
                         

                                       

 

 

Introduction 

Welcome to North Warwickshire Borough Council’s Tenant Involvement Report. The 
report has been produced with input from members of the Borough Wide Tenants’ 
Forum and shows the impact of tenant involvement throughout 2015/16. North 
Warwickshire Borough Council tenants and leaseholders can make a real difference 
by getting involved and are offered various involvement options. 

Tenant Involvement 

North Warwickshire Borough Council is committed to listening to the views of their 
tenants in how services are delivered. Tenant involvement gives an opportunity to 
share views on issues that are important to you and your community and can also 
have an influence on the way services are delivered and improved to meet your 
housing needs. 

Impact Assessment 

An impact assessment measures and evaluates the effect that tenant involvement 
has had and the difference it makes to services provided by the Council.  
The report is produced for:  

Tenants – as it provides information on changes that have occurred due to tenant 
involvement. 

North Warwickshire Borough Council – as it helps us to evaluate areas that 
have benefited from tenant involvement and the impact that involvement has had on 
housing services. 

Partners – as it illustrates the benefits of partnership working and continuous 
improvement. 
It identifies what has changed as a result of tenant involvement and the impact 
tenant involvement has had. 



Borough Wide Tenants’ Forum BWTF 

Purpose 

The Borough Wide Tenants’ Forum, established in 1999, is an independent body of 
tenants who represent all tenants in North Warwickshire. Members of the Forum help 
to shape policy and decisions that affect all council tenants. Meetings offer an 
opportunity to provide feedback information and deliver reports. Members may also 
be involved in Community Panels in their local areas. 

They will: 

 Review and monitor the Tenant Partnership Agreement and action plan 

 Participate in the information of new policies and service standards 

 Monitor and oversee tenant scrutiny activities and the work of the Tenant 
Improvement Groups 

 Participate in service reviews 

 Participate in tenant inspection programmes 

 Monitor the Tenant Participation Budget 

 

Outcome 

A Forward Work Plan for 2015/16 has been discussed and agreed. Members have 
also reviewed the Tenant Partnership Agreement for 2015/16 and helped to produce 
a Tenant Involvement Impact Assessment document.  

 

                                               

            Pat Cotterill                                                                                                  John Holt 

Chair of the Borough Wide Tenants’ Forum                  Vice Chair of the Borough Wide Tenants’ Forum                              

 



Communal Room Activities 

 

 Indoor bowling 

 

Purpose 

We encourage the use of communal rooms across the Borough. There are twenty 
two rooms offering activities that are organised and run solely by tenants. A wide 
range of activities are on offer in the communal rooms. These include coffee 
mornings, social evenings, indoor bowls, prize bingo, craft club, history group and 
French lessons.  

Outcome 

Community activities offer an opportunity to meet with neighbours for company and a 
friendly chat in a pleasant and comfortable environment.  

 

 

   

 

Alexandra Court communal room in Atherstone 
has started a community café opening twice a 
week for people to get together for 
refreshments and activities. The volunteer 
project is run and organised by one of the 
tenants at Alexandra Court. It has been a huge 
success with the local community who 
celebrated Halloween and Christmas with the 
help of volunteers at the café. 

 



Tenant Improvement Groups TIG 

 

Four service areas are covered by Tenant Improvement Groups. They review the 
performance of the Housing Service to identify areas for improvement through the 
eyes of the customer.  

 Repairs and Maintenance TIG 

Purpose 

The Group monitors all aspects of the repairs and improvements service. This 
includes performance generally, procurement of works and planned programmes. 

Outcome 

This year the Maintenance TIG has been looking at current major works contracts. 
In-house surveyors are visiting every home conducting stock condition surveys, 
assessing the condition of properties to support programmes of work.  

Response repairs have introduced remote working with the use of hand held tablets. 
This will stream line processes with less paperwork and improved management 
reports.  

 

 Performance and Customer Service TIG  

Purpose 

The Performance TIG will look at performance figures and achievement targets. The 
Group has been considering items to include in the Forward Work Plan. These are to 
include the review of the Asset Management Plan, tracking the 30 year Business 
Plan, Bench Marking and Best Practice, Policies and Strategies including Housing 
Strategy and Homelessness Strategy.  

