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We celebrate and welcome the contribution people with lived experience bring to all areas of
the organisation. We understand the people we work with are experts by lived experience. 

By encouraging individuals to recognise and develop their own unique skills and abilities, we
can support them to make positive changes in their own lives, those of the community and
within our organisation. 
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1. PURPOSE

This strategy aims to set out our approach
to co-production and how we will work
with our people to change and improve our
services. 

It provides a platform for providing the
opportunities for our people and staff to
work collectively to plan and produce
services that are influenced by individuals’
aspirations and lived experiences, whilst
assisting them in achieving their goals. 

It sets out how we will develop these to
embed co-production throughout the
organisation, through a comprehensive
vision for our approach to empowering all
our people to work together in an
equitable way. 

2. AIMS

Make Evolve a centre for best practice
in co-production.
Increase the number of people actively
engaged in co-production activities.

The overarching aims of the strategy will
be to:

Increase the number of opportunities
for people to co-produce at all levels
of the organisation.
Create a three-year action plan that is
achievable and aspirational. 
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3. RATIONALE
Our approach to co-production begins
with the people we work with. In order to
achieve meaningful co-production, our
organisation processes, activities and
programmes need to work together and
involve staff and the people we support
from when they join our service. Our
Business Plan includes the objective to: 

·Work with our customers to innovate
service delivery and to invite, share and
celebrate innovation and good practice.
Our people are at the forefront of our co-
production strategy and help shape our
programmes and activities through
continuous improvement
recommendations. 

It has been developed from the ground up
and began with looking at what co-
production is and what it means for us in
our frontline and central services. 

4. CO-PRODUCTION EXPLAINED 
Co-Production is about working with the
people who use our services in equal
partnership. For us, this means the people
we work with are fully engaged with the
design and running of each service and
activities. They are respected for their
views and feel listened to. They have
ownership of where they live and feel
empowered in the decisions they make. 

The benefits to having Co-Production
embedded throughout our services are
invaluable and recognises people as
assets and equals. Co-Production is much
more than just asking for opinions. It is
about delivering services in a
collaborative, active and equal way with
those that use the service, while
recognising their experience as expert. 



5. OUR STRATEGY

Using Co-Production in the commissioning
of services.
Practicing what we say we will do.
Ensuring the people who use our services
are involved in the creation of new
programmes.
·Work within the National Housing
Federations best practice guidelines and
Code of Governance to develop our
Together with Tenants action plan. 

Listening to the people who use our
services
Regularly reviewing to ensure that Co-
Production is making a real difference and
that the process is following the agreed
principles through the working group and
action plan. 
Use the people who use our services to Co-
Produce reviews and evaluations.
Using the findings from the review
processes to support continuous learning.
Setting additional KPI’s for areas of the
organisation on Co-Production as part of
the 3-year action plan.

We will monitor our processes and outcomes
by:
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Involve people who use our services
from when they arrive.
Build a culture that embraces Co-
Production at all levels
Value and reward everyone who takes
part in the Co-Production.
Ensure there are resources to cover
the cost of Co-Production.
Have a plan to make sure that
everyone is able to communicate with
each other.
Build on existing structures, resources
and good practice.

To achieve co-production, we will:

Creating a three-year action plan that
focuses on key areas each year and
builds on the work started.
Ensuring the Co-Production process
is accessible to everyone taking part.
Communicating our action plan with
results in newsletters, annual reports
and in services. 
Ensuring everyone has the information
they need to be part of decision-
making.
Providing training for everyone in Co-
Production.
Making sure that frontline staff have
the resources, time and flexibility they
need to embed co-production
approaches.

 We will do this by:
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6.  FEEDBACK AND SUGGESTIONS 
     FROM CUSTOMERS

Build positive relationships.

Build the agenda of
meetings with customers.

Build trust, respect and
understanding.

Emphasis on easy to understand and clear
language to be used. Avoid jargon.

Keep people informed on the
planning, development and delivery.

Aim for an informal feel to make
people feel more comfortable.

