
 

 

Out

Introd

Welcom
report h
Forum 
Warwic
by gett

Tenan

North W
tenants
share v
have a
housin

Impac

An imp
has ha
The rep

Tenan
involve

North
have b
housin

Partn
improv
It ident
tenant 
 

 

tcome

duction 

me to Nort
has been p
and show

ckshire Bo
ting involve

nt Involv

Warwicksh
s in how se
views on is

an influence
g needs. 

ct Asses

pact assess
ad and the 
port is prod

nts – as it 
ement. 

h Warwic
benefited fr
g services

ers – as i
vement. 
tifies what 
involveme

es rep

th Warwick
produced w

ws the impa
rough Cou

ed and are

vement 

hire Boroug
ervices are
ssues that 
e on the w

ssment 

sment mea
difference 
duced for: 

provides i

ckshire B
rom tenant 
. 

t illustrates

has chang
ent has had

 

port 

kshire Boro
with input f
act of tenan
uncil tenant
 offered va

gh Council 
e delivered
are import
ay service

asures and
it makes t
 

nformation

Borough 
involveme

s the benef

ged as a re
d. 

ough Coun
from memb
nt involvem
ts and leas
arious invo

is committ
d. Tenant in
tant to you
s are deliv

d evaluates
to services

n on chang

Council
ent and the

fits of partn

esult of ten

ncil’s Tenan
bers of the

ment throug
seholders 

olvement o

ted to liste
nvolvemen
 and your 

vered and i

s the effec
 provided 

ges that ha

– as it hel
e impact th

nership wo

ant involve

nt Involvem
e Borough W
ghout 2017
can make 
ptions 

ning to the
t gives an 
community
mproved t

t that tenan
by the Cou

ave occurre

ps us to ev
hat involvem

orking and 

ement and 

ment Repo
Wide Tena
7/18. North
a real diffe

e views of t
opportunit

y and can 
to meet yo

nt involvem
uncil.  

ed due to t

valuate are
ment has h

continuou

the impac

rt. The 
ants’ 
h 
erence 

their 
ty to 
also 
ur 

ment 

tenant 

eas that 
had on 

s 

ct 

 



 

 

Boro

Purpos

The Bo
tenants
to shap
opportu
be invo

They w

 
 
 
 
 
 

Outcom

 

 
 

 

 
 
 

 

ough Wi

se 

orough Wid
s who repr
pe policy a
unity to pro
olved in Co

will: 

Review an
Participate
Monitor an
Participate
Participate
Monitor th
mes 

Developin
Work Plan
Finalising 
Meeting th
programm
Looking ov
performan
Assisting w
Contributin
Agreeing c
entries 
Being part

ide Tena

de Tenants
resent all te
and decisio
ovide feedb
ommunity P

nd monitor 
e in the info
nd oversee
e in service
e in tenant 
e Tenant P

g the Tena
n 
Borough W

he appointe
me and invo

ver the Ten
nce figures 
with fire sa
ng to the T
criteria for 

t of the sel

Boro

ants Fo

s Forum, e
enants in N

ons that aff
back inform
Panels in t

the Tenan
ormation o
e tenant sc
e reviews 
inspection

Participatio

ant Partner

Wide Tena
ed contrac
olvement in
nant Partic

afety in com
Tenants Lin
the summ

ection proc

ough Wide 

orum BW

established
North Warw
fect all cou
mation and
their local a

nt Partners
of new polic
crutiny activ

n programm
on Budget

rship Agre

nts Forum
ctor for the 
n choosing
cipation bu

mmunal are
nk Newslet
er garden 

cess to ap

Tenants Fo

WTF 

d in 1999, i
wickshire. 
ncil tenant

d deliver re
areas. 

ship Agreem
cies and se
vities  

mes 

ement and

 and Comm
kitchen an

g kitchen u
udget upda

eas of flats
tter 
competitio

point a gas

orum comm

s an indep
Members o
ts. Meeting
eports. Mem

ment and a
ervice stan

d Tenants F

munity Pan
nd bathroom
nits, floorin
tes and qu

s and comm

on and cho

s contracto

  

mittee 

pendent bo
of the Foru
gs offer an 
mbers may

action plan
ndards 

Forum For

nel Constit
m replacem
ng and wor
uarterly 

munal area

oosing winn

or 

ody of 
um help 

y also 

n 

rward 

tutions 
ment 
rk tops 

as 

ning 



 

