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Introduction – the critical role 
of involvement 
Welcome to RNIB’s first annual Involvement Report. On the following 
pages, we take the chance to outline our approach to involving blind 
and partially sighted people in everything we think, decide and do.  

This report is a summary of the work we’ve being doing during a crucial 
year for establishing involvement at RNIB. In Autumn 2018 our Board 
approved a strategy for involvement, setting the direction for the way 
we would bring the voices of blind and partially sighted customers into 
our everyday work. 

We have worked hard to bring this strategy to life and to give 
recognition to the many blind and partially sighted people who have 
shared their personal perspective, and experience of living with sight 
loss, for the benefit of others. Although not comprehensive, this report 
shows the range and variety of involvement activities across RNIB, 
from customers driving work locally, to supporting national campaigns 
like raising the issue of access to medicines post-Brexit. 

But it also shows there’s more to do. While our leadership and staff 
continue to be motivated and inspired to involve customers in their 
work, true change takes time, and even then, we understand the 
complexity in creating a different culture in an entire organisation.

As part of this process, work is underway to ensure we capture those 
involved customers already working with different areas of the 
organisation, including the implementation of customer feedback. 
We also intend to implement a robust monitoring system to keep track 
of involvement long-term. The last 12 months have seen us get off 
to a great start. So, a big thank you to RNIB staff, our volunteers and, 
especially, blind and partially sighted people who have worked with 
us to achieve so many successful outcomes this year. 

Sue,  
National Involvement Manager,  
RNIB
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Look out for this icon throughout the report 
which is used to show how our work ‘links’ 
with our overall Involvement strategy.
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Connecting voices – what involvement 
means to RNIB staff and customers 
Connect Voices is the collective name 
for people with sight loss that want 
to get involved and have their voice 
heard at RNIB. Here, Connect Voices 
members and our staff tell us what 
involvement means to them. 

Neana, Connect Voices member
“[Connect Voices is] 
a fantastic community 
of people with visual 
impairments and those 
involved with them; 
a way of finding out 

what’s going on in RNIB and external 
opportunities you might be interested 
in taking part in.” 

Gary, RNIB staff member
I work with customers 
and help to share their 
personal stories. I feel 
that Involvement is key 
to ensuring that all the 
work we do is inclusive 

and really connects with people. I also 
find it rewarding to be able to build 
relationships with customers while 
benefitting from their valuable input.

Ken, Connect Voices member 
“Connect Voices is a great 
way to get involved with 
RNIB activities and give 
support when and where 
you are able.” 

Michael, RNIB Northern Ireland 
Committee and member of the 
Campaigners Active Network

“It’s always a question 
of seeing whether you 
can push things forward; 
you may only achieve 
small changes here and 
there, but they will all add 

up to a big change.” 

Jess, RNIB staff member
“Connect Voices is a way 
staff can interact with 
customers to promote 
involvement opportunities, 
to pose an idea that you 
are currently exploring or 

just to simply ask a question that needs 
a quick response.” 

Viv, Connect Voices member 
“I like that we are given 
the same level of value as 
a member of staff and that 
we are listened to – not 
just humoured, or [part of] 
a tick box exercise. I hope 

that in 12 months’ time I am still a part 
of this journey and that I am still able to 
enjoy contributing to, and shaping, the 
future for people with sight loss.” 
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Our year in numbers

7,546
Connect Voices 
tweet reaches 
7,546 people

302
staff and 
volunteers 
completing 
elearning

13
quick polls  
in six months

150
user experience 
group members

128
external 
involvement 
opportunities

285
Connect Voices
online group 
members

9 
thematic 
groups

102
internal 
involvement 
opportunities

13
local  
committees  
with 103 
members
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Local involvement highlights 
RNIB’s Customer groups help to bring 
lived experience into our work at a 
local level. 

Kim-Jaye, North West Network
“In 2018, the committee 
decided to celebrate RNIB’s 
150th birthday by holding 
an award ceremony in 
Manchester. We planned 
the whole event, including 

organising the nominations, celebrities 
and publicity. Working with others in the 
committee showed me not only what 
I could achieve, but what we all could 
achieve together. It was amazing to be 
able to use the skills that I have in such 
a productive manner. For me personally, 
the highlight was when I contacted 
the various nominees. Listening to 
their stories and hearing about their 
achievements was such an honour. It 
showed me that my visual impairment 
was not an obstacle, and anything could 
be overcome.” 