Outcome 

Feedback from performance has been published in an Annual Report which is 
produced for tenants. The Annual Report may also be viewed on the Council’s 
website. 



 
 

Purpose 

This group acts to ensure that the neighbourhoods, where our properties are located, 
are kept to a good standard by providing an active presence, acting quickly to 
resolve issues and promoting community engagement. 

Outcome  

The Neighbourhood TIG has been looking at the Anti Social Behaviour Policy and 
Procedure. Following discussions, it was established that each case should be dealt 
with according to need, ensuring that customers have clear expectations. The Group 
highlighted important points that were included in the final reviewed document.  

 North Warwickshire Borough Council has made changes to the website. The 
Neighbourhood TIG has looked at the neighbourhood pages to establish any 
additional information or amendments that may be required to better reflect the 
neighbourhood service. 

The Group has also looked at a feasibility study for the development of a garden tool 
bank to be used by tenants.  

 

 Tenancy and Allocations TIG 

Purpose 

This group considers the lettings and rent collection service, as well as how we 
manage our tenancies.  

Outcome 

A lettings leaflet has been produced with the use of feed back and comments from 
the Tenancy TIG. The leaflet outlines and explains the lettings process. Annual rent 
notifications have also been revised and worded to ensure they are clear and 
customer friendly. 

   Neighbourhood and Communities TIG 
 



The Tenancy TIG has been looking at the rent collection process to ensure ‘right rent 
at the right time.’ The Group has helped to produce a revised set of rent arrear 
letters in preparation for Universal Credit.  

A Tenant Incentive Scheme assisting tenants to downsize to smaller accommodation 
for those affected by welfare reforms has been looked at as part of the Tenancy TIG. 
Consideration will be given as to whether any changes need to be made to the 
Scheme. 

Tenants Scrutiny Panel 

Purpose 

A Tenant Scrutiny Group will decide on a service to use as a project for scrutiny. 
Their findings and recommendations for improvement are put into a report produced 
for Senior Management. Recommendations that are implemented as a result of the 
report will improve performance and accountability of the selected service area and 
also improve customer satisfaction. 

Outcome 

The Scrutiny Panel has just completed their second project which was scrutinizing 
the cleaning service in communal rooms, communal stairs and landings. A report 
has been submitted to Senior Management Team and the Panel is discussing 
suggestions and considering topics for their next project.  

Voids Review Group 

Purpose 

A working group has been set up to review the voids standard with consideration to 
timescales and best practice. The Group has been given information for discussion 
on the voids property standard with an overview of the process and how it links with 
the Lettings Scheme. Consideration has been given to ensure there is value for 
money in the voids standard process and to monitor customer satisfaction by 
measuring customer feedback to improve the service. The voids standard has been 
amended as a result of the Review Group who will agree on how Borough Wide 
Tenants’ Forum members will be involved and assist in monitoring void properties. 

Outcome 

The review will give an effective approach to re-letting empty properties. A voids 
standard has been set and the process will be monitored. The review will give an 
effective approach to re-letting empty properties. 

 



Volunteering Project 

 

 

 

Purpose 

A group of young people from Nuneaton and North Warwickshire ReVOLve youth 
volunteering project took part in an intergenerational volunteering project. ReVOLve 
youth volunteering is a project aimed at 16-25 year olds. The project supports a 
young person to create their own volunteering project or to be involved in one that 
has already been established. The young people spent the afternoon with tenants at 
Ashlea, Dordon.  

It was a great day for the young people doing something meaningful within the 
community. The volunteers helped with tidying around the communal room, taking 
out weeds, sweeping, and clearing block paving. This was followed by a ‘plant a pot’ 
activity with tenants from Ashlea. Everyone involved in the day thoroughly enjoyed it 
and tenants who were unable to take part were given a flower planter.  

Outcome 

The volunteering project proved to be a successful way to bring younger and older 
people together and to demonstrate the positive and lasting impact both visually and 
in terms of community spirit. 

