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EXECUTIVE SUMMARY OF OUR ENGAGMENT ACTIVITY AND WHAT WE HAVE 
HEARD

Our Reach

• 16 Engagement Events

• 1 Tenant Training Event

• 10 Locations across the district

• 3 Reading Group activities

• 1 Survey

• 106 returned surveys

• 126 Tenants and Residents 

engaged

• 16 Issues Raised

• 42 Tenants signed up to the 

Tenants Forum

What we have heard – common themes

• Communication – especially with 

contractors

• Anti-Social Behaviour (ASB)

• Knowing who to contact

• DCM



EXECUTIVE SUMMARY OF EVENTS AND LOCATIONS

MONTH EVENT

October Property Focus Group

October Tenants Forum

October Tenancy Focus Group

November Business Plan Consultation - evening

November Business Plan Consultation - morning

November Complaints and Performance Focus 

Group

November Property Focus Group

November Pop up event

December Meet the Manager

December Warm Homes Event

December Sheltered Housing Focus Group

December Sheltered Housing Focus Group

December Complaints and Performance Focus 

Group

December Sheltered Housing focus Group

December Tenant Training

December Tenants Forum



DEMOGRAPHICS OF TENANTS WHO HAVE ENGAGED WITH US OVER QUARTER 3
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Focus: To actively engage with tenants and residents on Estates. Number of contributors: 0

Aims and objectives: To gather feedback from tenants / residents on issues on their Estates, improve communication and promote 

engagement opportunities. 

Summary of feedback: A pop-up event was held in Weston Community Centre, Park Road, Weston – tenants in the area notified, 

advertised on social media, a poster was put into the community centre, staff informed to help promote. A couple of tenants from the 

area had shown interest in getting involved prior to the event, but only if events were in that area. They were notified of the event. No 

one attended the event.

Immediate outcomes: 
• Analysis of the event, the promotion and location have taken 

place – which has concluded that pop-ups only work if there 

are areas where tenants have shown some dissatisfaction, if 

there is a direct consultation required or when they can be 

outdoors, so the Team is visible to tenants.

Medium term outcomes:
• Working with Estate Management and using our TSM stats to 

compile a list of areas that have increased dissatisfaction with 

ASB or have shown some dissatisfaction with presence on the 

Estate or communal areas from SHDC and to set up some 

outdoor events for the spring/summer.

Impact: 
• This will target the areas that are underperforming or where issues are being raised.

• By targeting dissatisfied tenants this should improve satisfaction measures.

• Tenants can see solutions to the issues they are raising.

POP UP EVENTS



MEET THE MANAGERS

Focus: An opportunity for tenant to meet the managers behind 

the services that are provided to them.

Number of contributors: 2

Aims and objectives: Giving tenants direct access to senior managers, to learn about the services provided and also to raise issues 

and queries. 

Summary of feedback: One event held, low numbers attending but met with enthusiasm by both tenants, who welcomed the 

opportunity to talk about our services and again offer suggestions to improve. As there were new managers to the department attending, 

they introduced themselves and their job roles. A lot of the feedback then centred around tenants not knowing when their kitchens and 

bathrooms were due for upgrades and suggestions to the managers of maybe supplying information at sign up of when a survey would 

be due to assess. Bin collections and the change to wheelie bins was also discussed.

Immediate outcomes:
• Concerns raised over a tenant on one of the sheltered estates 

was passed to the Independent Living Team to visit the tenant 

to help resolve.

• Confusion over the bin collection marketing on facebook was 

reported back to the Waste Delivery Group, to change.

Medium term outcomes:
• To look into organising an engagement event with tenants on 

kitchen and bathrooms

• To develop an annual newsletter and to include in this 

information about the new wheelie bins.

• To work with Estate management to compile a list of tenants 

who will require assisted bin collections.

Impact: (from feedback forms)

• Tenants felt listened to and appreciated talking to managers from each department. 

• Engagement event on kitchen and bathrooms will provide greater transparency over the process for tenants.

• Assisted bin collection list will aid in the new wheelie bin system for tenants

• An Annual newsletter will provide consistent information to those who have non digital means.



PROPERTY FOCUS GROUP

Focus: To write a Code of Conduct for Contractors and to review 

our Damp, Condensation and Mould Service

Number of contributors: 8 tenants attended the session 

reviewing our DCM service and 6 tenants attended the session to 

write a code of conduct for contractors

Aims and objectives: To write a Code of Conduct for Contractors that our Contractors would adopt and tenants could monitor. To 

provide tenants with information on our new DCM service, the reasons behind it and how to promote the service.