Incorporate fun activities to build trust
before expecting people to give their views.

Be creative in finding ways
for people to engage.

Cover travel costs or use an
online platform to reduce travel. 

Invite customers to bring
someone with them for support.

Choose a location for meetings
where people feel comfortable.

Take into account
different ways of learning.

Keep things short and simple, e.g. short document or
presentation format showing the strategy in a couple of slides.

Training opportunities should be
varied and clear at each service, to
give confidence in involvement.

Find out what time suits people best. Consider
childcare, working hours etc. Consider sign
language, hearing loop, translator etc.



Give volunteers, peers and customers the
opportuntiy to share experiences within the service
to see how things could possibly be imporoved. 

Incentivise opportunities
and create a pathway for
involvement. 
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Share power. Create the
right environment. 

Invite customers to bring
someone with them for support.

Create a link between co-
production and entrepreneurship. 

Strategies should include what
incentives there are and there
should be variety. 

Strategy should mention all the ways people can
get involved and have their voices heard. Consider the

timing and
length of
meetings. Have
regular breaks.

Make all services feel more like a community. Create more opportunities
for group activities that aim to boost the wellbeing of customers. 



EVOLVE HOUSING + SUPPORT

7. HOW WE CO-PRODUCE

Currently doing How does this work?

Support and Staying Safe plans were co-designed with
customers and include our four pillars of support:
Aspirations, Community, Living and Wellbeing. They are
completed with people when they first move into services
and focus on the aspirations and goals of customers. 

Approach
to support

Be-Involved
meetings

Customer 
charter

This is a commitment that forms part of our work with the
National Housing Federation Together with Tenants. Its
purpose is to Co-Produce a statement of commitment to
those that use services that captures the minimum
standards they can expect from our services.

Women 
strategy 
meetings

The women’s strategy group is made up of people from
across the organisation. The group meets monthly to ensure
that women’s voices are being heard within our services. 

These are bi-monthly meetings with people from across the
organisation. The intention is to provide a platform for those
who use our services to come together and discuss key
issues with the organisation. 

The Scrutiny Panel is a group of people who use our services
and work with the Quality and Policy Manager to look at
particular topics decided at the be-involved meeting. 
 Recommendations are made to the Leadership Team
regarding policy and/or practice. 

Scrutiny
panel

The opportunities below are a summary of the ways that people who use our services are
currently involved. Co-production is not a one size fits all concept and by offering varied
opportunities and approaches, we can ensure everyone feels empowered to get involved. 
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Customer 
survey

Breakfast and
Lunch clubs

Individual services run their own breakfast and lunch clubs,
with a mixture of staff and people who live in them running
them.

Customer
meetings

Each service runs a monthly customer meeting led by a
member of staff to give the people who live the chance to
make decisions about what happens within their service. 

Full surveys across the whole organisation are conducted
annually. Results are reviewed by Leadership Team and Board
meetings, a summary of results with customer comments for
each service is sent to each Team Manager and then the Team
Managers create an improvement action plan.

Staff led
workshops

Staff and volunteers run workshops at each of our services
based on the interests of the customers that are currently
living there.

Customer
newsletter

Customers lead on writing articles and get involved with the
design and editing of the newsletters. These are produced
quarterly with additional subject based ones throughout the
year. 

Interviewing
Customers are trained to be involved in the interview
process and new process has been co-produced to ensure
every interview has some form of representation. 

Customer
training

Training on delivering interviews, co-production, audits and
support. 

Staff training We have trialed using customers to co-deliver training in our
approach to support. 

Leadership and
Board level

decision making 

Both the Leadership Team and Board review the Together
with Tenants action plan and are informed on all safety and
general needs of customers. 
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8. KEY AREAS FOR 
    DEVELOPMENT

Recommendations to be developed How these will be implemented

We will review our current co-production activities and
create action plans to improve quality across all levels of the
organisation. Working groups for each area will be created.
We will commit to ensuring all future service designs and
delivery will build on individual and community assets. 

