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1. Purpose of Report 
 

1.1 To provide an update to Housing Scrutiny Sub Committee on the delivery of the 
Tenant Involvement and Empowerment Strategy 2014-2017.  
 

2. Background 
 

2.1 
 

The Tenant Involvement and Empowerment Strategy 2014-2017 came into place 
on the 1 April 2014. The strategy takes account of the national standards for 
tenant involvement and empowerment set out in the Regulatory Framework for 
Social Landlords in England 2012.  
 

2.2 
 
 

Page ten of the strategy contains a three-year action plan that sets out how we will 
deliver the strategy and the outcomes that we expect to achieve. Please see 
Appendix A for a copy of the action plan. 
 

3. Current Progress  
 

3.1 
 

There are a total of 31 actions within the action plan. Current progress can be 
broken down into: 
 

 21 actions in progress 

 10 actions completed. 
 
This gives a current completion rate of 32 per cent. Although this may appear low, 
the actions are all in progress and on track to complete by the end of 2017. 
Appendix A contains a further breakdown of the actions. 
 

4. Key Points   
 

4.1 
 

Between May and November 2016, the Resident Involvement Team and Tenant 
Representatives have focused on several key areas. These include: 
 

 Delivering the housing roadshow on 8, 9, 10 August and the housing fun 
day on 30 August 2016. These events proved a success and attracted 
around 500 residents in total. Many of those who attended were younger 
and hadn’t been involved with the council previously. This helped us 
engage with residents that we wouldn’t do so through traditional 
involvement methods. It demonstrates the value of holding these types of 



community events. In terms of recruiting residents directly from the events, 
a total of five tenants have joined groups or expressed an interest in doing 
so. This includes, two mystery shoppers, one editorial panel member and 
two people interested in forming a residents’ group at Trent View. 
 

  Developing the mystery shopper programme. The group was set up in April 
2016; as of 31 October 2016, the mystery shoppers had made a total of 29 
calls and 53 visits. These results provided a number of suggestions on how 
to improve the customer experience of the Contact Centre. For example the 
feedback showed that the Property Shop counter was busy on a 
Wednesday morning and to address this issue, an extra member of staff is 
now available to help out during this period. 

  Commencing two further tenant-led reviews of council services. These are 
focusing on reviewing void re-let times and missed repair appointments. 
The groups aim to report their findings and recommendations in April 2017 

 

 Contributing to the Anti-Social Behaviour (ASB) review and setting up an 
LTP ASB group. Three LTP members, along with officers from Tenancy 
Services, Community Safety and Legal Services, formed the ASB Service 
Development Group. The group has conducted a review of how the council 
deals with reports of ASB. The group revised procedures, information 
leaflets and webpages on the council’s website, ready to submit the service 
to HouseMark for accreditation. To ensure the service provided continues to 
improve, LTP has set up a sub group. It will scrutinise ASB performance 
and help to ensure that any recommendations made by the HouseMark 
accreditation are put into place 

  Continuing to engage with leaseholders. The Leaseholder forum has been 
running for just over a year and its members have discussed several topics, 
including customer services and maintenance charges. They have also 
taken part in reviewing the leaseholder guide, which is due for publication 
early next year 

 

 Assisting in promoting the community investment scheme and advising 
residents’ groups on how to apply. Schemes approved included a kitchen 
refurbishment at the Abbey Access Centre, flower bed restoration at Derek 
Miller Court, supplying materials for the weir at Boultham Park and 
refurbishments at St Barnabas Hospice. It is hoped to continue to grow the 
scheme over the next year and increase resident participation in assessing 
applications 
 

 Increasing engagement through Facebook. The number of likes on the 
housing page have grown to 110 and Facebook’s analytics suite show that 
posts are reaching a large number of people. For example the post about 
the Housing Repairs Service receiving an award from St Barnabas Hospice 
reached 788 people. Whilst it is not possible to qualify how many council 
tenants this included, it does demonstrate that the housing department has 
an active presence on social media. Over the next year we will further grow 
this presence and utilise it to carry out online engagement tenants this 
included, it does demonstrate that the housing department has an active 



presence on social media. Over the next year we will further grow this 
presence and utilise it to carry out online engagement 
 

  Facilitating the autumn round of sheltered housing forums. These were held 
throughout October and visited all 10 schemes and allowed residents to 
raise issues. The forums were also a chance for us to communicate useful 
information to residents. At this round, details were provided about the 
Welfare Advice Team and the importance of asking council operatives and 
contractors for ID. The next round of forums will be held in the spring. 

  

5. Recommendation  
 

5.1 Members are asked to: 
 

a) Note the progress made on delivering the tenant involvement and 
empowerment strategy 2014-2017 
 

b) Suggest any areas of involvement to focus on over the next year.  
 
 

 
 
 

 
 
 
Is this a key decision? 
 

 
 

No 
 

Do the exempt information 
categories apply? 
 

 
No 

 
Does Rule 15 of the Scrutiny 
Procedure Rules (call-in and 
urgency) apply? 
 

 
 

No 

How many appendices does 
the report contain? 
 
 

 
One 

List of Background Papers: 
 

None 
 
 

Lead Officer: Chris Morton, Resident Involvement Manager, 
telephone (01522) 873398 

 


