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Tenant Engagement Strategy 2025 – 2030 
Appendix 1 – Housing & Communities Engagement form
Consultation with Tenants Proforma
This form is designed to assist you with planning your consultation and, in particular, record the outcomes and changes made from the findings.  There is two parts to the form - part (a) to help you plan your consultation and part (b) to be completed once you have finished the project. 

1. What are you consulting on?
2. Are you planning your consultation or have you already carried it out?
· I am planning the consultation (please go to part A)
· I have already carried it out (please go to part B) 

Part A  Consultation planning checklist/starting out
3. What is the date of your consultation? 
4. Why are you consulting? (e.g. response to legislation, updating policies or procedures, service improvements, learning from complaints etc?)

5. Is for: 
· Information
· Consultation
· To influence decisions
· To make decisions
· Other 

6. If other please state why below

7. What outcomes are you intending to achieve? (e.g. improve services, tackle an issue, meet the requirements of legislation, increase satisfaction levels etc)

8. Who are your stakeholders? Please tick all that apply
· Tenants (general needs)
· Tenants (sheltered)
· Tenants (temp or potential tenants)
· Leaseholders
· Communities/estates
· Councillors
· Staff
· Other 
9. If so please list other

10. What method/s of consultation do you intend to use?
· Attendance at a tenant panel
· Tenant scrutiny review
· One off meeting in person
· One off meeting online
· Postal survey
· Online survey
· Focus group
· Citizen  panel or tenant group
· Commonplace
· Citizenlab/go vocal
· Community event
· other
11.  If other please list below

12.  How will you ensure representation across equality target groups – black communities and national minority communities, people with disabilities, elderly, people on low incomes, young people?

13. What is the minimum number of responses you need?

14. Do you have a budget for:

· Staff time
· Goods and services
· Printing publicity and mailing
· Translations and interpretation
· Venue hire
· Other 
15. If other please list here 

16. How will you evaluate the findings?
17. When will you evaluate the findings?
18. How will you feedback results to those consulted and the wider community?
19. When will you feedback the results?
20. How will you monitor any service improvements as a result of the consultation?

Section B – post consultation/impact assessment
3.    Date of consultation (start and end Dates)
4.  Why were you consulting?  (e.g. response to legislation, updating policies or procedures, service improvements, learning from complaints etc)
5.  Was it?
· For information
· For consultation
· To influence decision
· To make decisions
· Other
6.  if other please state why
7.  What was the main objective/outcome of the consultation, and do you think you met them? (e.g. improve services, tackle an issue, meet the requirements of legislation, increase satisfaction levels etc)
8.  Who were your stakeholders?
· Tenants (general needs)
· Tenants (sheltered)
· Tenants (temp or potential tenants)
· Leaseholders
· Communities/estates
· Councillors
· Staff
· Other 
      9.  if other please list below
      10.  what was the method used?  Tick all that apply 
· Attendance at a tenant panel
· Tenant scrutiny review
· One off meeting in person
· One off meeting online
· Postal survey
· Online survey
· Focus group
· Citizen  panel or tenant group
· Commonplace
· Citizenlab/go vocal
· Community event
· other
11.  If other please list below

12.   Which venues if any did you use?
· Civic Centre
· One of the Community Centres (Coley, Hexham,  Lyndhurst, Whitley Wood)

Inputs/ costs
13. How much did you spend on room hire?
14. How much did you spend on staff time (hours and grade)
15. How much did you spend on resident costs (eg travel, caring costs, vouchers, translations, interpretations, refreshments, entertainment etc)
16. How much did you spend on printing/publicity/postage etc
17.   What other costs did you have?
Outputs (what happened?)
18. How many people responded/attended?
19. How did you ensure representation across equality target groups – black communities and national minority communities, people with disabilities, elderly, people on low incomes, young people?
20. Did the consultation identify any other issues outside the scope of the project 
21. What was the feedback from the evaluation survey and where can it be found?
22. What changes will be happening as a result of the feedback and how will it be monitored? 

Feedback – how have you or how do you plan to report on the results of the consultation?
23. Who have you fed back the results of the consultation and any proposed changes to?
· Everyone who responded
· All Tenants
· Staff
· Councillors
· Other stakeholders
· Other 
24. If other please list below
25. How have you fed back the results and changes from the consultation?
· Cascaded the final report
· Cascaded a summary with links to the full report
· Article in Your Housing/Housing News or other newsletter
· Letter to all respondents
· Report to committee
· Report to managers
· Uploaded onto the website
· Through social media
· Staff newsletter
· Other 
26.  If other please list here 






Appendix 2 – Tenant Engagement Action Plan


	Priority 
	Lead Team 
	Actions  
	Target delivery date 

	Priority 1: Information & Communication 
	Tenant Engagement Team 
	· Reviewing and updating the branding for Tenant Engagement including the logo, strapline and publicity materials to provide a consistent message.
· Working with New Directions, the Adult Education College to identify training for tenants to coproduce our publications including training on basic media communications including social media content, writing and designing compelling newsletters, basic photography and using a mobile phone for media content.   

