', Town & Country
“* Housing

Resident Engagement Expenses & Incentives Policy

1.

Introduction and Scope

1.1. The purpose of this policy is to outline our Town and Country Housing (TCH) approach to

compensating residents for expenses incurred while carrying out engagement activities that we
organise. It also covers our approach to offering incentives (financial or otherwise) to encourage
residents to participate in engagement activities.

1.2. This policy applies to the specific resident engagement activities and groups listed below. We

may amend this list from time to time as we continuously develop and adjust our resident
engagement offer:

The Resident Voice Panel

The Complaints Panel

Service improvement groups
Resident focus groups

Mystery shopping projects

The Communications Review Group
The Resident Survey Group

The Resident Scrutiny Panel

1.3. This policy relates to other documents, and we have thought about these when developing this

2.

policy. These are listed below:

Resident Voice Panel Code of Conduct

Resident Voice Panel Terms of Reference

Resident Scrutiny Panel Code of Conduct

Resident Scrutiny Panel Term of Reference

Resident Scrutiny Panel Constitution

This is not an exhaustive list, and we will add and/or refer to relevant documentation for
other resident engagement opportunities as needed.

Incentives

2.1. We offer various financial incentives to encourage residents to participate in engagement

activities.

2.2. The resident engagement opportunities we provide span from the high level, high commitment

2.3.

strategic panels, like the Resident Voice Panel, to the lower level and less time heavy ad hoc
opportunities like the Resident Survey Group. We have clearly defined and communicated
expectations around roles and the level of commitment we require for each opportunity.

In short; there is a job to do. Therefore, the incentivising we provide reflects the levels of time
commitment, input and work output expectation. For example, members of the complaints panel,
who are required to attend quarterly meetings and identify service improvement opportunities, will
receive higher incentives than members of the communications group, who provide feedback
remotely on the language of our publications as and when required.
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2.4. The activities we offer and the incentives provided for each are outlined below:

Resident Voice Panel

2.5. The resident voice panel acts as a ‘critical friend’, holding us accountable and working with us to
continually improve services. They work with the management team and help our Resident
Experience Committee to understand what residents think about a range of issues.

2.6. We offer participating residents £250 per quarter, paid in arrears either in cash (through TCH
payroll) or as ‘Love to Shop’ vouchers (redeemable at various high street retailers). We aim to
hold four meetings per year, one per quarter. There is a requirement that members will undertake
research and reading outside of and in between meetings and participate in specialist projects.
The level of participation reflects the level of incentivisation.

2.7. We reserve the right to withhold payment from panel members who are in breach of the Resident

Voice Panel Code of Conduct. Examples of unacceptable conduct include, but are not limited to,
non-attendance, behaving in a vexatious manner and having outstanding rent arrears.

2.8. It is the responsibility of panel members to inform the relevant tax, benefit, or other authorities
that they are in receipt of this payment.

Service Improvement Groups

2.9. We may establish service improvement groups as required to directly involve residents in
scrutinising and improving specific service areas.

2.10. Examples of potential areas of focus include estate services, and our repairs service. This list is
not exhaustive, and we may add, further develop, or remove groups at any time dependent on
resident priorities as established through data, surveys and other feedback and/or business
need.

2.11. We offer participating residents £30 in the form of a ‘Love to Shop’ voucher for each meeting

attended, up to a maximum of four meetings per year. Meetings are generally held virtually and
last for approximately two hours.

Complaints Panel

2.12. The complaints panel is a specific service improvement group that works with us to identify
themes and learnings from complaints to continually improve the complaints process

2.13. We offer participating residents £30 in the form of a ‘Love to Shop’ voucher for each meeting
attended, up to a maximum of four meetings per year. Meetings are held virtually and last for
approximately two hours.

Focus Groups

2.14. Focus groups are intended to provide opportunity for TCH and residents to meet, discuss, and
hear resident opinions on issues, service areas, strategies, policies or services that we are
reviewing.

2.15. We hold focus groups on an ‘ad hoc’ basis as and when required, and residents receive a £30
‘Love to Shop’ voucher for each attendance. Groups are mostly (but not always) held virtually.

Communications Review Group
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2.16. We send a lot of important information to residents and want to make sure that we get the
language, tone and messaging of our communications right. This group gives us feedback on our
communications and other information sources we provide, such as our website.

2.17. We offer participating residents a £10 ‘Love to Shop’ voucher per item reviewed. We will send
the information to be reviewed in a digital format. There is no maximum number of reviews per
year, but we will be considerate and timely when planning our review schedule to avoid
overloading residents and survey fatigue.

Resident Survey Group

2.18. We always seek to develop and improve our services, and we want to involve residents at the
earliest stages. We ask our resident survey group to complete ‘ad hoc’ polls, give their initial
opinions on ideas and thoughts, answer questions on their preferences and experiences of
interacting with us, and to provide feedback on policy documents. We will send residents these
requests via email.

2.19. We do not offer a guaranteed payment for participating in this group. Instead, participating
residents will be entered into a prize draw for the month in which they participated (and only for
that month), for a chance of winning a £15 ‘Love to Shop’ voucher.

2.20. We only accept one entry per resident into each monthly draw. Even if a resident participates in
the group more than once in a single month, they will only be entered into the monthly draw
once.

2.21. Each time a resident is entered into the monthly draw, they will also be automatically entered
into a quarterly draw, for a chance of winning a £50 ‘Love to Shop’ voucher. This means that we
accept a maximum of three entries per resident into each quarterly draw.

Resident-wide Surveys

2.22. For larger projects, such as the development of strategies, we may give all residents (not just
those in the Resident Survey Group) the opportunity to provide their views by completing a
survey.