Sandra, Scotland
“Our Scotland Committee 
members have 
strengthened our political 
engagement with input 
to the Social Security 
(Scotland) Bill.

Thanks to persistent campaigning, 
Amendments 20 and 21 on “the 
recognition of importance of 
accessibility of information” 
were passed unanimously. 

These amendments guarantee that 
information in the new Scottish 
Social security system will be given 
in a format that is accessible to the 
individual. “This success comes after a 
long process of gathering campaigners’ 
views and experiences through 
discussion groups, lobbying MSPs to 
get behind accessible information, 
and members of the Committee and 
Campaign Supporters network emailing 
their MSPs to ask for support.”

Pardy, East Midlands
“My highlight was the 
successful implementation 
of a collaborative Dining 
in the Dark fundraiser 
with the National Space 
Centre in Leicester. We 

planned for Visual Awareness, training 
80 staff and volunteers, had 11 visually 
impaired table hosts, a Visually Impaired 
compere and RNIB’s Chair of Trustees as 
a guest speaker. 

“Three sighted volunteers and five staff 
members also supported us with the 
event. Innovative regional involvement 
like this is vital as it raises sight loss 
awareness, has potential to build new 
partnerships, builds the profile of RNIB 
and associated benefits of recruiting new 
volunteers and generating income. “I 
was delighted to share my experiences, 
breaking down misconceptions of sight 
loss and [explaining] how I’ve personally 
challenged myself, inspiring my 
fellow diners.” 
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“ Involvement is essential in 
enabling RNIB to live its value 
of blind and partially sighted 
people being at our heart and 
influencing everything we do.” 
Campbell, Head of Connect Networks
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Claire’s story: Building confidence 
through involvement 
Claire, 24, lives in Greenock Scotland 
and is a member of Haggeye, RNIB 
Scotland’s Youth Forum.

“Six years ago, I was diagnosed with 
bilateral optic nerve atrophy. I lost the 
central vision in both eyes, leaving me 
with two small islands of peripheral 
vision. Effectively, I lost my sight 
overnight and I am now registered blind.

“Initially, I was in denial, but realising 
that nothing would change for me, I fell 
into despondency. My school was very 
supportive and my teacher put me in 
touch with the RNIB. From there, I joined 
Haggeye, the Youth Forum of the RNIB 
in Scotland. Attending my first meeting 
I had a palpable sense that my “spark” 
was returning. Sharing my story and 
hearing how others had been affected 
by sight loss, showed me that other 
young people, with greater challenges 
than I faced, were determined not to let 
being blind or partially sighted define 
who they were.

“While supporting RNIB with its work, 
I was approached by a staff member 
to join the Haggeye Engagement 
Team. The Haggazine – a free quarterly 
publication – provides a voice for young 
people with sight loss and gives advice 
and information in an accessible format. 

“The Engagement Team takes the lead, 
providing articles, speaking to other 
young people and editing articles for 
publication. 

“ The engagement 
team meet regularly 
to exchange ideas, 
creating a slick, 
and informative 
magazine for young 
people living with 
the full gamut of 
eye conditions”

“Haggeye has helped me 
find my voice, given me 
the confidence to express 
my opinions and fly the 
flag for young people 
living with sight loss. 

As a member of the Scottish youth 
parliament, I have addressed Parliament 
in person, accepted the YouthLink 
award on behalf of Haggeye and 
sought to influence future government 
policy on disability rights. 
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National Involvement 
highlights
RNIB’s National teams have increased 
their work with customers this year, 
working together to ensure a person’s 
lived experience of sight loss plays a 
part in decision making.

The Young Leaders project – 
building a better future 

“I’m Sej and I work in the 
Community support team. 
This year we have involved 
customers through our 
Creating Young Leaders 
project. Working with a 

group of young people from across the 
UK we developed training, which was 
delivered to over  
20 young people, enabling them to 
create peer support groups for others  
in their respective areas. 

“This was invaluable as it also provided 
a place for young people to meet. The 
impact has been massive, isolation has 
decreased amongst those involved and 
the confidence of the young people 
in the group really shows the positive 
impact and value peer support has. 

“A number of social activities continue 
to take place and the project goes from 
strength to strength.” 

