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Appendix A-Tenant Involvement and Empowerment Strategy 2014-2017 three-year action plan 
 

Areas for 
improvement 
 

Action What we aim to 
achieve 

Deadline  Resource 
required 

Progress  R
A

G
 

Influence in 
shaping 
housing 
services 
 

1)To review the membership of Lincoln 
Tenants Panel to ensure that tenants on the 
panel are elected and accountable to tenants 
living in the area they represent to include: 
 

 Work towards ensuring the wider body 
of tenants can have a say in who their 
representative is on the Lincoln Tenants 
Panel 

 Revising Lincoln Tenants Panel 
constitution as and when required 

 Publicising meetings and their annual 
work programme 

 Improving tenants influence in decision 
making 

 Ensuring that tenant scrutiny reviews 
and outcomes of these are used to 
improve service delivery 

 Publicise outcomes of tenant scrutiny 
reviews 

 Promote vacant seats 

All tenants on the 
Lincoln Tenants 
Panel are elected 
by 2017 

March 
2017 

Resident 
involvement 
team 

LTP members 
must stand for 
election every 
four years as part 
of rolling 
programme of 
elections.  
 
Procedures in 
place to make 
sure all LTP 
members are 
elected by 
tenants on their 
estate.  
 
This means that 
by 2017 all LTP 
members will be 
elected.  
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A
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 2)Hold new tenant ‘how was it for you’ sessions 
on a quarterly basis  

Sessions held on 
a quarterly and 
results reported 
that identify areas 
for improvement.  

Ongoing Resident 
involvement 
team 

Two sessions 
arranged for April 
didn’t go ahead 
due to lack of 
interest. Looking 
to arrange 
sessions in 
November 2016.  
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Action What we aim to 
achieve 
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required 

Progress  R
A

G
 

Monitor and 
scrutinise our 
local offers 
 

3)To review the role of working groups and 
their tenant scrutiny role to ensure scrutiny 
reviews are robust 
 

 Setting clear terms of reference for 
working groups 

 Setting a clear programme of work 

 Provide officer support to support work 
programme 

 Promote vacant seats 
 

Carry out 2 
scrutiny reviews 
each year 

Ongoing Resident 
involvement 
team 

Two further 
reviews in 
progress: 
 

 Voids 

 Missed 
repair 
appoint-
ents. 

 

 4)To set up an independent complaints panel  
 
 
 
 
 
 
 
 
 
 
 
 

A complaints 
panel which is 
published and 
accessible to all 
tenants 

April 2014 Housing 
Services 
Team 

Complaints panel 
in place. Two 
complaints 
referred for a 
review to date.  
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Action What we aim to 
achieve 

Deadline  Resource 
required 

Progress  R
A

G
 

Adopt a more 
strategic 

understanding 
of our ability to 

meet the 
current and 

future social 
housing needs 
and emerging 

issues of 
residents of the 

city 

5)Introduce a new approach through ‘team 
around the place’ to enable more tenants to 
influence estate and environmental 
improvements: 
 

 Review estate inspections 

 Improve the way in which tenants can 
influence estate and environmental 
improvements 

 Carry out satisfaction surveys and 
produce regular reports for officer and 
tenant scrutiny  

 
 

Hold an annual 
programme of 
estate inspections  
which can be 
linked to 
improvements  

 Tenancy 
Services 
Team 
 
 

Estate 
inspections now 
taking place.  

 

Expand tenant 
and resident 
association 
coverage to 
include full city 
coverage 

6)Review and widely publish our recognition 
criteria for tenants and residents associations 

A new published 
recognition criteria 

May 2016 Resident 
involvement 
team 

The recognition 
criteria have been 
published and 
publicity has 
taken place. 
Further publicity 
needed in Home! 
magazine. 
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 7) Look at increasing the ways for tenants to be 
involved and increase the number involved. 

Increased number 
of tenants 
involved.  

Oct 2016 Resident 
involvement 
team  

Groups set up at 
Gaunt Street, 
Jarvis House, 
Lower City centre 
area, Hermit 
Street and 
Walnut Place. 
Plans to set up 
further Groups on 
St Giles and 
Trent View. 