Making Evolve a
centre for best
practice in co-

production

Increase the number of
customers actively

engaged in co-
production at all levels.

We will build a more structured approach to training to
support co-production activities. We will provide coaching,
support and mentoring to support those who use our
services to lead on activities. We will ensure there is a
system of oversight for customers, so they are not
overburdened. We will create a system of rewards and
recognitions for those engaged in co-production. We will
train our people to ensure this is embedded within all staff. 

We will create a service leadership group that meets
monthly. The group will equally be made up of customers and
staff. 

Service
Leadership

groups

We will develop the ‘Together with Tenants’ action plan to
increase customer involvement in decision making at both
Leadership and Board level. 

 Leadership and Board level
decision making focus on

the safety and needs of
customers 

Our action plan follows the National Housing Federations Together with Tenants Code of
Governance and is our working document to ensure we are saying and doing what we say we
will do. It is a living plan that is both aspirational and achievable. The action plan will be reviewed
each year with results published. Our priorities have all come from those who use our services. 

Customer
representation at

Board  and Leadership 

 We will work with the senior management team to increase
representation at leadership and board level.



We will ensure that every position advertised has either a
customer on the panel for interviewing or representation
throughout the process. 

Increase
participation in

interviews

Strategy document
We will support and work with each area of the organisation
to build strategies and monitoring to increase and include
co-production at every level. 

We will review our approach to reward and recognition for
customers and volunteers and produce an action plan. 

Rewards and
recognition -
pathways of
involvement 

We will build on work already done to ensure people who use
our services are leading on the activities delivered. 

Customer led
workshops 
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Working groups
We will ensure those that use our services are included on
organisation working groups, such as Equality and Diversity
and Health and Safety. 

Be-involved
meetings

We will develop the programme to reach more people and
increase involvement across services in less formal
structures.

Training programme
co-delivered 

We will create a programme of training to support co-
production for staff and those who use our services. 



We will increase involvement in Policy and Procedure
reviews, including improving the methods of recording the
evidence. 

Policy design

Complaints/
suggestions forum

We will work with the complaints team to set up a complaints
and suggestions forum for customers to feed into. 

We will develop ways for customers to be further involved in
audits, through a review and seek new ways to provide
feedback away from the survey. 

Audits

We will develop a list of housing management areas that
customers can be involved with. Including assisting with
service health and safety checks. 

Health and safety
checks
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Customer
involvement
committee

We will work with customers who wish to involved in other
ways to ensure everyone has an opportunity to get involved. 

Mentoring/buddy
system

We will develop more informal ways of supporting new
customers through mentoring or buddying from current
customers through training, rewards, and recognition.  

Equality and
Diversity

We will develop an action plan to ensure opportunities are
open and inclusive to all and link into the Race Action Plan.
We will build in a monitoring and evaluation tool to ensure we
reach all customers.  



We will review and complete customer satisfaction surveys
with increased involvement of customers in the survey
process.

Customer survey

Opportunities to
volunteer

We will review our Volunteering Recruitment Process and
Peer Pathways programme to ensure opportunities are open
to all.

We will consider and set new KPI's and measurable
outcomes across areas to monitor and evaluate the strategy.

Monitor and
evaluate

We will review the Scrutiny Panel with the people who use the
service to ensure this is embedded within our practice at all
levels. 
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Scrutiny Panel

Employment
opportunities

We will develop further opportunities for people to join
delivery roles within the provision of services through our
current and recent lived experience programme. 
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9. HOW WE'LL KNOW THAT 
    WE'VE MET OUR GOALS

The people we work with will be
engaged in co-production activities
across the organisation and have
multiple ways to get involved. 

Services will be co-led by those that
use the service.

The people we support will be involved
in working groups across the
organisation and have representation
within the senior management team
and the board.  

We will have a programme of training
and support to increase co-
production at all levels. 

Each service will have a leadership
group made up of those who use the
services and those that work there.

We will have measurable outcomes to
monitor that the strategy is working.

Organisational decision making will
have involvement from our customers. 
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