The Hackathon – a new fundraising 
initiative 

“I’m Caroline from the 
fundraising team. We 
involved customers in 
an evening workshop, 
or Hackathon, exploring 
crowdfunding as a 

potential way to raise money, enabling 
us to support many more people with 
sight loss in future. 

“Various campaign ideas were discussed, 
and customers fed back their own ideas 
that RNIB could crowdfund for too. 
Both staff and customers really enjoyed 
the workshop, and I recognised just 
how valuable these insights of lived 
experience will help us develop better 
new products and propositions for  
the future.” 

Brexit – the big debate – engaging 
the Government in crisis planning

“I’m Eleanor from the 
Policy and Campaigns 
team. I worked with 
customers to get their 
thoughts on Brexit and 
how it may affect them. 

The steer we got from the conversation  
was vital. 
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“We discussed potential medicine 
shortages and difficulties people might 
have in travelling independently to 
different localities to access these. 

This wasn’t something we had factored 
and became one of our key concerns. 

“We are currently discussing it with the 
Department for Health and are pushing 
for more specific guidance. 

“The telephone session was easy and 
accessible for customers and everyone 
was constructive and thoughtful 
with their feedback. It was a fantastic 
opportunity to shape my work and 
make sure it was the best it could be.”

Research and insight – working out 
what really matters

“I’m Hilary from the 
Research, Evaluation  
and design team. We 
have involved customers 
in developing a research 
tool for a large piece of 

segmentation work spanning three 
sight loss charities. 

“This collaboration has really helped 
us to validate the themes that matter 
for a questionnaire, ensuring we are 
using the right language and that the 
questionnaire is easy to understand.  

“This research was fully co-produced by 
people with sight loss, meaning it will 
be much easier to communicate and be 
welcomed by our customers at the end 
of the project.”

The User Experience Panel – ensuring 
everyone can work and play hard

“I’m Cathy from the User 
Experience team. We 
work with mainstream 
companies to improve 
the accessibility and 
usability of their products, 

apps and websites. “We also carry out 
research on how people use various 
products to inform the work we do. 
We carry out user testing with people 
with sight loss. By trying out a product, 
website or app. 

“We are able to assess and give 
companies feedback on how to 
improve, making it more inclusive for 
everyone. Customers are also involved 
in focus groups and questionnaires, 
which helps the direction of projects  
or what technology we might use  
for testing. 

“Simply put, working with blind and 
partially sighted people reminds me of 
why I want to do my job. For example, 
when I hear someone say they’ve 
never been able to shop for something 
online, it shows how important it is to 
keep pushing for accessible and usable 
websites and keep doing what we do.”

By providing training, 
resources and establishing 
a cycle of communication, 

(the National Involvement team will) 
be creating the environment for 
involvement and influence to flourish 
across the whole organisation.
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Guiding employers and staff 
as they develop new working 
relationships 
The Working Age Panel (WAP) – 
comprising eight members, was 
initially set up to assist with the 
development of a guide to support 
staff working with people with  
sight loss. 

Co-producing this was important as 
it enabled the group to directly share 
their experiences, providing insights 
and solutions to the issues they have 
faced. ‘Working with Blind and Partially 
Sighted colleagues – an Employer and 
Staff guide’, is available on our website.  

Since its formation, the role of the 
panel has evolved. The group are 
continually involved in shaping 
products and services to support 
people with sight loss so they might 
obtain and retain work and, ultimately, 
thrive in employment.

Sharon, a member of WAP, said: “It is a 
pleasure to be part of the WAP, as we all 
have something in common i.e. visual 
impairment. Having worked in the past, 
and having different experiences, gives 
me something I can bring to the panel.”

Last year, WAP worked with RNIB to 
engage a range of employers at a 
Disability Confident event. Invited 
by the Department of Work and 
Pensions to co-host this programme, 
the event was an opportunity to get 
the message – sight loss does not 
equal job loss – to employers direct. 
The panel co-produced the web-based 
resources that were used, for example 
the Workplace Accessibility Health 
Check and shared their experiences of 
employment at the event itself. 

“ The speakers were 
very good, and it 
was quite an eye 
opener for one  
or two people.”
Sharon, WAP
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Events like these are crucial to RNIB’s 
work in employment, as employer 
engagement and raising awareness of 
sight loss are key strategic priorities for 
us. This is how we will change employer 
attitudes and increase the number of 
people with sight loss in employment. 