 



ReVOLve youth volunteering project 

 

 

 

 

 

 

 



Plant a Pot 

   

 

  

 

               



Clear and Clean 2015 

 

 

 

 

Purpose 

During the summer, council officers organised a clean up project. Areas across the 
Borough were identified and tenants were invited to take part in a ‘Clear and Clean 
day’ in their local area. Skips were made available to dispose of unwanted rubbish 
and bulky waste items from gardens and communal areas. Tenants joined staff by 
lending a helping hand on the day and groups worked together to make a difference 
to the neighbourhood and to promote tenant involvement within the community.  

The first event was held at Wood End where the Fire Service attended to offer 
advice on personal and community safety. B.O.B, the familiar Branching Out Bus, 
was made available on the day for local residents to use the free computers and 
receive help from trained volunteers. Following the success of the first Clear and 
Clean, other events were organised at Kingsbury, Ridge Lane and two venues in 
Atherstone, Alder and Heather Court and Alexandra Court.  

 

 



Working together to make a difference 

 

 

      

 

 

 

 



 

    

 

 



The difference a ‘Clear and Clean’ day makes 

 

   

 

    

 

 

Outcome 

The main objective of ‘Clear and Clean’ is to work together with tenants to clear 
communal areas and landings for example, removing furniture items, large rugs and 
any items considered to be a potential hazard. Outside areas are weeded, and litter 
and fly tipping removed. All surrounding areas, garage sites, car parks, bin stores 
and walkways are left clear, clean and tidy.  



Neighbourhood Visits 

 

 

Purpose 

We recognise the importance of maintaining the areas where you live to a good 
standard and aim to keep neighbourhoods clean, tidy and nice places to live. To 
enable us to keep neighbourhoods in good order we organise a schedule of 
Neighbourhood Visits to look at local areas. Neighbourhood Visits offer an excellent 
opportunity to meet with a Neighbourhood Warden and other officers for an 
inspection of local areas to help identify environmental improvements, discuss 
neighbourhood issues and highlight any areas of concern. 

Twenty seven areas were included in the schedule of visits which run from April to 
November 2015. Throughout this period, ninety visits were completed where we 
aimed to identify issues such as litter, graffiti, vandalism, dog fouling, fly tipping, 
broken street furniture, uneven or damaged footpaths, parking issues and untidy 
gardens. Untidy gardens still produce the highest amount of complaints with a large 
number identified on visits.  

Outcome 

Issues identified during a Neighbourhood Visit can be actioned accordingly. 
Proactive and early intervention will avoid issues from worsening to ensure local 
areas are cleaner, safer and tidier places where people choose to live.  

 

 



This is an example of broken and uneven tarmac on footpaths identified during a 
Neighbourhood Visit resulting in the resurfacing of footpaths. 

 

Before photographs 

    

 

After photographs 

                 

 

 

 



Community Panels 

Purpose 

There are currently nine Community Panels across the Borough. These are active in 
Atherstone at Alder and Heather Court, and in Hartshill, Kingsbury, Mancetter, Old 
Arley, Polesworth and Water Orton. Two new panels started during 2015 in Dordon 
and Alexandra Court in Atherstone.  

Community Panels offer an opportunity for local residents to meet to discuss local 
neighbourhood issues, identify areas of concern, agree priorities and service 
improvements and organise community activities. Each Community Panel has an 
allocated pot of money that is calculated based on the number of council properties 
within the area. Environmental improvement bids are submitted by the Community 
Panel and are funded from the allocated money. Suggestions and ideas for 
improvements are shared during Community Panel meetings. This year, tenants 
have been working hard to achieve further improvements to local areas. 

Outcome 

Areas of concern identified during Community Panel meetings can be actioned, 
making a big difference to local areas. Environmental improvements enhance the 
appearance of the neighbourhood bringing a sense of pride to local people and 
encourage community cohesion. 