· Reintroducing the Tenant Quality Mark – a process whereby tenants proofread information to ensure it is in plain English, attractive and useful before publication and raise awareness across Housing Services colleagues of the need to put their information through this process

· Review the noticeboards on estates to identify the most important information that tenants would like to have about their neighbourhood and Housing Service as previous feedback from tenants has been that estate noticeboards are underutilised.  

· Carry out a targeted recruitment campaign to encourage tenants to volunteer to get involved in our publications.  This can be done either in the comfort of their own home, online or in person meetings.  

	June-July 2025

	Priority 2: Tenant Feedback 
	Tenant Engagement Team
	· The impact assessment template form is being revised and will be online and promoted to all Housing Services Staff, following the final approval of the new Tenant Engagement Strategy in March 2025, to complete as part of any consultation or engagement activity.
	May 2025

	Priority 3: Recruitment & Support 
	Tenant Engagement Team
	· We’re updating the branding for Tenant Engagement activities with input from tenants. This will be finalised through consultation with involved tenants and an online survey of Sounding Board members, this will be completed in time for the Recruitment Campaign planned for early Summer 2025.

· Our training program is also being improved as part of the new Tenant Engagement Strategy. It will include online sessions for panel members on topics like Data Protection, Diversity and Inclusion, and tenants’ rights through organisations like Four Million Homes, and will be in place for the Recruitment of new involved tenants in the Summer of 2025.Training opportunities from our memberships with Housing Quality Network, the Resident Network, and Housemark will also be shared regularly.

· The Tenant Academy, a 12-week program that explains different parts of the Housing Service, is being reviewed and updated. The program allows tenants to choose which sessions they want to attend and will include a digital option. The original course is now out of date, so a new prospectus will be created and ready for delivery to our new involved tenants by the end of Summer 2025.

· TACT members, who haven’t completed a full review in for some time, together with newly appointed members will require training. Since TACT’s previous Independent Tenant Advisor (ITA) is unavailable, we’re exploring options like TPAS or other providers to offer training and support. The Tenant Engagement Strategy Working Group are planning events to recruit new members with a campaign using the updated branding over the summer.

· We’re working with New Directions and other organisations to provide training on skills like basic media, CV building, interview preparation, and community health. These will help tenants develop their volunteering, return to work, or advance their careers.

	August 2025

	Priority 4: Meaningful Engagement Structures 
	Tenant Engagement Team
	· The Menu of Engagement has been updated, and the Tenant Sounding Board sign-up form will be revised to match the changes and ready for the launch of the new strategy in Summer 2025.

· Engagement Panel terms of reference and job descriptions will be reviewed, updated, and approved by the Tenant Engagement Strategy Working Group for review by March 2025.

· Training and support for TACT, including recruiting new members, will be arranged through TPAS or similar providers, and will be in place for our recruitment campaign in early summer 2025. 

· The reporting process for TACT’s findings has been clarified to ensure recommendations reach management and decision-making bodies.

· The Tenant Engagement Strategy Working Group will become the main panel for tenant engagement after the strategy is launched, renamed as "Tenant Power for You" Panel to align with new branding. It will monitor strategy actions, reports, feedback and conduct an annual impact assessment for all engagement activities.

· New ways to ensure tenant feedback shapes communication and information are being developed and will be introduced as part of the New Tenant Engagement Strategy in March 2025 following final sign off and approval.

· A recruitment package for mystery shoppers will be created to allow tenants to test services like the call centre, reception, and website accessibility and will be completed in time for the recruitment campaign in early summer 2025. 

	August  2025

	Priority 5: Complaints  
	Tenant Engagement Team & Customer Relations Team 
	· Involved tenants are researching good practices, supported by a tenant serving on the Housing Ombudsman service Resident Panel to stay updated.

· Terms of reference and job descriptions for a new complaints panel will be approved by involved tenants ready for the panel’s commencement at the end of summer 2025.

· We will continue promoting the Housing Ombudsman Service and educating tenants about the support they provide.