 

 8)Agree a programme of events to encourage 
the formation of tenants and residents 
association to include: 
 

 Targeted work in underrepresented 
areas 

 Targeted work on hard to reach groups 
identified through tenant profiling 

 

Have an annual 
programme for 
engaging with 
tenants which is 
increasing tenant 
involvement 

May  2016 Resident 
involvement 
team 

Successful 
Roadshow taken 
place. Housing 
Fun day to take 
place on 30 
August 16. Have 
attended other 
community 
events 
throughout the 
year. 

f 
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A
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Embrace and 
develop existing 
tenants and 
resident 
associations 
 

9)Provide support for associations to include: 
 

 Grants 

 Officer support 

 Training and networking 

 Inclusion in wider community groups 
such a neighbourhood boards 

 

Percentage of 
tenants 
represented by 
tenants and 
residents 
associations 

May 2016 Resident 
involvement 
team 

Support is being 
offered to existing 
resident 
associations. This 
includes 
facilitating 
meetings and 
advising on terms 
of references.  
 

 

Promote 
individual 
development to 
enable 
independence 
and challenge 
 

10)Have in place an annual training plan to 
help tenants develop which will include 
 

 meetings to discuss training needs 

 individually tailored plans 

 training opportunities to be widely 
published to all tenants 

 tenant networking, locally, regionally and 
nationally 

 
 
 
 
 
 

A publicised 
programme of 
training 
 
Take up of 
training by tenants 

October 
2016 

Resident 
involvement 
team 

Draft proposal 
written and 
planning to carry 
out market 
research.  

 



Appendix A-three-year action plan  

 

Areas for 
improvement 
 

Action What we aim to 
achieve 

Deadline  Resource 
required 
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Recognise that 
not all tenants 
will want to be 
Represented by 
tenant and 
resident 
associations 

11)Introduce tenant elected spokespersons to 
allow tenants in streets or place blocks to elect 
a spokesperson to include: 
 

 Develop an elected spokesperson 
scheme 

 Publicise scheme 

 Recruit elected spokesperson in areas 
not represented by tenants and 
residents associations 

 

An elected 
tenants voice in 
areas not 
represented by 
tenants and 
residents 
associations 

October 
2016 

Resident 
involvement 
team 

So far one tenant 
applied but his 
application was 
rejected by 
residents.  
 
.  

 

 12)Develop special housing forums to engage 
with hard to reach groups or to discuss issues 
that are relevant to specific groups of tenants, 
such as: 
 

 leaseholders 

 young people 

 ethnic minorities 

 tenants in multi-storey blocks 

 tenants in sheltered housing 
 

Housing forums in 
place for specific 
groups of tenants 

Young 
people 
October 
2016 
 
Ethnic 
minorities 
October 
2016 
 
 

Resident 
involvement 
team 

In progress- 
 
Leaseholders-
several 
leaseholder 
meetings held. 
 
Leaseholder now 
sits on the panel. 
 
 
 
 
 
 
 
Multi-storey 
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blocks-residents 
groups set up at 
Shuttleworth 
House and Jarvis 
House, with plans 
to set up a group 
at Trent View 
later in the year.  
 
Sheltered 
housing forums 
held in April and 
October.  

 13) Work in partnership to encourage greater 
involvement from tenants in improving 
neighbourhoods, such as:  
 

 Community groups 

 Neighbourhood boards 
 

Tenants being 
involved in 
community groups 
and boards 

August 
2014 

Resident 
involvement 
team 

Completed-LTP 
members are 
now attending 
neighbourhood 
boards.  
 

 

Demonstrate 
and evidence 
accountability to 
the 
representative 
groups 
 

14) Carry out an annual review to assess 
groups accountability 
 

 Develop a register of representative 
groups 

 Develop criteria for annual review 

 Carry out reviews 
 

All groups are 
assessed annually 

Ongoing Resident 
involvement 
team 

Register in place 
and reviews will 
be carried out 
every March.  
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A
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Equality, 
diversity and 
fairness 
 

15) Develop an equality and diversity strategy 
for housing services 
 
 

Strategy in place  
and actions being 
monitored 

 Housing 
Quality and 
Performance 
Team 

The action plan in 
the process of 
being reviewed. 
 

 

 16) Carry out equality impact assessments on 
new policies 
 

All new policies 
have been 
assessed 

 Housing 
Quality and 
Performance 
Team 

Officers should 
now be 
completing 
impact 
assessments on 
all new policies. 
 

 

Codes of 
conduct 

17) Review codes of conducts for tenant 
activities to ensure consistency 
 

Revised codes of 
conduct in place 

December 
2016 

Resident 
involvement 
team 

Draft produced 
awaiting 
consultation. 

