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Introduction
The Tenant Participation Strategy has been reviewed in 2010, 2013 and by the Tenant Review Panel in 2018,
jointly working with officers to consider the future direction for tenant participation and involvement in the
East Riding. The structure for participation and involvement is based on a council-wide Tenant Forum and
Committee who are tasked to review the Strategy on a regular basis using the Tenant Review Panel.
The purpose of this strategy is to define how tenants and the council can achieve the shared aims for tenant
participation as set out in the Tenant Partnership Agreement. This strategy consists of three different sections:

Section One covers the background and context
Pages 3 to 6

Section Two sets out how we aim to achieve our objectives. (the strategy)
Pages 7 to 10

Section Three is the Monitoring and Action plan giving clear timescales for achievement
Pages 11 to 18
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Section One
Background and Context
Tenant Participation is about giving tenants the
opportunity to have a say about the council services
they receive, and to enable them to influence
policies and practices that affect them. It is not
a one off objective that can be quantified and
achieved, it is an organic process that is constantly
evolving and changing.
The development of residents groups and
associations plays an important part in this, as does
the council-wide Tenant Forum, in meeting the
tenant participation policy objectives that we have
already agreed. However, we also need to recognise
that not all tenants wish to or are able to become
involved in this traditional way. This is particularly
relevant in the East Riding for the following reasons:

 The rural nature of the area makes it difficult
for many tenants to take part in traditional
tenant participation activities.

 Technological advances present us with
alternative methods to interact with our
tenants.

 We are keen to develop more modern and
innovative ways to involve tenants.
Our aim is to enable tenants to become involved
at a level that suits them, when they have the time,
or when an issue arises that they feel particularly
strongly about.

Age Profile and Geography
The East Riding is the largest non-metropolitan
unitary authority, by area, in England, covering
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approximately 241,000 hectares. It is made up
of 171 parishes and contains urban conurbations,
market towns, villages and hamlets. The East Riding
is predominantly rural, with over half its population
living in rural communities.
In 2018 it is estimated that there were 339,000
people who usually lived in the East Riding of
Yorkshire. Working age account for 59% of the total
population (or 199,900 people) and the pensionable
age account for 26% of the total population (or
87,300 people). Less than 10% of the total housing
stock is social rented housing (local authority and
housing association accommodation), as compared
to the England and Wales average of 19%.
The council’s stock of dwellings for rent as at
01.04.2018 was 11,349 and 227 leasehold flats.
Although we achieved 100% decency across all our
stock by the Government's target of 2010 it is an
on-going priority to ensure that we continue to
meet this standard. We are currently undertaking
annual stock condition surveys which enables us to
prioritise our investment in the worst performing
homes in terms of thermal comfort, security and
other elements of the decent homes standard.
Whilst the majority of the stock is in urban areas,
a significant proportion is found in villages, some
of which only have one remaining council-owned
house. To try and increase the numbers the council
has a Purchase and Repair Scheme and an Empty
Homes programme which allows us to add to our
stock in rural areas where there is housing need
through the targeted acquisitions of properties.
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The Tenant Partnership Agreement
– Context

service providers, other organisations and tenant
representatives from sheltered housing schemes.

Tenants and council officers worked closely together
during 1999 and 2000 on the development of an
authority-wide tenant participation compact. The
Tenant Steering Group established a working group
to consider the issues surrounding the compact and
it was finally agreed in April 2000.

The agreement has been reviewed in 2007.
Following the review of the warden service the
Sheltered Housing Agreement was reviewed in
2013. A Sheltered Housing Sub-Committee was
formed in August 2013 to address sheltered housing
issues. There is a review of sheltered housing in
the East Riding in progress 2018. The sheltered
scheme agreement will be reviewed again when the
sheltered scheme review is complete.

