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Summary

As a social housing provider, the Council is committed to providing tenants with the
services that suit their needs and doing the right thing for them. This dedication is a key
driver for our actions, alongside meeting the outcomes of the consumer standards set
out by the Regulator of Social Housing.

This report highlights how implementing the Tenant Engagement and Influence Strategy,
created with tenants, will significantly benefit them. By adopting this Strategy and its
action plan, tenants will have a stronger voice and greater influence, ensuring their
needs and perspectives are at the forefront. This approach will also help the Council
meet the specific expectations of the Transparency, Accountability, and Influence
standard, creating a more tenant focused service.

Members are requested to consider adoption of the Tenant Engagement and Influence
Strategy and accompanying action plan.

Recommendations

1. That Cabinet adopts the Tenant Engagement and Influence Strategy




2. That Cabinet delegate minor operational amendments to the Tenant Engagement
and Influence Strategy to the Assistant Director — Housing in consultation with the
Portfolio Holder for Strategic and Operational Housing.

Reasons for Recommendations

As a responsible social landlord, the Council is required to have Tenant Engagement
and Influence mechanisms in place to provide tenants with meaningful opportunities to
get involved with and scrutinise the Housing Landlord Service. This is not only essential
for meeting our legal obligations set out by the Regulator of Social Housing but also
crucial for ensuring tenants receive services that suit their needs and aspirations.

Other Options Considered

Do nothing — The council would be unable to evidence that it is meeting the outcomes
of the Transparency, Influence and Accountability consumer standard and will not be
able to provide a variety of mechanisms to capture and involve tenants voices and
insight. This is not the recommended option.

1. Background

1.1  The Council has governance arrangements in place to monitor and govern
decisions about Council services. As per the Social Housing (Regulation) Act 2023,
the Regulator of Social Housing has placed a greater emphasis on treating tenants
with respect and giving tenants a wide range of meaningful opportunities to
influence and scrutinise their landlords’ strategies, policies and services.

1.2  In July 2024, the Council commissioned Tenant Participation Advisory Service
(TPAS) to carry out a reengineering tenant engagement project. TPAS carried out a
survey and series of focus groups held with tenants and officers to influence the
proposed strategy and recommendations. Officers recognise that whilst there is a
range of informal engagement opportunities for tenants to feedback into the service,
there is more to do in widening these opportunities to include scrutiny mechanisms,
and to ensure the Council are hearing a more diverse voice from tenants.

1.3 TPAS made 31 recommendations as detailed in appendix E. Recommendations
have been incorporated into the strategy and broader Housing Transformation
Programme, focusing on competence and conduct and culture.

2. Report

2.1  This Tenant Engagement and Influence Strategy will replace the existing Tenant
Engagement Framework that was adopted in 2023.



2.2
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3.1

3.2

The first consultation carried out during the reengineering tenant engagement
project, was a tenant survey in August 2024 asking tenants how they would like to
be involved in shaping the services that the Landlord Service delivers. Over 400
survey responses were received with multiple focus groups held in the autumn to
further explore these themes and findings.

Working with tenants, TPAS developed a key recommendation to create a tenant
influencing strategy and supporting action plan to demonstrate how tenant’s
experiences will be noticed and how their influence impacts on decisions made by
the Council.

This is a key strategy for the Members to ensure that they are assured that the
approach to engagement and influence meets the regulatory duties and makes a
difference to the tenants of South Holland District Council.

The Tenant Engagement and Influence Strategy is fully aligned to our regulatory
duties under the Transparency, Influence and Accountability Standard. It will
enable us to know more about our tenants, their experiences, priorities, and
expectations of us as their landlord. The Strategy sets out the following:

e What is tenant engagement?

e How tenants can get involved and have their voices heard.

e Our commitments to tenant engagement and influence.

e How tenant’s voices will feed into existing governance mechanisms.

¢ How we monitor the success of the strategy and share the difference tenant’s
voices make.

The action plan detailed within the strategy has been developed to deliver against
the commitments in the strategy.

Progress is already being made against the actions within the strategy including the
following.

e Working with tenants and staff from the TPAS project to form a new Tenant
Influence Working Group. The working group purpose is to support
implementation of the strategy and its key recommendations.

e Updates to the webpages providing more detail on existing engagement
opportunities.

e Promotion of ‘you said, we did’ activity on the website and to tenants.
¢ Hosting Meet the Housing Manager event.
e Promoting a tenant forum, with a leaflet included in all 2025 rent review letters.

Tenant Voice and Impact
Delivery against this strategy and action plan will have a positive impact on tenants.

