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Resident Liaison Team – Onsite presence & Contact 

• Joan Borzak – Senior RLO will be dedicated to the project 
throughout mobilisation and will be available to provide additional 
support and face to face engagement and delivery as required.

• New local recruit – The local RLO will be hired specifically for the 
project, and will be the dedicated contact based on site full time 
working alongside the Project Site Team, there will be an RLO office 
with drop in facility and appointment facility. Available Monday –
Friday – face to face, email, text and by phone. Contact details will be 
made available on the site hoarding, estate noticeboards, 
newsletters, website and at events. 

• The local RLO and Joan will work closely with the Estate Team and 
will build strong working relationships with the residents of Kinefold, 
Lambfold, Penfields and Shepherd Houses.

• To ensure 24 hour cover there is an out of hours service for any 
emergency contact needs, and escalation process to ensure matters 
are swiftly resolved.

• LanguageLine, and signposting to relevant services will be utilised to 
support residents for whom English is not their first language, and 
any vulnerable residents who require support.

24/7



Overview of Approach

Methods to facilitate 
communication and 
collaboration:

• Community Development 
Team

• Stakeholder Mapping
• Project Communication Plan



Stakeholder Mapping



Project Communication Plan



Clockwise from right: Newsletter, resident 
consultation recent, Fun days, resident satisfaction 
questionnaire. 
Centre: Resident estate walkabout



Example – Comments, Compliments and Complaints

• Dedicated RLO to oversee resolution of queries and issues
• Escalation process in place (step 4)
• Log book maintained in Estate Reception and checked daily by RLO



Employment & 
Training



Employment & Training
• All delivery recorded using our Social Value Tracker and reported 

in a Social Value Report
• Working with the City Corporation to provide meaningful work-

related opportunities via our Social Value Action Plan
• London Living Wage
• Hoarding Art Workshop
• School Engagement Sessions
• Resident Respite Area



York Way Local Employment and Apprenticeships - Plans
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Guaranteed interviews for Islington residents



Local Supply Chain
• Meet The Buyer Events, virtual and in 

person, in Partnership with:
‒ Local Authority (Islington)
‒ City of London
‒ Constructionline
‒ Social Enterprise UK
‒ iCAM Supply

• Pro-Bono Expert Advice provided to local 
suppliers to help them develop and grow:
‒ HR
‒ Health & Safety
‒ CSR
‒ Procurement
‒ IT 
‒ Finance
‒ Mental Health First Aid



Meaningful Work Related Opportunities

• Pastoral support provided on 
site an from head office

• Working with specialist 
agencies to ensure diverse 
recruitment to target NEET and 
other marginalised or under-
represented groups

• Flexible working policy, part 
time roles and non-traditional 
roles: RLO, Document 
Controller etc.



Successful Candidates

Devon joined us on a work 
placement at our 
Chippenham Gardens site 
in August 2021 via The 
Forward Trust. He said: 
“My work placement has 
been brilliant; it has 
changed my understanding 
of the industry and the role 
of an electrician… I have 
gained a lot of skills and 
have a better  
understanding of the theory 
that is involved in being an 
electrician and have been 
able to try a number of 
technical skills while under 
supervision.”

From work placement to 
apprenticeship and full-time 
employment at Higgins
Melissa is a local Islington 
Council resident who joined 
our Social Value team for a 2-
week work placement 
following her attendance at a 
Women into Construction 
mock-interview event. Based 
on her success Melissa was 
offered an Level 3 Customer 
Service apprenticeship which 
she has now completed and is 
employed full-time in our 
Social Value Team as a 
coordinator. 

We attended Islington 
Council’s National 
Apprenticeship Week 
virtual event, see 
below:



Additional Initiatives

Resident Respite Area

Community Art Workshop celebrating local heritage

Charitable Giving - £3500

School Engagement Sessions