Kudirat, staff member explained 
that she sees the whole process of 
involvement as a mindset change:  
“It is about working with – rather than 
doing to. Personally, working with 
customers to identify a need, provide  
a service and to deliver that service 
with them is the icing on the cake.”
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Engagement and awareness – 
how RNIB staff and customers 
are getting involved
Involvement eLearning shows 
the when, the how and the why
In October 2019, an Involvement and 
Coproduction eLearning module was 
launched for all staff and volunteers. 
The module takes a two-pronged 
approach – it comprises an eLearning 
module covering the theory and 
ideas behind involvement and 
coproduction, and an Involvement 
toolkit, a handy guide that covers the 
practicalities of when, how and why 
to involve customers. 

The National Involvement 
team will work with Learning 
and Development to introduce 

training and resources. 

We also co-produced a short video 
in the module with one of our 
long-standing customers, Will, 
explaining what involvement means 
to him. Take a look here: 
https://youtu.be/ejL2n6UlujY

It is hoped this mix of theory and 
practical guidance will help weave 
working with customers into everyday 
work; especially for new employees, 
who now complete this as part of their 
induction. Ongoing support is offered 
for individual pieces of work from the 
National Involvement team.

National Co-production Week 2019 
helps spread the word
Every July, the Social Care Institute 
for Excellence (SCIE) takes the lead 
on National Co-production week, 
which showcases and celebrates the 
contributions made by customers  
who work with organisations and 
charities to help develop better 
 future services. 

Without living the values of 
involvement internally, we can 
never expect to deliver them 

adequately externally. We will work 
with colleagues and the community to 
articulate a positive, empowering view 
of sight loss. 

During the month of July, RNIB’s 
National Involvement team shared 
everything from audio case studies, 
written stories, best practice 
documents, webinars and information 
about Connect Voices – RNIB’s 
customer involvement network – 
through its internal channels. We 
shared stories from both staff and 
customers who have worked with us 
to show just how easy it is to involve 
customers in what we do. We will 
include our participation in National 
Co-production Week 2020 in our 
organisation’s annual events calendar.
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Connect Voices online group brings 
customers closer
Connect Voices, which was formed 
in February 2019, is a central place 
for people with sight loss to get 
involved in RNIB’s work. As part of this 
initiative staff can, for the first time, 
request customers’ support at the 
click of a button.

As one member of the group recalled: 
“I would tell them (customers) if they 
enjoy taking part in projects, however 
small or large, that are designed to use 
the knowledge of blind and partially 
sighted people to improve the future 

prospects of people with sight loss, 
Connect Voices is the place for them”.

Since its creation, the online group 
has steadily grown into an interactive 
network of over 280 members, 
two thirds of whom are customers. 
Furthermore, customers can get 
involved in as little or as much as they 
like, how they want, when they want.

The group was created in line 
with our involvement strategy 
which outlines the need to 

“establish a main route for customer 
involvement”.
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Just over half of members visit the 
online group daily, with a further 
quarter viewing two to three times 
a week. The opportunities presented 
range from quick questions from staff, 
online surveys, one off workshops, 
longer term project support, user 
testing and research requests from 
various universities.

We’ve had some really exciting project 
call outs, including an opportunity to 
be part of some major market research 
in conjunction with Guide Dogs and 
Thomas Pocklington Trust and the 
chance to test audio description on 
virtual reality and 360-degree videos.

Amy, who works at RNIB, urged people 
to get in touch with Connect voices: 
“Connect Voices [members] are ready 
and willing to tell you what they think, 
and they don’t hold back! So, if you 
want an honest viewpoint from blind 
and partially sighted people across the 
UK visit Connect Voices and consult the 
people whose opinion really counts.” 

In July 2019, a customer editorial panel 
for the group was established. These 
customers are also responsible for 
moderating the group and are heavily 
involved in decision making and 
future planning.

 
Ross, a member of 
the editorial group, 
said it helped him 
feel in touch with 
RNIB: “[Connect 
Voices] represents 

somewhere where I can go to keep 
in touch with what is going on at 
RNIB that I can get involved in and 
make my own bit of difference, 
as and when.” 

He added that it is only through 
Connect Voices that he feels  
more involved.