Tenants have actively participated in developing the recommendations, making the
strategy and action plan crucial for successful tenant engagement and influence.
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To enhance opportunities for involvement and influence regarding the proposed
strategy, the Council carried out a second consultation period in February 2025.

The second consultation ran from 12" February 2025 until 3@ March 2025. Initially it
was scheduled to end on 2"@ March 2025 however an active meet and greet was
planned for 3@ March 2025 to gather views from the over 75s therefore in
consultation with the Tenant Influence Working Group the consultation was extended
by one working day.

Full consultation findings and summary of changes made can be found in appendix
A.

Tenant Influence Working Group Impact

The group was established on 14" January 2025 and has met 5 times at the time of
writing this report. The group is formed of tenants and officers.

The group have been actively involved in reviewing the Strategy, the survey findings
and consultation material to provide feedback which has helped shape the
consultation and the final Strategy version.

4. Key consultation findings

4.1.

4.2.

4.3.

4.4.

5.

5.1.

85% agreed with the proposed commitments set out in the strategy.

83% agreed with the priorities set out in the strategy. However, 20% found it
somewhat difficult or extremely difficult to understand the strategy reporting that the
language was complicated and the document was lengthy and repetitive.

61% said it was clear how we will improve how we listen to and work with our tenants
whereas 39% said it wasn’t clear how we will listen to and work with our tenants.

The consultation findings highlight that the majority of consultees agree with the
commitments and priorities set out in the strategy however they would like to see the
language simplified and the document to become more inclusive. Therefore, the
following key changes have been made to the strategy in response to feedback
received throughout consultation:

Simplified the language used throughout the strategy.

Removed abbreviations and jargon.

Created a shorter summary version of the strategy.

Included examples of what the new engagement opportunities might look like.

Moved the access for all statement to the front of the document.

Production of a video version of the strategy as some tenants told us they weren’t

good with documents.

e Changes to imagery and coloured boxes used to support accessibility.

Further feedback following second consultation

Based on the consultation responses received, Officers asked a group of involved
tenants to review the revisions made to ensure that the revised strategy and new



5.2.

6.1.

6.2.

summary version accurately reflected the survey findings and feedback. Their
feedback indicated:

e Improved accessibility: The feedback indicates that the revised document is
easier to read and understand, making it more accessible to a wider range of
tenants.

e Enhanced clarity: Tenants liked that important information had been retained
by simplifying bullet points as it highlighted key details and made it easier to
digest without feeling overwhelmed.

e Improved communication: Making the document clearer and more concise
increasing the likelihood of it being read and understood.

e Alternative media: Feedback supported the strategy being created into a
video format.

The feedback has had a positive impact on making the strategy more user friendly
and aligning it with tenant expectations.

Conclusion

By adopting this Strategy, tenants will have a stronger voice and greater influence,
ensuring their needs and perspectives are at the forefront of decision making. This
approach will also support the Council in meeting the specific expectations of the
Transparency, Accountability and Influence consumer standard, creating a more
tenant focused service.

Tenants have played a crucial role in shaping and developing this strategy from its
inception through to its finalisation. Their ongoing support will be instrumental in the
adoption and embedding of the strategy as Tenant Engagement and Influence at
South Holland District Council evolves and grows.

Full consultation findings and summary of changes made can be found in appendix

A.

Implications

South and East Lincolnshire Councils Partnership

None.

Corporate Priorities

The Tenant Engagement and Influence Strategy is linked to the South and East
Lincolnshire Councils Partnerships wider Customer Experience Strategy by:

Ensuring a person-centred approach that prioritises tenant feedback;
Empowering staff to deliver a consistent service and drive improvements;
Actively welcoming tenant scrutiny; and

Embracing technology to enhance accessibility by adapting our offerings to meet
the diverse needs of our tenants.

Partnership Alignment and Delivery Plan 2024/2025

e Local deliverables — HRA Transformation Programme — to ensure regulatory
compliance in light of new legislation.


https://www.selcp.co.uk/media/24693/SELCP-Customer-Experience-Strategy/pdf/SELCP_Customer_Experience_Strategy_FINAL.pdf?m=1710867087407

The Tenant Engagement and Influence Strategy and the consultation link to the South and
East Lincolnshire Councils Partnerships wider Engagement Pledge by:

e Committing to inclusivity by actively seeking out diverse perspectives on the
strategy;

e Making engagement easy by meeting people in familiar places such as their
estates and community centres;

e Making accessibility a priority by making the consultation available in
different formats upon request;

e By having a proactive outreach and meaningful consultation with regular
review of our engagement activities.

Staffing

One full-time equivalent FTE post has been added to the establishment to lead and
coordinate the delivery of the strategy and action plan. This post has been recruited to and
commenced on 15t April 2025.