Summary of feedback: Tenants had very strong views on how Contractors should behave in their properties, but also how tenants 

should behave. They provided strong messages on respect both ways, improving communication from contractors and re-charging 

tenants who abused the service by missing appointments or causing damage to their properties. Tenants were very interested in 

discussions round DCM and service review, wanting information to help promote the service, but also feedback on performance.

Immediate outcomes:
• Draft Code of Conduct document devised to go through internal 

process for approval.

• DCM information and how to promote provided to tenants 

present.

Medium term outcomes:
• Adopted Code of Conduct for Contractors document to be 

adopted by Capital Clinic

• Code of Conduct to be rolled out to contractors to sign up to.

• Property Services Focus Group and wider tenant base to be 

informed of the Code of Conduct and performance monitored

• Managers to review approach to Recharges

• DCM performance to be delivered to group.

• Impact: 
• Code of Conduct will give tenants assurance that contractors treat them and their homes with respect and will improve 

communication with tenants.

• DCM case management and performance monitored from a tenants perspective

• Recharge process will be considered and written with tenants.

For further reading please see the Code of Conduct for Contractors – link will be added when published



TENANCY FOCUS GROUP

Focus: Anti-Social Behaviour, Estate Inspections, Role of 

Housing Officer

Number of contributors: 2 meetings – 12 contributors

Aims and objectives: Meeting in October focused on Estate and communal inspections and what tenants wanted and ASB 

reviewing a Good Neighbour Guide. Meeting in December went through the role of a Housing Officer.

Summary of feedback: The Good Neighbour Guide was reviewed with tenants wanting the words “reasonable and courteous” adding 

to encourage tenants to avoid confrontation. They also wanted information adding regarding how to remove bulky items and the contact 

details. They also talked a lot about having a skip day to alleviate rubbish being left on estates. They thought a focus should also be put 

onto the Guide about knowing your neighbours – to understand that sometimes their needs weren’t understood. For Estate Inspections 

the form was reviewed with tenants – with suggestions for change and requests for some training on this to be able to understand. For 

the role of the Housing Officer the tenants were given information and a quiz on what the Housing Officer responsibilities were to aid 

understanding.

Immediate outcomes:
• Changes to the Good Neighbour Guide were collected and 

added to those from the Reading Group

• Estate Inspection checklist approved for use

• Share the Domestic Abuse worker contact details with the 

forum

Medium term outcomes:
• Updated Good Neighbour Guide to be approved and then 

promoted.

• Training for tenants on how to conduct void, communal and 

estate inspections to be arranged.

• Share some outcomes (taking into account GDPR) of the 

Tenancy Audits

• Review if a skip day would be worthwhile.

Impact: 
• Tenants are given tools and knowledge to be able to help assess the condition of estates, voids and communal spaces. 

• Good neighbour Guide will help with low level ASB

• Tenants are more aware of why a Housing Officer isn’t available immediately to answer calls and understand the service levels.

RELATES TO TSM (TP12) COMPLAINTS OF ANTI SOCIAL BEHAVIOUR 69% FOR 2024/25



COMPLAINTS AND PERFORMANCE FOCUS GROUP

Focus: To review our Complaints Policy and check performance Number of contributors: 5

Aims and objectives: The tenants reviewed our Complaints Policy to ensure it met all the requirements of the Housing 

Ombudsman, but also to check it highlighted the role of the tenants in scrutinising complaints.

Summary of feedback: Tenants reviewed the policy in detail. They were satisfied that the policy met the requirements of the Housing 

Ombudsman code but wanted the policy to highlight the role of all staff in the process and to ensure the process was transparent and 

fair. They suggested moving some of the sections around to make the policy flow better and were keen that the role of the group in a 

scrutiny function should be prominent in the Policy.

Immediate outcomes:
• Policy re-written with all of the tenants' suggestions, including 

adding a section on scrutiny, moving various sections about and 

adding a timeline for the process. 

• Change of Stage 1 Investigating Officers – tenants felt that 

Stage 1 complaints should be handled by those Senior Team 

Leaders who were operational and could then implement changes 

quicker when learning from complaints. This was changed but the 

wording added to ensure that all investigating officers were trained 

and accountable. 

• Change of Stage 2 Investigating Officers– Tenants felt 

Managers of services should then undertake all Stage 2 

investigations. 

Medium term outcomes:
• The changed Policy with accompanying report has been 

written and sent to PDP for comment and will ultimately go 

to Cabinet for sign off

• Tenants will begin to monitor the complaints performance 

highlighting any areas of concern to the newly formed 

Tenants Panel once set up.

