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What is an Impact Assessment? 
 
We are required by our regulator the Tenant Services Authority (TSA) to show how we have 
used resident involvement to change what we do or the way we do things.  
 
Cestriaôs impact assessment aims to show the inputs (which is the time spent and the cost 
of the involvement activity), against either the outcomes or the changes made as a result of 
that activity. The óPyramid of Involvementô and the óMenu of Involvementô have been used 
as a framework to build the impact assessment around. 
 
Each activity is then given a judgement in the form of a traffic light indicator based on the 
information held. Green indicates that the activity is working well, is value for money and 
may require minor adjustments to improve it. Amber indicates that the activity requires 
more serious intervention to ensure that it works better and provides value for money. Red 
indicates that the activity is not working well, does not provide value for money and th at the 
activity should cease. 
 

The Impact Assessment will tell us overall which methods have worked well and which 
havenôt worked so well. This will be the basis for our review of the impact which resident 

involvement has had since Cestria started on 4th February 2008 until  31st March 2009. 

Background  
 
Cestria Community Housing Association wants to provide residents with the opportunity to 
shape and influence the services it provides. 
 

Cestria Community Housing wants to set up suitable arrangements to enable residents to 

engage effectively with the Association.  This impact assessment is about reviewing the 

arrangements that Cestria already has in place and how effective they have been, in order 

to optimise effective resident engagement activities. 
 
Cestriaôs vision is to be; 
 
ñAn excellent landlord by being a first rate provider of affordable housing and housing 
services for the community of Chester-le-Street with tenants at the heart of  what the 
Association does.  We will work with communities and partners in order to achieve our 
mutual objectivesò. 
 
The Cestria Reference Group which comprises of over 100 residents worked very closely 
with Cestria staff to develop the Community Engagement Strategy which was approved by 
the Cestria Board in February 2009. 
 
Included within the Community Engagement Strategy were a number of important 
frameworks including the óPyramid of Involvementô and the óMenu of Involvementô. 
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Pyramid of Involvement  

 
The ñPyramid of Involvementò shows the resident involvement structure for Cestria Community Housing and gives an indication of how 
information will flow within the involvement structure.  
 
This four tier structure acknowledges that Tenant Board Members have a very high level of involvement in Cestria Community Housing 
whereas those who have entered the Garden Competition have a low level of involvement . Tenant Shareholders can directly influence the 
Board and can bring them to account at the AGM. 

 
Level  of Involvement

 

Low 

Involvement

Medium 

Involvement

High 

Involvement

Very High 

Involvement
Tenant Board Member

Cestria Reference Group

Tenant and 
Resident 

Association

Sheltered User 
Forum

Service 
Improvement 

Groups

Estate 
Walkabouts

Complaints and 
Compliments

Surveys and 
Satisfaction 

Returns

Garden 
Competition

Leaflets, 
Tenants 

Handbook
Calendar Group

Ground 
Maintenace 
Inspector

Tenant 
Shareholder
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The Menu of Invol vement  
 

The Menu of Involvement offers residents a range of ways to have a say in how services are 

delivered and to influence how the quality of services can be improved.  

 

Against each involvement option listed in this menu, we have identified the time 

commitment involved. This will enable residents and leaseholders to choose an option for 

involvement which suits the resident and their lifestyle.  

 

If anyone has special needs (for example, if the resident has difficulty leaving their home) 

we can adapt the options on the Menu of Involvement to meet their needs.  

 

Getting involved brings lots of rewards. Residents can meet new people; learn new skills and 

directly change how services are provided to improve homes and communities. There has 

never been a better time for residents to get involved and to make a difference.  