Workforce Capacity Implications
None.
Constitutional and Legal Implications

A key recommendation of the TPAS project is to create a Tenant Influence Vehicle (also
known as a tenant panel or board) with links into the Council’s existing governance
arrangements. This is a necessary measure to establish a mechanism whereby tenants
can regularly scrutinise the service provided by the Council as a registered provider. (This
is an expectation of the Regulator of Social Housing and will be reviewed as part of our
programmed inspection.) The Council to refer to this vehicle as the Panel throughout the
strategy.

In order to deliver the outcomes of this standard, it is anticipated that the Council will need
to establish a tenant scrutiny panel/similar. The establishment of this panel (if supported
by members and tenants), including adopting its terms of reference, is an Executive
decision.

The strategy will support the Council in establishing meaningful tenant engagement and
scrutiny opportunities for tenants, therefore meeting expectations of the Regulator of
Social Housing.

Data Protection
None.

Financial


https://www.selcp.co.uk/media/25521/SELCP-engagement-pledge/pdf/SELCP_Engagement_Pledge.pdf?m=1726157959293

The addition of one FTE post to lead and coordinate the delivery of the strategy and action
plan will incur costs associated with salary, benefits, and any necessary training or
resources. The budget for this post was adopted by full Council in February 2025 as part
of budget setting for 2025/26.

Risk Management
None.
Stakeholder / Consultation / Timescales
To develop this strategy, the Council has engaged a wide range of stakeholders including,
tenants, elected members, officers, consultants (TPAS) and researched best practice
examples.
The Portfolio Holder - Strategic and Operational Housing, the Director of Communities and
S151 Officer have been consulted. They continue to be regularly updated as Chair and
Sponsor of the Housing Transformation and Improvement Programme Board.
To support creation and implementation of the strategy the Council has adopted the TPAS
recommendation to establish a Tenant Influence Working Group (TIWG). This group,
which has evolved from participants of the Reengineering tenant engagement project, is
formed of tenants and staff. The TIWG is not a decision-making body, it is timebound and
will be active during the initial set up and implementation phase of the strategy.
Further consultation has taken place as detailed within the body of the report which
includes:

e Visiting local areas to consult directly with tenants.

e Using both online and offline methods of communication.

e |dentify the underrepresented groups and ensure access to consultation is

available in a way that suits them.

Reputation
None.
Contracts
None.
Crime and Disorder
None.

Equality and Diversity / Human Rights / Safeguarding

This Tenant Engagement and Influence Strategy aims to understand more about all of our
tenants and provide a diverse range of ways to engage and remove barriers.

The strategy sets out actions to improve our working with underrepresented groups across
the district.



To ensure a representative view and that underrepresented groups were heard, we
conducted targeted outreach and engagement activities, systematically tracking
participation and feedback to guarantee inclusivity and comprehensive representation.

An equality impact assessment has been carried out regarding the strategy consultation
(Appendix c)

Health and Wellbeing
None.
Climate Change and Environmental Implications

By improving collaboration with tenants and making them feel valued and involved overall,
they will be more likely to participate in community wide environmental projects such as
changes in recycling initiatives of the future and energy efficiency upgrades.

Community centres will be utilised for meetings where possible and digital technology will
be used where possible to reduce travel.

Generated
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Adaptation

The Partnership has committed to being Net Zero by 2040 (14
years and 8 months away).

Acronyms

TPAS (Tenant Participation Advisory Services)
HRA (Housing Revenue Account)

TIWG (Tenant Influence Working Group)

FTE (Full time equivalent)

Appendices
Appendices are listed below and attached to the back of the report:



Appendix A Tenant Engagement and Influence Strategy consultation outcomes and

details of changes.

Appendix B Revised Tenant Engagement and Influence Strategy following consultation

Appendix C Tenant Engagement and Influence Strategy Consultation EQla

Appendix D Tenant Engagement and Influence Project EQla

Appendix E  SHDC Executive Summary — Re-engineering Engagement — Tenant
Influence at SHDC — November 24

Background Papers

Background papers used in the production of this report are listed below: -

Document Title Where the document can be viewed
Regulator of Social Housing - www.gov.uk/government/consultations/consultation-
Consumer Standards on-the-consumer-standards

Chronological History of this Report

Policy development panel 11" February 2025
Policy development panel 22" April 2025

Report Approval

Report author: Adel Gardner, HRA Transformation Officer,
adel.gardner@sholland.gov.uk

Signed off by: Jason King, Director of Communities

Approved for publication: Councillor Tracey Carter, Portfolio Holder for Strategic and

Operational Housing
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