Impact: 
• Tenants have directly influenced the change of policy, highlighting the role of the tenants within the complaints process.

For further reading see report for PMP when published



SHELTERED HOUSING FOCUS GROUP

Focus: To focus on the sheltered housing service Number of contributors: 9

Aims and objectives: To inform about the next round of community centre refurbishments, update on the booking system for 

community centres, introduce the Repairs Service Project, update on the TV aerials project, promote the Age Friendly agenda and 

walking audits, inform about Trusted Assessors, update on Tunstall and gain feedback on newsletter.

Summary of feedback: Repairs project welcomed and am and PM appointments requested, communication raised, text message for 

reminders raised and the need for a priority list. Questions regarding TV aerials project discussed. Newsletter feedback positive 

requesting a prize for quiz in it. Walking audit welcomed. A particular area felt left out and vulnerable.

Immediate outcomes:
• Dates to consult with tenants on 4 community centres to be 

refurbished set

• Newsletter for the quarter included tenants' suggestions.

• Tenants understood booking system

• Updated tenants on TV aerial project.

• Suggestions for changes to repairs fed into transformation 

project.

• Confusion over bin timetable fed back to waste.

Medium term outcomes:
• Working with area at Chappell Road to help them feel more 

inclusive and listen to their concerns – to arrange an event to 

undertake this.

• Use of some of the members to be part of check and balance 

group for Repairs Transformation project.

Impact: (from feedback forms)

• Reducing feeling of vulnerability for those who have expressed this

• Feedback into the Repairs Transformation project



SURVEYS AND CONSULTATIONS 

Focus: 1 survey and 2 consultation events Number of contributors: 106 returned surveys and 22 attendees

Aims and objectives: Survey and Consultation event on the proposed business plan to gain views on how tenants wanted to prioritise 

the money we spend and what is important to them.

Warm Homes consultation event for those tenants who will be going through the next phase of green energy upgrades to give them the 

opportunity to ask questions on what would happen.

Summary of feedback: All survey responses and attendee comments from the consultation events on the business plan have been fed 

into the Business Plan Summary that is now with Members for approval. The main high-level feedback was to extend the life of kitchens 

and bathrooms but fit good quality and don’t take out if it is in good condition, new appropriate properties were supported with re-

development needed, Aids and Adaptations were important to tenants, as well as an improved void standard and green energy. 

Recharges were also brought up and disposals of poor performing assets.

Immediate outcomes:
• Survey results and consultation event analysed and sent to 

Savills to add to the Business Plan report.

• Frequently asked questions at event added to FAQ document 

for Warm Homes

• Texting tenants' reminders of events worked – added to 

process.

Medium term outcomes:
• Completed 30-year Business Plan shaped on tenants' views.

• Feedback to tenants' event on the Business Plan along with a 

summary document for ease of reading

Impact: 
• Tenants will receive the information on works that is important to them

• Business Plan will shape how we work over the next 30 years – and to be completed in partnership with tenants

Further Reading:
Business Plan Summary for tenants – link will be added when published



READING GROUP

Focus: Annual Gas and Electric visit letters, Good Neighbour 

Guide, ASB letters and funding bid for engagement

Number of contributors: 10

Aims and objectives: To critique and evaluate letters, guides and bids through a tenant's lense and provide feedback on changes 

required.

Summary of feedback: Tenants have fed back their views on our literature and have made changes to how some of the information is 

set out in the letters along with the grammar. They have also made suggestions on how to improve the Good Neighbour Guide and 

given their thoughts on our funding bid. After each Reading Group activity, a summary report is produced highlighting recommended 

changes which is sent to the relevant departments to action, the Tenant Engagement Team will track these changes are completed, so 

the documents can have the Reading Group seal attached to them.

Immediate outcomes:
• Recommendations for changes made to Gas and electric 

letters, sent through to MCS and Sureserve to review.

• Good neighbour Guide changes sent to ASB Officer to review 

and make changes.

• Changes made to funding bid – including the name change of 

the project

Medium term outcomes:
• Once letters and Good Neighbour Guide complete, the 

Reading Group Seal will be applied to the literature.

• Comms campaign on the use of the Reading Group Seal

• Outcome of the funding bid to be fed back to the tenants. If 

successful, to ask for a working group to help with the project.

Impact: 
• Tenants will recognise and trust literature that has been approved for plain English and clarity.

• Feedback into a tool to help with low level ASB.

• Feedback into a funding bid to help engage with tenants with neuro-diversity.

• Letters are clearer and easier for tenants to understand.