 

Council’s 
commitment 
 

18) Introduce a loyalty card scheme to provide 
an incentive for tenants to get involved 
 

Loyalty card 
scheme in place 
with take up being 
monitored 

April 2015 Resident 
involvement 
team 

In place and 
operating.  
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 19) To continue to involve tenants in the 
publication of our Home magazine which is 
published at least three times a year to include: 
 

 Developing the Home magazine editorial 
panel 

 Greater input from tenants and 
community groups 

 More information on community events 

 Greater interaction by tenants through 
competitions 

 

Publish minimum 
of  three editions a 
year 

Ongoing 
 
 
 
 
 
 
 
 

Resident 
involvement 
team 
 
 
 
 
 
 
 
 

Editions 
published in 
January, June 
and August.  
 
 
 
 
 
 
 

 

 20) To publish an annual report to tenants to 
report on: 
 

 performance,  

 local offers, 

 tenant scrutiny 

 tenant satisfaction 

 ‘You said we did’ 

 Future planned activities 
 

Publish by 1 
October each year 

October 
2016 

Resident 
involvement 
team 

The 2015/16 
edition has been 
completed.   

 



Appendix A-three-year action plan  

 

Areas for 
improvement 
 

Action What we aim to 
achieve 

Deadline  Resource 
required 

Progress  R
A

G
 

 21) Review local offers and customer service 
standards.  

Revised local 
offers and 
customer services 
standards in place 

 Resident 
involvement 
team 

Consultation 
carried out with 
LTP. Consult 
residents as part 
of the new TIES 
strategy 
consultation.  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

22) To review our resident involvement 
Information leaflets in line with service changes 
to include: 
 

 A guide to resident involvement 

 A guide for tenants and residents 
associations 

 Review of tenants handbook 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  
 

 

Revised leaflets in 
place 

 Tenancy 
Services 
Team 

Revised leaflets 
in place. 

 

Functioning 
tenant 

involvement 
structures 

covering all 
levels 

 

23)To gain accreditation by the National 
Tenants Organisation for our tenant 
involvement and empowerment service 
 

Accreditation 
achieved 

October 
2014 

Resident 
involvement 
team 

Accreditation 
gained on 22 
October 2014.  
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 24)To gain accreditation for Customer Service 
Excellence 
 

Accreditation 
achieved 

February 
2014 

Quality and 
Development 
Team 

Accreditation 
gained in 
February 2014. 
Reviews passed 
in 2015 and 
2016. 
 

 

Review and 
impact 
assessment 
support 
arrangements in 
particular 
supporting new 
groups 

 

25) Record how many tenants are actively 
involved,  identify areas that are under-
represented and use this information to inform 
an annual programme of activity 
 

Have an annual 
programme for 
engaging with 
tenants which is 
increasing tenant 
involvement 

January 
2016 

Resident 
involvement 
team 

Annual plan in 
place for 2016. 

 

Menu of 
involvement 

26) Publish and promote a new menu of 
involvement 
 

Published new 
menu 

October 
2015 

Resident 
involvement 
team 

New menu of 
involvement in 
place and being 
promoted. 
 

 

 27) Publish and promote a programme of 
estate / patch inspections 
 

Publish an annual 
programme of 
estate inspections 

 Tenancy 
Services 
Team 

Inspections are in 
progress.  
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 28) Publish and promote housing surgeries 
where there is demand 
 

Published 
programme of 
housing surgeries 

Ongoing Resident 
Involvement 
Team 

Programme will 
be published in 
Home! and on the 
website as 
required. 

 

 29)Increase the number of responses to 
satisfaction survey by introducing incentives for 
tenants to complete them. 
 
 
 

Increase in the 
number of 
satisfaction 
surveys returned 

October 
2015 

Resident 
involvement 
team 

Incentive scheme 
ready but needs 
implementing.  
 
Forms 
redesigned to 
allow easier 
capture of data. 
 
Resident 
involvement team 
to carry out 
phone calls to 
increase return 
rate. 
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New and 
innovative 
contacts (non-
traditional such 
as virtual and 
informal 
engagement) 
 

30) Set up a housing Facebook page to 
increase engagement from younger tenants.  

Facebook page 
that is increasing 
engagement  

October 
2016 

Resident 
involvement 
team 

Housing 
Facebook page in 
place and being 
promoted.  
 

 

Report on 
progress in 
delivering the 
actions set out 
in this action 
plan 
 

31) Reports to Housing Services Team and the 
Lincoln Tenants Panel  

Minimum of 2 
update reports a 
year 

Ongoing Resident 
Involvement 
Team 

In progress one 
report presented 
in June and 
Second report 
due in November 
2016. 

 

 

 

Green = Task/stage on target 
Light Blue = Task/stage completed 
Dark blue = Task/stage completed and repeating on action plan 
Amber = Task/stage held or delayed 
Red = Task/stage off target 
Grey=Task not yet started.  
 