· Consultation revealed confusion about the difference between complaints and service requests. We will work with tenants to clarify this distinction and promote the changes we have made recently to our website to clarify this through publications in the coming months, via the Spring/Summer Edition of Your Housing.
	August 2025










Appendix 3 – Approach for consulting on priorities
The building of the Tenant Engagement Strategy
A working group of tenants was set up in 2022 to oversee the Tenant Engagement Strategy.  They looked at the new requirements for social housing landlords and provided a joint response to the consultation carried out by the Regulator into the Tenant Satisfaction Measures and the Consumer Standards.  
The tenants worked together to look at both the proposed consumer standards and the Tenant Satisfaction Measures as well as the new Complaints Handling Code requirements to identify a vision and the main priorities needed for the strategy.  The Vision Statement and the 5 priorities identified were then sent out via text to all tenants who have supplied an up-to-date mobile phone number with a link to a short survey to enable us to check with a wider group that we had the main themes correct.  This was also supplemented by articles in Your Housing and visits to Community Centres across the borough to engage with tenants in person and seek their views on the proposals for the Vision and key priorities.  
The feedback from the consultation was used to amend the proposals and identify key activities needed to ensure we meet them.  Once the final version of the Consumer standards was announced, the tenant steering group checked to make sure the Vision and priorities still aligned with the new standards.  
A workshop was also held with the Housing service to look at what they would like to see from the Tenant Engagement Strategy.  Managers wanted the strategy to result in increased tenant involvement, an understanding of barriers to involvement and what needs to happen to overcome these. Also, a clearer understanding of how it feels for a tenant accessing our services.  
 
Results of the consultation
67 tenants responded to the consultation on the Vision and Priorities.  The survey had been designed to enable tenants to give plenty of feedback on each response which made analysis more difficult but did provide the opportunity to identify tasks, ideas and concerns from comments which could be incorporated into the work of the strategy.  Overall, the respondents agreed with the vision and priorities (ranging from 64% agreeing with the vision statement through to 81% agreeing with priority 5 – complaints).  Feedback and comments are added below:
(Table 1 – results from the consultation on the vision and the priorities)

	Do you agree with ...?
	, I agree
	, I don't agree
	I 't know
	Not answered

	Vision statement
	64% (41)
	23.4% (15)
	0 (0)
	12.5% (8)

	Priority 1 – Information and Communication
	68.8% (44)
	14.1% (9)
	17.9% (11)
	0 (0)

	Priority 2 – Tenant Feedback
	71.9% (46)
	10.9% (7)
	17.2% (11)
	0 (0)

	Priority 3 – Tenant Recruitment and Support
	73.4% (47)
	9.4(6)
	17.2% (11)
	0 (0)

	Priority 4 – Meaningful methods of engagement
	76.6% (49)
	7.9% (5)
	15.6% (10)
	0 (0)

	Priority 5 - Complaints
	81.2% (52)
	10.9% (7)
	7.9% (5)
	0 (0)








Appendix 4 – Menu of Engagement Leaflet for publication 

RBC – Menu of Engagement  
Keeping You at the Heart of what we do 
At Reading Borough Council, we aim to keep you our tenants at the heart of everything we do. Our Tenant Engagement Strategy offers a range of opportunities for everyone to get involved.
Our Strategy outlines various ways you can connect with Reading Borough Council and your community in a way that suits your commitment level and interests, helping you make the most of your tenant experience.
Engagement for Everyone
We are committed to promoting equality and diversity through all our tenant engagement opportunities. We strive to ensure that engagement is open and accessible to all tenants who wish to work with us.
To support your involvement, we can provide:
· Translations
· Interpretation services
· Accessible venues
· Digital tools and resources
If there’s something making it difficult for you to engage with us, please reach out—we’re here to help.
Levels of Engagement: 
Our opportunities for Involvement are set out below, in various levels, based on how involved you would like to be:
· Inform
Information & Resources: sign up for our Register of Interest to stay informed with newsletters, training opportunities, surveys, and updates on tenant engagement events.
· Involve
Local Engagement: work with other tenants in your community to improve your local area.
· Consult
Central Engagement: help shape our services by participating in two-way communication between Reading Borough Council and tenants.
· Collaborate
Strategic Engagement: contribute to high-level decisions by sharing feedback and attending Board Meetings, Committees, and events.