TENANTS FORUM

Focus: 2 events which all tenants were invited to. October event – 

Introduction Aids and Adaptations panel and Tenant Panel, feedback 

on Regulatory Judgement. December event – talks from Customer 

Contact, Allocations.

Number of contributors: 26

Aims and objectives: To provide all tenants with an opportunity to engage with housing, feedback into documents, get informed about 

services and raise any issues

Summary of feedback: In October tenants listened and responded to the Regulatory Judgement and were pleased about the C2 

grading and future improvements planned. Many were interested in the upcoming tenant opportunities. In December the tenants enjoyed 

the talks from Customer Services and Allocations. 

Immediate outcomes:
• At Spring Gardens many tenants were concerned about a 

garage plot for sale – Assets were notified, and they spoke to 

tenants to put their minds at rest, including a change in 

process.

• TV aerial replacement schedule was checked and tenants 

updated.

• Several reports of DCM, repairs taken and dealt with. 

• Tenants were informed of the work of Customer Contact and 

webchat promoted as a quick way to get in touch.

Medium term outcomes:

• Tenants recruited to go onto an Aids and Adaptations Appeal 

Panel

• Training for tenants on Aids and Adaptations Appeal Panel.

Impact: 
• Tenants felt listened to and their issues rectified.

• Tenants Voice on Aids and Adaptations

• Tenants equipped with tools to listen to appeals.

• Tenants given more ways to get in touch.



YOUR VOICE, WE HEARD

Your Voice We heard (action)

Medium term outcomes 

Timescale Assigned 
to

Update 

Tenants report issues with parking 

on many estates and frustration 

on what can be done.

Working with Estate Management and 

Property Services to produce leaflet to 

highlight what SHDC housing are able to 

do regarding parking. 

Feb 26 VD Letter drafted for 

approval

Tenants reported dissatisfaction 

with estates and ASB.

ASB information fed into Tenancy Focus 

Group to help with the scrutiny of ASB 

Action Policy – to include:

• timescales for managing and 

responding to cases

• nominated contact and how to 

contact them

• approach to anonymity and how 

the Council will manage to this

• developing an approach to 

proactively contact wider 

residents in response to cases 

• ensuring greater visibility on 

estates when investigating 

complaints.  

Pilot “In your Area” events for hotspot 

areas reported to us with Quality Checker 

Group and arrange pilot.

May 26

Jan 26

AG

JF

Drafting of policy 

commenced.

Pilot to take place in Jan 

26 at Long Sutton.

ACTIONS TO BE MONITORED BY MANAGEMENT TEAM AT HOUSING LANDLORD BOARD 



YOUR VOICE, WE HEARD

Your Voice We heard (action)

Medium term outcomes 

Timescale Assigned 
to

Update 

To make the Aids and 

Adaptations service clearer and 

fairer for all tenants and more 

efficient for SHDC.

• Means testing to be introduced

• Rent to be reviewed on properties with 

extensions valued 

• Appeals panel to be established of 

which tenants will be part of 

• Service charging to be introduced, 

where applicable. 

April / June 

2026

LH / CH All actions complete

Working tenants have 

commented that they can’t 

attend daytime meetings.

To set up a schedule of events in the 

evening, using both digital and face to face 

methods.

Jan 26 BC Tenants being asked 

preferred way – on-line / 

F2F, then to arrange for  

March 26

Query on how local contractors 

are able to get involved in 

delivering work for SHDC.

To give local contractors more weight on 

procurement exercises – to implement on 

next procurement exercise.

Immediate 

meet 

managers

CH Quality question on 

everything above 

£40,000 now asks this.

Dissatisfaction on how tenants 

were informed about major 

works and kept informed and 

checked on during this work 

occurring.

A comprehensive guide to be developed for 

all Major works, working with tenants and 

contractors to ensure meets all needs.

Process to be updated to include 

consultation from the beginning of works 

and continual check ins with known 

vulnerable tenants throughout the works

Sept 26

April 26

CH / Cmy

CH / CMy

Project Manager will be 

appointed for significant 

works . Major - 

contractors 

documentation in place 

including named SPOC



YOUR VOICE, WE HEARD

Your Voice We heard (action)

Medium term outcomes 

Timescale Assigned 
to

Update 

Tenants raised the issue of the 

accessibility of community centres

Work with tenants to explore how 

accessible community centres and guest 

rooms are, through our Quality Checkers 

Group and devise a plan to evaluate 

accessibility.

To begin Nov 

25 

PC Assessment form 

compiled working with 

Lead OT, training for 

tenants who want to do 

assessments arranged.