There were a number of important enhancements to
tenant participation that resulted from the process of
agreeing the compact; not least was the establishment
of three tenant representatives sitting on the Social
Well-being Overview and Scrutiny Committee (now
known as Safer and Stronger Communities Overview
and Scrutiny Sub-committee).
The compact has since been reviewed in 2004/5
and a further review has been carried out in
2011and 2013 as a result of which the document
was renamed ‘The Tenant Partnership Agreement’.
A review was also undertaken in 2018.
In 2010 the Tenant Services Authority introduced
national standards for social housing. Local standards
for East Riding were also agreed at this time and are
reflected in the annual report to tenants.

The Council's Vision and Values
The council’s vision is ‘Your East Riding... Where
everyone matters’.

 QUALITY – We work together to provide the
best services possible.

 RESPECT – We treat people fairly and are
open, honest and lead by example.

 PRIDE – We are proud of what we do and we
positively embrace change.
The council has adopted the following Corporate
Priorities which underpin all its work:

 Growing the economy – Working with others
Local Agreements and the Sheltered
Housing Agreement

to support sustainable economic growth and
strong communities, ensuring the East Riding is
a great place to invest in, live, work and visit.

Following the establishment of the authority-wide
compact (Tenant Partnership Agreement), tenants
and council officers considered the establishment of
a range of other agreements to meet appropriate
circumstances such as estate and specialist
agreements. Estate agreements remain an option
to tenants who wish to form an agreement for their
area or estate with the council.

 Valuing the environment – Responding to

The ‘Sheltered Housing Agreement’ was first agreed
during the summer of 2003. This followed a lengthy
consultation process with a number of council

 Helping children and young people achieve –
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climate change, developing our infrastructure
and safeguarding our heritage.

 Promoting healthy lifestyles – Helping people to
stay healthy, strong and fit for the future.

 Protecting the vulnerable – Supporting in times
of need, protecting from harm and improving
the quality of life.
Supporting and inspiring children to raise their
aspirations and reach their potential.
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The Tenant Participation Team

Tenant Forum Aims and Objectives

There are currently five members of staff in the
Tenant Participation Team who work closely with
existing residents and tenants groups and assist with
the development of new groups. They also assist
the Tenant’s Forum, tenant led working groups, the
payment and administration of grants and expenses,
publications and the development of new tenant
participation initiatives.

The Forum will:

They liaise closely with colleagues from housing
management, housing maintenance unit, social
services, rents and other council departments,
as well as the Police, Health and Voluntary
organisations. The team is also responsible for
organising ‘New Tenancy Visits undertaken by
tenant inspectors.

East Riding Tenants Forum
The East Riding Tenants Forum is a body of tenant
volunteers who meet at least four times a year.
It consists of tenants and tenant representatives
from informal groups and formally constituted
associations and has its own constitution.
Membership of the Forum is open to ALL tenants
of East Riding of Yorkshire Council who accept the
aims of the Forum and will be deemed members
unless they contact the chair in writing to say they
do not wish to be a member.
Each member will have one vote at Forum meetings.

Tenant Participation Strategy and Action Plan

i)

Represent the interests of all tenants of East
Riding of Yorkshire Council and will ensure that
they are consulted on matters relating to their
home or estate where they live.

ii)

Work to improve the quality of life of all
tenants, help to provide communal facilities
and activities to foster the interest of tenants.

iii) Work in partnership with East Riding of
Yorkshire Council in the management
of it’s properties.
iv) Encourage a sense of community by promoting
equal opportunities for all and opposing any
form of discrimination.
v)

In all its activities the Forum will work towards
the improvement of its member communities.

Any tenant of East Riding of Yorkshire Council can
attend Forum meetings which are usually held at
Beverley Leisure Centre. Assistance towards travel
and childcare costs may be claimed.
The Forum is a member of the Tenant Participation
Advisory Service (TPAS) and the Association of
Retained Council Housing (ARCH) – which means
they receive up to date information about new and
emerging issues in the Tenant Participation world
and training courses.
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Tenant Forum Committee
The Tenant Forum Committee consists of up to
8 tenant members who are elected annually. The
Committee agrees the agenda for the Tenant
Forum and considers detailed issues of concern,
reporting back to Forum.
Three members of the committee sit on East
Riding of Yorkshire Council’s Safer and Stronger
Communities Overview and Scrutiny Sub Committee
at which they have speaking rights only. They regularly
report back to Forum and its committee.
The Tenant Forum has agreed to the Action Plan,
as detailed in Section 3.