 

Com
 

Purpos

We enc
two roo
range o
indoor 

Specia

Outcom

 

 
 

munal R

se 

courage th
oms offerin
of activities
bowls, priz

al occasion

mes 

Communit
company a
Improved 
Build good

Room A

he use of c
ng activities
s are on of
ze bingo, c

s are also 

ty activities
and a frien
community

d neighbou

Activitie

communal r
s that are o
ffer, these 
craft club, h

celebrated

s offer an o
ndly chat in
y cohesion
ur relations

 

es 

rooms acro
organised 
include co
history gro

d with frien

opportunity
n a pleasan
n/communi
s 

oss the Bo
and run so

offee morni
up and Fre

nds in the c

y to meet w
nt and com
ty spirit 

 

orough. The
olely by ten
ngs, socia
ench lesso

communal 

with neighb
mfortable en

 

ere are twe
nants. A w
al evenings
ons.  

rooms. 

bours for 
nvironmen

 

enty 
ide 

s, 

nt  

 



 

 

  

 

 

 

     

 

 

                 



 

 

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. 

Outcomes 

The Scrutiny Panel has previously worked on two projects looking at the window 
cleaning service and the in-house cleaning service. This year consideration has 
been given for a third scrutiny topic.  

Scrutiny Group has attended a training session where they have looked at terms of 
reference and have also established a forward work plan. Work on the project is 
ongoing. 

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 2017. Throughout this period, eighty six 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.  

Outcomes 

 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 
 Joint inspections develop improved relations between the Council and tenants 
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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.  

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, parking issues and queries relating to kitchen 
replacements and external painting programme.  

Outcomes 

 Improved communication to tenants 
 Provide information and offer customer feedback 
 Promote Tenant Involvement 
 Improve community cohesion and community spirit 

 

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. 

Outcomes 

 The tenant satisfaction survey was carried out between October and 
December 2017. There were 1400 questionnaires mailed out to tenants, 491 
questionnaires were completed and returned. 

 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.  



 

 

Tenant Consultations 

Purpose 

Consultations are arranged to provide information and obtain feedback on specific 
subjects. They provide an opportunity to listen to tenants and obtain their views. 

Outcomes 

 A consultation was carried out by letter and face to face to gather information 
and feedback on a proposal to remove the internal bin stores located in blocks 
of flats at Church Hill, Coleshill. Following positive feedback, external bin 
stores have been provided.  

 A door to door consultation was conducted with tenants at Penmire Close, 
Baddesley, to inform tenants of flood prevention measures required at some 
properties. This resulted in replacement doors and additional necessary 
measures that have been put in place.    

 A consultation process with tenants in blocks of flats has been required to 
high-light the importance and to improve house keeping on stairs and 
landings. This is following recommendations from recently updated fire risk 
assessments.  

 

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. 

Outcomes 

 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 

 Involve tenants in the design and content of the newsletter 

 

 

 



 

 

 

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.  

Outcomes 

 TPAS delivered training to help the Scrutiny Panel with terms of reference and 
establish a Forward Work Plan  

 A First responder for North Warwickshire attended the Borough Wide Tenants 
Forum AGM and gave an informative talk on work of the organisation by 
serving communities needs. 

Telephone Surveys 

Purpose 

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

Outcomes 

 Information gathered from the telephone surveys is recorded to monitor the 
lettings service  

 Complaints also continue to be monitored to obtain feedback.   

Task and Finish Group 

Purpose 

 Task and Finish Groups are used for one off pieces of work about a particular 
aspect of the service.  This may involve a specific task that requires completing and 
has a beginning and an end.  Once the task or tasks have been completed the group 
will not need to meet again unless there are further tasks identified.    

Outcomes 

 Assisting with developing the Flexible Tenancy Policy  
 Looking at tenant communication channels to help make changes to The 

Tenant Handbook, leaflets and Housing pages on the website  
 Meet with contractors, UK Gas, to discuss tenant satisfaction with the kitchen 

and bathroom replacement programme works. 