Tenants have asked about how we 

allocate our properties and why 

we don’t manage them to house 

the right people in the right 

homes.

Tenant forum event agenda item to be 

organised for December

December 25 TM Completed – Allocations 

Team attended our 

December Tenants 

Forum Meeting.

Breakdown of TSMs not clear to 

tenants – need more information 

to help them evaluate

To consider using local benchmarking 

alongside national and breakdown results 

further.

Feb 26 JW Complete - 

Warm Homes works have raised a 

lot of questions with tenants.

Produce a FAQ to issue to tenants based 

on the feedback given

Dec 25 SP FAQ booklet produced – 

to now go to Reading 

Group



YOUR VOICE, WE HEARD

Your Voice We heard (action)

Medium term outcomes 

Timescale Assigned 
to

Update 

Low attendance at recent Pop up 

events

Work with Estates and TSM data to map 

out best locations to hold Pop Up events 

and provide list of events

April 26 BC Work to commence once 

new officer recruited.

Tenants have mentioned 

confusion over when bathrooms 

and kitchens being surveyed at 

events, and in BP survey

To work with contractors and engagement 

to hold an event on kitchens and 

bathrooms and to give out more 

information on the process.

July 26 CH Working with Property to 

set up in the summer

Tenants mentioned getting regular 

updates especially by non digital 

means.

• To develop an annual newsletter and 

to include in this information about the 

new wheelie bins implementation.

• To work with Estate Management to 

raise awareness of assisted wheelie 

bin collections.

June 26

July 26

BC

BC

This work will commence 

once new officer 

recruited.

To improve communication with 

contractors and tenants

• Code of Conduct for Contractors 

document to be adopted by Capital 

Clinic

• Code of Conduct to be rolled out to 

contractors to sign up to.

• Property Services Focus Group and 

wider tenant base to be informed of 

the Code of Conduct and 

performance monitored

April 26

June 26

June 26

CH

DT

BC

Adopted at HLB Jan 26

To commence Feb 26

To go back to March 

meeting



YOUR VOICE, WE HEARD

Your Voice We heard (action)

Medium term outcomes 

Timescale Assigned 
to

Update 

Tenants who consistently damage 

or miss appointments should be 

penalised.

• Managers to review existing approach 

to recharges

June 26 CM / CH Managers reviewing 

approach.

We would like to know how the 

DCM service is performing

• DCM performance to be delivered to 

Property Focus group.

July 26 CM To report back on 

performance Jan 26

To alleviate low level ASB, and 

clean up estates 

• Updated Good Neighbour Guide to be 

approved and then promoted – add 

seal of approval

• Training for tenants on how to 

conduct void, communal and estate 

inspections to be arranged.

• Share some outcomes (taking into 

account GDPR) of the Tenancy Audits

• Review if a skip day would be 

worthwhile.

April 26

Feb 26

July 26

August 26

VD

BC

VD

VD

Awaiitng Reading Group 

comments.

Training arranged

To organise

Looking into

To ensure the complaint service is 

transparent, accountable and high 

performing

• Update policy with changes, get it 

approved through Council and 

promote with tenants

• Tenants will begin to monitor the 

complaints performance highlighting 

any areas of concern to the newly 

formed Tenants Panel once set up.

May 26

August 26

BC

BC

Policy updated and report 

to PMP Feb 26



YOUR VOICE, WE HEARD

Your Voice We heard (action)

Medium term outcomes 

Timescale Assigned 
to

Update 

We have told you what is 

important to us on how our money 

is spent

• Summary of the 30 year Business 

Plan for tenants to be developed

• Event for feedback on business plan 

to be delivered

April 26 VC/BC

We have reviewed the letters and 

guides from a tenant perspective

• Once letters and Good Neighbour 

Guide complete the Reading Group 

Seal will be applied to the literature 

and tenants made aware

• Comms campaign on the use of the 

Reading Group Seal

• Outcome of the funding bid to be fed 

back to the tenants. If successful to 

ask for a working group to help with 

the project.

April 26

May 26

April 26

BC

BC

BC



TENANT FEEDBACK

I think differently 

and being given 

a chance to be 

involved is 

amazing

Things are 

changing and 

there is a drive 

coming from the 

top to make a 

difference

We can see how 

hard teams work 

and how much 

more there is for 

you to do.

I like the bits I 
can get 

involved in at 
home

This was so 

interesting – 

I’ve learnt 

things excellent 

discussion

Its wonderful 

you are 

supporting 

tenants to get to 

events.

We’re excited 

to work with 

you and make 

a difference

What 

happens 

next?
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