We would love to have you on board...
We need your time and ideas to help us continually improve RBC’s services and communities. Those who engage with us will be provided with training, resources and support when required.
Ways to Get Involved 
There are lots of opportunities for you to get involved. Let us know what you would like to get involved in:

Inform
(Information & Resource): 
· Fill out a survey: 
Low time commitment
· Love your Block: 
Low time commitment
· The Sounding Board
Low time commitment

Involve
(Local Engagement):
· Mystery Shopper
Medium time commitment
· Block champion
Medium time commitment
· Estate Walkabouts
Low time commitment
· Community Centre Drop ins
Low time commitment
· High Rise Forum 
Low time commitment
Consult
(Central Engagement): 
· Building Cleaning Panel member
High time commitment
· Tenant Quality Mark
Medium time commitment
· Tenant Improvement & Decent neighbourhood Fund (TIF) Panel
High time commitment
Collaborate
(Strategic Engagement)
· Tenant Voice’s - engagement panel member
High time commitment
· Tenant And Council Together (TACT) Scrutiny Panel Member
High time commitment
Appendix 5 – Full Training Offer
	
	Current Training Offer 
	

	Training
	Description
	Provider

	Energy efficiency and net zero
	This webinar discussed what landlords should be doing and what residents can be doing to improve the energy efficiency of their homes and work towards the net zero target.
	Four Million Homes

	Complaints: Know your rights
	In this online webinar representatives from DLUHC and the Housing Ombudsman discussed complaints which was the priority topic raised by our Resident Sounding Board.
	Four Million Homes

	Neighbourhood management
	This webinar discussed how landlords should work in partnership with tenants and other providers and public bodies to keep the neighbourhood and communal areas around residents' homes clean and safe.
	Four Million Homes

	Leaseholders – know your rights
	This webinar focussed specifically on leasehold management and leaseholder issues including service charges, major works consultations, building safety compliance and subletting.
	Four Million Homes

	Anti-social behaviour webinar
	This webinar looked at the different types of anti-social behaviour and what landlords should do to prevent and tackle anti-social behaviour. It also looks at good practice in social housing.
	Four Million Homes

	Damp and mould webinar
	This webinar looked at the different types of damp and mould, reporting problems, and what your landlord should do to prevent and tackle damp and mould.
	Four Million Homes

	Social housing regulatory requirements
	The key areas of the Regulatory Framework that Registered Providers need to ensure they are compliant with, particularly including new changes to consumer regulation from April 2024
	Four Million Homes

	Understanding landlord financial models
	How the finance works, both for landlords' existing homes and the development of new homes.
	Four Million Homes

	Equality And Diversity
	Overview of what it means, why it is important and how tenant engagement can be more inclusive
	RVA

	Effective online/hybrid meetings
	Enabling involved tenants to take part in online or hybrid meetings effectively, using agreed ground rules/meetings etiquette and using Teams or Zoom features to raise their hand, mute/unmute etc

	Tenant engagement team

	Creating a Newsletter and Social Media Posts Using MS Office and Smartphones

	empowering tenants with the skills to create newsletters and social media posts using MS Office and smartphones. The course aims to enhance tenants' ability to communicate effectively through technology. Participants will learn to structure and design newsletters, incorporate multimedia elements, and create engaging social media content. The course includes interactive activities, demonstrations, and guided practice, ensuring that tenants can confidently use these tools to share information and connect with their community.

	New directions

	Block Champions Induction
	training for new Block Champions to understand their role, using a guidance booklet

	Tenant Engagement and Housing Management

	Tenant Block Inspector Induction
	Hands-on practical demonstration and walkaround in a block of flats. Takes about one hour

	Tenant Engagement/Housing Management

	Mystery shopping
	How to carry out mystery shopping exercises including scenarios, what to look out for and how to record your experience
	Tenant Engagement

	Introduction to the new Social Housing Regulations and what it means for tenant involvement/Tenant Academy - Tenant Engagement Team/HQN

	Includes information about the Housing Ombudsman, inspections, building safety, complaints, TSMs etc

	Tenant Engagement Team

	Introduction to Tenant Improvement Fund panel 
	Introduction to the TIF Criteria and process; and how the panel meetings are run.

	Tenant Engagement Team

	Introduction to the Block Cleaning panel
	To include a session with the Cleaning Contracts Manager/Public Realm Team Leader to 

	Tenant Engagement Team Cleaning contracts manager

	Data Protection
	Understanding of GDPR
	Learning pool (online)

	Cybersecurity
	Basic safeguarding awareness including knowing where to report concerns
	Learning pool (online)

	Tenant Academy 
	the Tenant Academy is a 12-module course which looks at different aspects of the housing service and gives you a greater understanding of the services we offer, the reasons behind the decisions we make and how you can influence future decisions. Modules include the Repairs service, Anti-social behaviour, your rights to get involved, and estate management.  You can attend all sessions or just the ones that you feel are relevant to you. This will be revitalised in the future.
	Tenant Engagement Team. 
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