Benchmarking
Benchmarking of tenant participation with other
organisations has been carried out. The council
contacted all top performing councils to identify
what they were doing in relation to tenant
participation, with a view to learning lessons of
good practice and improving tenant participation
in the East Riding. East Riding of Yorkshire
Council are also members of the ‘Housemark’
benchmarking club.

Tenant Participation Strategy and Action Plan
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Section Two
What We Aim to Achieve and How We Will Achieve It
This is the most important part of the strategy as it
sets out what the tenants and the council are trying
to achieve through tenant participation, and how
they are going to go about it.
Tenants and the council have adopted the following
broad objectives for tenant participation.
Objective 1 - To give tenants the opportunity to
influence the quality, cost and efficiency of the
services they receive from housing services or other
services associated with their tenancy.

Objective 2 - To develop a range of methods of
participation to ensure as many tenants as possible
are given the opportunity to have their say, whilst
acknowledging the importance of the tenant
representatives who work on behalf of other
people who live in the area.
Objective 3 - To provide individual tenants and
groups with the knowledge, skills and resources
necessary to participate effectively.

Objective 1
To give tenants the opportunity to influence the quality, cost and efficiency of the services
they receive from Housing Services or other services associated with their tenancy.
Involving Tenants in the Development
of the Future Direction of Tenant
Participation in the East Riding
It is important that tenants are closely involved in
developing and monitoring this Strategy as well as
reviewing the Partnership Agreement. The Tenant
Forum Committee will decide how this will be done.
Tenant Participation is most successful when the
council actively listens to tenants and helps them
achieve what they want. We will endeavour to do
this effectively, and we will ask tenants how we are
doing on a regular basis.

to the same conclusion which was the ‘Stay as you
are option’, retaining the council’s housing stock inhouse. This was approved by the council’s cabinet
at its meeting on 18 January 2005.

Performance Monitoring
National and Local Standards and the Tenant
Services Authority

Options for the future of the housing service

The Tenant Services Authority (TSA) became
the Regulator for social housing with effect from
April 2010 and has now become an independent
committee of Homes England. It will work with
landlords and tenants to improve the standard of
service provided.

The council has carried out two stock option
appraisals in 2002 and 2005. Both appraisals came

The TSA published a set of national standards.
The standards place a greater emphasis on the

Tenant Participation Strategy and Action Plan
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relationship between landlords and their tenants at
a local level. The standards relevant to the council
relate to: tenant involvement and empowerment,
home, tenancy, and neighbourhood and community.

Local Standards
We have given a commitment to agree with tenants
to respond to local needs and agree targets in
order to meet the new standards and the creation
of local standards.
We did this by sending a priorities questionnaire
to all tenants of East Riding or Yorkshire Council in
May 2010. It asked broad questions along the lines
of what was most important and least important to
them in relation to – quality of their home, repairs
and maintenance, anti-social behaviour and value

for money. They were also asked for any comments
or suggestions they had on each of the standards
which lead to the development of 6 local standards,
progress against which is included in the Annual
Report to Tenants.

Annual Report to Tenants
HOMES England requires social housing providers
to provide tenants with an annual report. This
contains detailed information about how we
meet national and local standards and priorities
for improvement. The format and content of the
report is approved by tenants. The report can
be found in the winter editions of ‘Homing In’ the
tenant’s newsletter.

Objective 2
To develop a range of methods for tenant participation to ensure as many tenants as
possible are given the opportunity to have their say, whilst acknowledging the importance
of the tenant representatives who work on behalf of other people who live in the area.
Representation
The East Riding Tenant Forum is open to all
tenants as detailed in section 1. The council has
developed a ‘model’ constitution that can be used
by tenant groups wishing to become a formal
association. There is also a requirement for groups
to adhere to basic principles regarding equality
of opportunity and to review the barriers to
participation to ensure as many local people can
be involved as possible.