Customer Involvement Advisory 
Group – overseeing customer 
involvement
The Customer Involvement Advisory 
Group was launched in April 2019; 
with eight new members. The group’s 
remit is to have oversight of customer 
involvement in all aspects of  
RNIB’s work.

Customers will work alongside 
staff to co-produce delivery of 
business plans, to ensure 

customer involvement is appropriate 
and sufficient throughout

‘  Working part time, Connect Voices gives me 
the freedom to get involved at my own pace 
and at a time that suits me’, 
Vivienne, Editorial group and Connect Voices member
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“In the past, I have been very 
reluctant to engage with the 
RNIB as historically it felt like 
the attitude towards people was 
quite dictatorial. It was a chance 
conversation at an RNIB stand that 
my impressions started to change. 

“The staff wanted to genuinely 
engage and listen to my concerns 
and learn from my own personal 
experiences. The Involvement 
Advisory group has made some 
huge gains this year, having the 
opportunity to have oversight of 
all business plans and encouraging 
the writing of, for the first time, 
involvement plans for each one. 

“Small steps lead to great strides, 
and each meeting we make 
another small step to embedding 
better engagement within the 
organisation.” 
Dave, member of the Customer 
Involvement Advisory Group

Customer Recruitment Support 
network – helping us to recruit 
the right staff
Involving customers in the recruitment 
of our staff is a fundamental way of 
demonstrating that people with sight 
loss are truly a part of what we do. 
Bringing their unique experiences to 
bear is another way to ensure we have 
recruited the right people for the job. 
It also demonstrates to prospective 
employees our commitment to being 
customer-led. 

Rosemary Cameron, service manager, 
explained: “We have involved 
customers when recruiting to Eye Clinic 
Liaison posts for the last few years. It is 
crucial to have representation on the 
panel from someone who can relate to 
personal experiences of sight loss and 
share their insights to help achieve the 
best possible recruitment outcome.” 

Customers have been working 
alongside the Involvement and HR 
teams to produce a new recruitment 
process. This has included coproducing 
guidance for customers, testing 
accessibility, developing suitable 
communication platforms and a UK 
wide three-month trial phase. Three 
different roles were recruited to during 
this time, with customers taking part 
through a variety of methods, including 
phone, email, video call and face to 
face interaction. 
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(Our approach to Involvement) 
should enable flexibility in the 
methods used and encourage 

innovative thought whilst retaining 
a degree of consistency. It is expected 
that every part of the organisation 
actively engages more community 
members.

Tamara, who works in our HR team, 
says customer input is vital: “Having 
customer input reminds me why we’re 
here and what it really takes to be 
part of the RNIB family. It is not always 
about having lots of experience or 
qualifications, it is the passion to make 
a difference in the lives of blind and 
partially sighted people.”

The new look recruitment process 
including customer involvement is 
due for roll out later this year. 

“ The resourcing 
team works 
closely with 
hiring managers 
and customers to 
ensure we target 
and attract the 
right talent.”
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Gloria’s story: 
Ensuring recruitment 
involves the customer
“Hello, I’m Gloria and I have been 
involved in the Customer Recruitment 
Support Network. I used to work full 
time as an administrator, but due 
to my sight loss, I eventually had to 
resign from work. 

After my eyesight deteriorated, I 
really wanted to reinvent myself, and 
decided it would be best doing this in 
an organisation that understood the 
challenges people with sight loss face. 
It was then that I got involved with 
the Thomas Pocklington Trust and 
RNIB, where I joined a job club and 
volunteered with the employment team.

“More recently, I heard about a 
Recruitment project from a member 
of staff and wanted to get involved. 
I joined the Customer Recruitment 
Support Network, taking part in the 
three-month trial phase. Being part of 
this was a great opportunity. I worked 
side by side with staff, asked questions 
as part of the recruitment panel and 
learned about what an employer 
expects from the “other side of the 
desk”. I gave my opinion through 
my experience of sight loss and was 
also able to talk about my work in 
administration. It felt good to have 
my voice heard, staff really considered 
my thoughts and were grateful for my 
opinion. The process expanded the 
horizon for all of us in my point of view. 

“Having customers involved in 
recruitment is so important because 
candidates have to be aware of people 
with sight loss. We are visually impaired, 
but we are still capable! We can provide 
support and are capable for work. It is 
also good to ‘ring this bell’ with sighted 
staff too. 