 

 

 
 

Residents at the Cestria Reference Group meeting in December 2009 
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The ñMenu of Involvementò 
 
Level of Involvement  
*     = Low Level of Involvement (occasional contact)  
**   = Medium Level of Involvement (occasional meetings)  
***  = High Level of Involvement (regular meetings)  
****= Very High Level of Commitment (regular and adhoc 
meetings) 
 

Type or 
Involvement  
I=Information  
F=Feedback 
C=Consultation 
P=Participation 
D=Decision Making 

The Subject  
 

Level of 
Involvement  

Who can get 
involved  

Type of 
Involvement  

What issues might 
be  discussed or 
addressed  

Leaflets, 
Tenants 
Handbook  

*  All Tenants and 
Leaseholders 

I,F,C,P General information 
regarding all service 
areas 

Garden 
Competition  

*  All Tenants and 
Leaseholders 

P Improving the 
appearance of the 
community 

Surveys and 
Satisfaction 
Returns  

*  All Tenants and 
Leaseholders 

I,F,C,P All service areas 

Complaints 
and 
Compliments  

*  All Tenants and 
Leaseholders 

F Complaints and 
compliments on 
services 

Estate 
Walkabouts  

*  All Tenants and 
Leaseholders 

I,F,C,P Environmental issues 
affecting each estate 

Ground 
Maintenance 
Inspector  

**  All Tenants and 
Leaseholders 

I,F,C,P Monitoring the 
effectiveness of the 
Ground Maintenance 
team 

Tenant/ 
Resident 
Association  

**  All Tenants and 
Leaseholders 

I,F,C,P Local issues 

Sheltered 
Users Forum  

**  All Tenants in 
Sheltered Units 

I,F,C,P Issues and events  
affecting the 
Sheltered Units 

Service 
Improvement 
Groups  

**  All Tenants and 
Leaseholders 

I,F,C,P Developing all service 
areas 

Tenant 
Shareholder  

**  All Tenants I,F,C,P,D Attend and vote on 
issues raised at AGM 

Cestria 
Reference 
Group  

***  All Tenants and 
Leaseholders 

I,F,C,P Consultation on 
services, issues and 
events. 

Cestria Board  ****  Tenant Board 
Member 

I,F,C,P,D Approving Policies 
and Service Changes 

    
 

 



7 
 

Very High Level of Resident Involvement  
Activity  Tenant Board Member.  

 

Description  
 

Five out of Fifteen places on the Board are reserved 
for Tenants. 
 

Aims  
 

By having Tenants on the board, we ensure that 
tenants have a voice at the heart of the decision 
making process. 
This is a regulatory requirement.  

 

Cost  £16,800 (includes training, expenses etc)  

 
Staff Hours  
 

2 full time members of staff support the board and 
the Senior Executive Team. 

Resident Hours  158 

 
Number of 
Residents 
Involved  
 

5 
 

Outcomes or 
Changes Made  
 

The Board take key strategic decisions that are 
referred to them from the Senior Executive Team.  
(Details are available on request). 
 

Barriers   Tenant who has rent arrears 
 Tenant who is the perpetrator of Anti -social 

behaviour 
 Tenant who has a conflict of interests  

Assessment  
 

=Green 
Regulatory requirement. 
 

 

 

 

 

Picture shows Vera Codling (Tenant Board Member and Vice Chair of the Board) 

and Paul Tinnion (Chair of the Board) signing the transfer agreement . 
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High Level of Resident Involvement  
Activity  Cestria Reference Group  

 

Description  
 

The Cestria Reference Group is open to all of our 
tenants and leaseholders to join. The Cestria 
Reference Group meets monthly and has a 
membership of over 100 residents with an average of 
approximately 40 residents attending each meeting 

Aims  
 

 Main Consultation Group for Cestria.  
 Tenants and leaseholders give their views to 

assist Cestria to improve existing services 

and develop new services. 

Cost  £11,400 

Staff Hours  200 

Resident Hours  900 

Number of 
Residents 
Involved  

101 

Outcomes or 
Changes Made  
 

The Cestria Reference Group has given views and 
feedback on a number of service areas which have 
led to either service improvements or service 
developments. Examples include; 
 

 Developing the Community Engagement 
Strategy 

 Ground Maintenance Service 
 Handy Person Service 
 Service Standards 
 Choice Based Lettings 
 Annual Satisfaction Survey 
 Rent Payment Methods 

 

Barriers  None-open to all 
 

Assessment  
 

=Green 
 

 

 

 

 

 

Picture shows residents from the Cestria Reference Group, Board Members and 

staff returning from the CIH Conference at Harrogate June 2008 

 

 

 














