by TPAS, we recruited our first set of 
resident Mystery Shoppers. The group are now working on their first project reviewing the application 
process for Community Grant applications and we look forward to seeing their results very soon. 

BeActive Partnerships

We have just started a pilot partnership with North West Housing providers Peaks and Plains and Great 
Places to offer the BeActive initiative to their residents so we are keen to see how we can expand the 
programme and improve the lives of many more older people.

Property Conference

Following the success of our first virtual Residents’ Conference in November the Engagement 
Team reviewed the feedback and are working with colleagues within our Property Teams to deliver 
a conference in Spring 2021 that will focus on the subject of property, something that residents 
requested more information on. 

Coffee Mornings

Virtual social coffee mornings have been introduced and are currently going very well. We are seeing an 
increase in numbers, lots of new faces and the group say how fantastic these coffee morning are, not 
only for their mental wellbeing but it is really nice to meet new people and share stories and interests.
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Customer feedback helps us to continually improve the quality 
of services we o� er.

To join please email bettertogether@anchorhanover.org.uk

• Welcome pack

• You will be invited to take part in 
monthly surveys

• Have the chance to win vouchers and 
other exciting prizes

• Receive a regular newsletter

• Be invited to focus groups and other 
mystery shopping events

• Free Training

• Early Bird o� ers to engagement 
incentives

• VIP invitation to the Annual Residents 
Conference

Are you wanting to make 
a di� erence

Get involved from the comfort of your armchair.
Our new Connected Club welcomes all residents

AH
RH

_1
75
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08

20
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Monthly Engagement Wheel 
Can you give time to help your fellow residents?

Want to have a say, to influence changes & to make a difference?

Contact the Engagement Team:
Tel: 07483 911705 or 

Email: bettertogether@anchorhanover.org.uk

Residents
Council
2-3 hrs 

per monthConnected
Club &

Scrutiny
Pool 1 hr 

per month

Complaints
Panel

2-3 hrs
 per month

Property
Group
2-3 hrs 

per month

Digital
Course
6 weeks

Scrutiny
Panel
8 hrs 

per month

Be Active
10 mins

A day

Communications
Group
2-3 hrs 

per month

Engagement 
Team