“Being involved with the RNIB and 
this project has helped boost my 
confidence, because when I started 
at the job club, my confidence was 
very low. There have been times I was 
apprehensive, and unsure of how to 
do things due to my sight loss, but all 
these steps helped me, and I didn’t 
give up. Slowly but surely, I was able to 
improve and get myself back on track. 

“In January of this year I used my 
knowledge and experience of being 
involved to apply for an administrative 
role in RNIB, and I got the job! I am 
looking forward to learning more 
as well as applying the things I have 
learned. I will be able to support people 
like me in their journey, because I 
know what the challenges are, both 
positive and negative. As I said, we are 
all capable of doing things, and with 
this opportunity I can demonstrate just 
what I am capable of.”
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Improving involvement – 
4 priorities for the year ahead
Our National Involvement strategy 
sets out key steps to making 
involvement integrated at RNIB. 
This year we have started to build 
the foundations, making it as easy 
as possible for staff and customers 
to work together, better. Following 
feedback from customers and staff, 
here are the areas we plan to develop 
over the next year.

RNIB Connect and Connect 
Voices – the difference 
RNIB Connect is a customer-led 

initiative driven by what people with 
sight loss want to see in their local area 
and elsewhere through social media 
and self-run social groups. Connect 
Voices provides customers with the 
chance to help staff shape their work – 
speak up, give their support, share their 
knowledge and lived experience so we 
can provide better services across the 
organisation. 

Understandably, as both are called 
Connect, there has been some 
confusion. The National Involvement 
team will talk much more internally 
about what Connect Voices is, what the 
online group can offer and how easy it 
is to involve customers in work.

Keeping Connect Voices relatively low 
profile was deliberate as we laid its 
foundations and recruited customers. 
We also had to make sure that key staff 

like the helpline and people running 
Living with Sight Loss courses were 
aware of what Connect Voices is, so 
they could talk confidently about this 
to customers who may want to join. 

Build on Connect Voices 
feedback and prioritise 
integration and 

communication
This year saw our Connect Voices 
customers receive their first survey, 
looking at all aspects of the group 
and how to make it better in future. 
Just over 30% of group members 
completed the survey, with some 
interesting results. 

Key points noted were around 
accessibility of the online platform, 
the desire to receive tailored or a 
summary email of opportunities, and 
some confusion over what customers 
can and cannot do in the online group. 
There was also a clear need from 
people to see more opportunities to 
get involved where they live.

As reflected in the feedback, we still 
need to bring all involvement activities 
together under the banner of Connect 
Voices; whether it’s done online, face to 
face, by email or phone. Connect Voices 
is the term we would use to describe 
any person with sight loss that supports 
us with our work; however, many 
wouldn’t class themselves as being part 
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of Connect Voices unless they were 
referring to our online platform. Better 
communication about what Connect 
Voices means for customers and the 
options for involvement is key.

This year we have looked at different 
ways of communicating with people 
who want to be involved in our work; 
these include digital e-newsletter, 
online platform, radio and a dedicated 
Information telephone line. All have 
benefits and challenges, and we will 
continue to review and refine these 
methods using the experiences of blind 
and partially sighted people to inform 
our direction. In the next financial year 
we will be exploring new technologies 

and non-digital methods to increase 
choice, and encourage more people  
to get involved in our work.

We also asked staff for their views on 
Connect Voices. All reported that they 
enjoy the ease of interaction the online 
platform brings, being able to stimulate 
debate and get a steer in what topics 
interest customers. They too, would 
like more staff participation as well 
as communication from customers 
on what they have been involved in. 
It’s also important to staff that we do 
more to support those not online to 
be part of Connect Voices, increasing 
confidence of customers while reducing 
potential feelings of isolation. 
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Work with customers on 
more projects from concept 
to completion

It is no surprise that this is something 
we would like to be better at. We will 
continue to include this in future annual 
reports, as improving how we work with 
people with sight loss is an evolving 
process. Although involvement at any 
level can, and has made a valuable 
difference, it is crucial that we work 
towards a culture of involving people 
from the very beginning. The benefits of 
co-production are well documented and 
plentiful, with staff, customers and the 
whole organisation benefiting.