 

 

 

Water Orton Community Panel – George Road 

 



Kingsbury Community Panel          Old Arley Community Panel 

     

 

Polesworth Community Panel - Park Avenue, Sycamore Avenue and Abbey Green 

 

Before photograph                                  A working progress 

 

   

After photographs 



Dordon Community Panel – Derek Avenue, Long Street and Church Road 

   

Alder and Heather Court Community Panel - Atherstone 

             

                    



Alexandra Court Community Panel – Atherstone 

                      

 

Mancetter Community Panel  

      

Lewis Close before photograph                                            Overgrowth cleared 

 

              

Lewis Close after photograph                        Priory Walk 



Local Tenants Meetings 

Purpose 

Tenants’ Meetings are held in areas where Community Panels do not exist. They are 
informal meetings giving tenants an opportunity to meet with staff, Police and 
Councillors. Any concerns or local issues can be reported during the meeting and 
actioned accordingly giving a proactive response. Environmental improvements can 
also be discussed to obtain tenants’ comments, feedback and suggestions. Where 
possible, meetings are linked to Neighbourhood Visits. This is to enable identified 
issues to be inspected during a visit on the following day.  

Outcome 

Various issues have been highlighted during Tenants Meetings including overgrown 
and overhanging trees, dog fouling on footpaths, damaged street furniture, uneven 
footpaths, misuse of bin stores, and queries relating to kitchen replacements and 
external painting programme. Referrals to Floating Support for older people have 
resulted from local Tenants’ Meetings. 

Tenants’ Meetings improve communication and provide customer feedback. 

     

             

This overgrown 
area was identified 
for improvement 
during a tenants 
meeting.  

The site has been 
cleared and paved. 
Broken fencing has 
been repaired and 
fly tipping and litter 
removed leaving 
the area clean, 
clear and tidy. 



Learn My Way 

 

Purpose 

Learn My Way teaches people how to use the keyboard and mouse, look for 
information on the internet, learn how to set up an email address and how to keep 
safe online. Sessions have been organised in some of the sheltered schemes where 
older residents, who are not familiar with the internet, or haven’t used a computer 
before, have benefited from learning together in a venue near to them.  

Outcome 

Throughout the year Learn My Way sessions, have taken place at Jubilee Court, 
Kingsbury; Drayton Court, Hartshill; Rowland Court, Arley; Derek Avenue, Dordon 
and Alexandra Court, Atherstone. Tenants soon got to grips with the step by step 
guide to learning with friendly staff on hand to offer support, guidance and oversee 
the training. It enabled everyone involved to learn at their own pace alongside others 
with the same ability to help build confidence with getting online. 

 



Tenants Link Newsletter 

Purpose 

Newsletters are produced twice a year to keep tenants informed on Housing 
Services. Information in a newsletter focuses on the work of the Borough Wide 
Tenants’ Forum and includes community projects and good news stories. 

Outcome 

Newsletters provide advice to tenants on important issues, service performance and 
changes in service delivery, it also informs on key issues. Tenant involvement is 
publicised in the newsletter and offers an opportunity to encourage more tenants to 
become involved. 

 Telephone Surveys 

Purpose 

Telephone surveys obtain feed-back from tenants on their experience with the 
lettings service and complaints procedure. 

Outcome 

Information gathered from the telephone surveys is recorded to monitor the lettings 
service. Complaints also continue to be monitored to feedback to the performance 
group. 

Tenant Surveys & Questionnaires 

Purpose 

Surveys and questionnaires are to obtain feedback, gain views and comments from 
tenants on housing services. This enables tenants to have their say on the services 
provided. 

Outcome 

There were1401 questionnaires mailed out to tenants in September. 585 
questionnaires were completed and returned, 18 more than the previous year. 
Results from surveys and questionnaires are communicated back to tenants through 
the Annual Report and feedback is used to understand the perception of tenants with 
the delivery of housing services. New ‘tenant settling in visit surveys’ are conducted 
four weeks after the tenant has moved into a property. These are carried out to gain 
feedback enabling us to improve future service delivery that is provided by the 
Housing Division.  

 



Training and Information Sessions 

Purpose 

Training and information sessions are offered to members of the Borough Wide 
Tenants’ Forum and Community Panels to share information and to gain a better 
understanding on chosen topics.  

Outcome 

Dementia Awareness Training delivered by Warwickshire County Council was held 
in November. The aim was to give people a better understanding of dementia and an 
awareness of the small things, which can make a difference to the lives of people it 
affects.  

Energy Best Deal delivered by The Citizens’ Advice Bureau was held in March to 
look at savings that could be made on energy bills. It offered energy advice and 
useful energy efficiency measures helping people to understand their energy bills, 
how to change tariff and energy supplier. 

  

 