2.23. We will publish resident-wide surveys on an ‘ad hoc’ basis, and participating residents will be
entered into a prize draw for a chance of winning one of three £50 ‘Love to Shop’ vouchers. We
define a ‘participating resident’ as one who has fully completed the survey.

Resident Scrutiny Panel

2.24. The panel carries out ‘deep dive’ reviews into specific service areas and makes
recommendations to Board for improvement.

2.25. We offer panel members either:

» £413 per year in shopping vouchers plus £1,000 per year in training - intended to help
with their role on the panel as well as with general life and employment skills — or
alternatively:

» £1,413 per year, with payments made monthly in arrears by direct bank transfer.

2.26. It is the responsibility of panel members to inform the relevant tax, benefit, or other authorities
that they are in receipt of this payment.
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Other ad-hoc incentives

2.27. From time to time, we may offer other ad-hoc and occasional incentives. For example, to
provide us with material for publication and promotion such as case study content or assistance
with legal fees or costs associated with the purchase of a new home. These are offered entirely
at our discretion and on a case-by-case basis.

3. Expenses (all activities except Resident Scrutiny Panel)

3.1. We may choose to compensate residents for reasonable expenses they legitimately incur while
participating in activities connected with those described in section two of this policy, provided
that we have agreed to the resident’s participation in the activity in advance.

3.2. Expenses we may compensate include, but are not limited to:

= Mileage and train fares (provided that the shortest possible distance is taken and the
cheapest fares purchased).

= subsistence (i.e. food and drink) expenses to a maximum of £5 for snacks and £25 for
meals per day, when attending site visits, community days, and other in-person events.
Food costs will only be re-imbursed when not provided as part of the event.

= Conference tickets, when we approve attendance in advance.

= Childcare costs of up to £15 per hour, provided that a government/CQC-approved
childcare provider or childminder is used or other pre-agreed arrangement.

= Registered provider carer fees of up to £30 per hour for dependant relatives.

3.3. Receipts must be obtained and provided for any expenses incurred. We may approve or deny
expense requests at our absolute discretion, even when participation in the activity itself has
been approved in advance.

3.4. Mileage claims will be paid in line with the HMRC rates outlined below:

Cars and Vans 45p 25p
Motorcycles 24p 24p
Bicycles 20p 20p

3.5. We recognise that, for residents who live in rural areas, or those with disabilities, travelling by
taxi may be the only viable option. Residents should speak to us about this in advance of the
planned activity, and we will consider the circumstances on a case-by-case basis.

3.6. We will not re-imburse any parking or speeding fines, clamping charges, or any other fixed
penalty notice or fine received whilst undertaking any resident engagement activity.

3.7. Residents are fully responsible for obtaining any necessary insurance policies for the nature of
activities undertaken (e.g. appropriate vehicle insurance).

3.8. Expenses will be paid via the TCH payroll, by direct payment to residents’ bank accounts. Claims
should only be submitted on the approved claims form and should be submitted to the Resident
Engagement Manager at least quarterly (at the end of March, June, September, and December)
to facilitate accurate budgeting. Residents may submit claims more frequently if they wish to.
Where necessary, queries may be raised with residents regarding amounts claimed.

4. Expenses — Resident Scrutiny Panel only
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4.1. The payment of expenses must be limited to meeting actual out of pocket expenses, all of which
must have been incurred in connection with work legitimately undertaken by members in fulfilling
their duties as a panel member.

4.2. Expenses that may be claimed are as follows (claims for anything not listed below should be
referred to the Resident Scrutiny and Policy Manager prior to the claim being submitted):

= Mileage at 45p per mile, provided that the shortest possible distance is taken.

= Travel expenses — receipts to be provided.

= Telephone calls — itemised bills or call logs to be provided showing scrutiny associated
business calls.

= PC supplies, such as replacement printer cartridges and paper — receipts to be
provided.

= 50% of internet connection fees, subject to a maximum of £30 per month (to be
reviewed annually), provided that an itemised bill or statement is provided.

= Snacks up to a maximum of £5 and meals up to a maximum of £25 whilst on external
courses or conferences, if not provided — receipts to be provided.

= Childcare costs of up to £15 per hour, provided that a government/CQC-approved
childcare provider or childminder is used or other pre-agreed arrangement.

= Registered provider carer fees of up to £30 per hour for dependant relatives.

4.3. Expenses will be paid as part of the TCH payroll, by direct payment to residents’ bank accounts.
Claims should only be submitted on the approved claims form and should be submitted to the
Resident Scrutiny and Policy Manager at least quarterly (at the end of March, June, September,
and December) to facilitate accurate budgeting. Residents may submit claims more frequently if
they wish to. Where necessary, queries will be raised with panel members regarding amounts
claimed.

5. Equalities Statement

5.1. We are required under the Equalities Act 2010 to identify and mitigate any negative impacts that
our policies and approaches have on those with protected characteristics.

5.2. An equalities impact assessment screening document has been completed for this policy and, as
the policy enables us to provide financial support and incentives to encourage any resident to
access our resident engagement offer, no negative impacts have been identified.

6. Responsibilities and Review

6.1. The Resident Engagement Manager has overall responsibility for the implementation and review
of this policy.

6.2. The Resident Scrutiny and Policy Manager has responsibility for the implementation of this policy
for the Resident Scrutiny Panel.

6.3. This policy will be reviewed every three years, or more frequently if we need to update the
compensation offered, for example if there are changes to HMRC rates or the nature of the
engagement activities provided.

Approval:

Version humber 1.1

Effective from 02.10.25

Policy owner Sarah Tickner, Resident Engagement Manager
Review date 02.07.28

Date approved 16.09.25
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