The National Involvement team has had 
a productive year in supporting staff to 
recognise the importance of working 
with customers to achieve better 
outcomes. Notwithstanding the work 
ahead, we have laid the foundations 
for better collaboration with customers 
through staff training, guidance and 
real stories that demonstrate the 
value of input from people with sight 
loss. We are already looking to the 
future, embedding a Contribution and 
Participation strategy that will give us 
a systematic approach to supporting 
people however they contribute to 
our work. 

Monitoring involvement
This year saw the National 
Involvement team begin to trial 

ways of monitoring involvement across 
the organisation. As well as piloting a 
monitoring system with staff, the team 
worked with customers to produce a 
feedback questionnaire.

This was tested in practice with 
customers from our East Midlands 
Network Committee, with positive 
results. Committee members 
appreciated the chance to feedback on 
their experiences and more importantly, 
that it came with a genuine interest. 
From this pilot, we aim to make 
some small improvements to the 
questionnaire so that it better suits the 
needs of all types of customer groups 
we work with in future. 

We would also like to be better at 
recording customer information and 
the opportunities they are involved 
with. MIND and Cancer Research UK are 
using a new database we hope to adopt 
in the future, helping us better monitor 
how and where customers personal 
experiences add value to  
our work. 

It is critical that we are able to monitor, 
routinely, the impact involvement has 
had. In doing so, we can benchmark 
ourselves for the years ahead, increasing 
the overall effectiveness of involvement 
in future.  

(The National Involvement 
team will support) moving  
involvement from a separate 

discipline to a hallmark of our culture 
that is embedded in the way we work. 
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Top tips for involvement –  
Connect Voices talk

If you could give RNIB staff one piece 
of advice for involving customers in 
work, what would it be? We asked our 
customer involvement group Connect 
Voices to share their thoughts… 

Joy: ‘Be open to finding out how my 
disability will affect what we can do 
together’
Get to know the customers you work 
with. Arrange a conversation and get 
to know one another before working 
together. This is a great way to alleviate 
any worries and ask about practicalities 
of involving them in the work. 

Ross: ‘One of the big things that can 
be sometimes overlooked is making 
involvement accessible’. 
Keep it simple! Making documents 
accessible does not take long to 
achieve; remember to avoid formatting 
options like tables and bullet points. 
Accessibility training is available to all 
staff and help is available through the 
National Involvement team.

Elizabeth: ‘All of us have something 
that we can share that will benefit 
others, whilst also enhancing our own 
lives. (Customers can) assess what their 
experiences and interests are and find 
an opportunity to contribute’.
We have a whole host of customers 
in Connect Voices, all with different 
experiences. No opportunity is too 
big or small, and your work may really 
interest someone, so get in touch.

Shelly: ‘Find out which areas people 
come from so the opportunities can 
be divided up regionally’.
Of course, this will always be dependent 
on the nature of the work, but being 
able to offer an alternative way a 
customer can take part i.e. by email 
or phone is crucial and could give you 
valuable insights you might not have 
otherwise considered.

Nina: ‘Giving people the opportunity 
to get involved is important to help 
them accept a disability and be open 
about it. I would say don’t be afraid 
to ask questions.’ 
The most reliable and effective way 
to ensure that people with sight loss 
are really at the heart of RNIB’s work, 
is by involving them in it. This could 
also be beneficial to the customer, 
increasing their skill set or giving them 
the confidence to get involved again 
in the future. 

It really is easy to involve customers 
in your work through Connect 
Voices. To find out more, email 
the National Involvement team at 
involvement@rnib.org.uk
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Thank you
Being lead by blind and partially sighted people means  
taking every opportunity to involve people in what we 
do. The National Involvement team have laid the foundations 
for better involvement across RNIB, ensuring resources are  
in place for staff to involve customers much more easily.  
I’m pleased that staff have worked with customers more this 

year, in areas they may not have considered previously, helping to really 
bring the Involvement strategy to life. This is a great first step, but to really 
achieve a cultural change, there is more to be done and I look forward to 
this work going from strength to strength in the next year. I’d personally 
like to thank all staff and customers who have contributed to making 
involvement part of how we do things at RNIB.

Eleanor Southwood 
Chair

We would like to give special thanks to the following customer groups:

• Connect Voices

• Customer Involvement advisory group 

• RNIB’s customer groups in local areas

• Working Age Panel 

• Customer Recruitment Support network 

• User Experience Panel

• Haggeye and their Customer Engagement Team

Thanks to players of People’s Postcode Lottery 
for the support we have received to help fund 
our work.
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