We therefore actively pursue new forms of tenant
involvement to reach those households who may
otherwise have difficulty in engaging.
This is particularly relevant in an area as
geographically large and diverse as the East Riding
where there are pockets of deprivation, a high
percentage of elderly residents and areas of rural
isolation.

The Traditional Route
Accessibility
We are keen to ensure as many tenants as possible
get ‘involved’ in tenant participation but recognise
that not all tenants will want to participate through
the traditional route of attending meetings etc.

Tenant Participation Strategy and Action Plan

The traditional route is for tenants to participate
actively in local groups or attend meetings,
committees etc. In order to try and involve as
many tenants as possible we will aim to, wherever
practicable, break down the barriers and minimise
the inconvenience. To that end we will:
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 Hold meetings at times to suit residents.
 Hold meetings in venues that are accessible by
the disabled.

 Publicise meetings and provide agendas etc
in advance.

 Provide feedback to residents who cannot
attend meetings.
Whilst our aim is that groups will eventually
adopt a constitution and become self-supporting
we recognise that this is not always possible and
officers will support them until such time as this is
no longer needed.

New Methods of Involvement.
We are developing new ways of reaching those
who are unable or unwilling to participate in the
traditional way outlined above.

In 2002 we introduced a grant to enable tenant
representatives, forum committee members and
groups to purchase I.T equipment. Many groups/
individuals have already benefited from this and
are now able to communicate more effectively
between themselves and with the council, produce
minutes and keep records.
We have a standing list of tenants with email
addresses with whom we are able to communicate
and conduct targeted surveys;
We have developed a Themematic Agreement
for those residents of sheltered accommodation
representing nearly fifty schemes council wide;
Use of social media - Facebook, Twitter or similar
applications.

Objective 3
To provide individual tenants and groups with the knowledge, skills and resources
necessary to participate effectively.
Knowledge and skills
We have encouraged training for tenants via an
internal training programme and have also used
external facilitators such as Tenant Participation
Advisory Service and Priority Estates Project.
Tenants have also been funded to attend national
training courses held at the tenant resource centre
at Trafford Hall near Chester.

 Payment of travel costs for tenants travelling
to meetings of the Forum, other approved
functions and committee meetings.

 Reimbursement of carer and childminding
costs incurred by tenants attending the tenants
forum and official working group meetings.

 Reimbursement of loss of earnings for tenants
attending the above meetings.

 Payment of subsistence allowance for food
Resources
Resources are about more than money, they
include staff time, the voluntary efforts of tenant
representatives, room hire and other practical
support. We have already agreed a number of
financial packages to recompense tenants for
expenses they incur. These include:
Tenant Participation Strategy and Action Plan

and beverages.

 Annual administration grants to
constituted groups.

 IT grants to enable tenants groups and
independent tenant representatives to
purchase IT equipment and an annual
contribution to their maintenance costs.
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In addition to the specific grants and allowances
set out above, the tenant participation team assists
in providing practical support to tenants groups,
arranges meetings and payment of room fees etc.

Safe & Secure Estates and
Safe & Sound Initiatives
Safe & Secure Estates Initiative
This initiative provides capital finance for estate works
to tackle crime and fear of crime on council estates.
This may include improvements to the environment,
e.g. improved street lighting, fencing etc.
Safe & Sound Initiative
Is an initiative to assist with security within the
home of vulnerable tenants. Any works should
try to reduce the fear of crime for elderly and
vulnerable tenants within an identified location.It
does this by providing funding for items such as

 Home security measures such as window/door
locks, spy holes and door chains.

 Door intercom systems.
 Security lights to individual properties.

Tenant Participation Strategy and Action Plan
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Section Three
Tenant Participation Monitoring and Action Plan
This monitoring and action plan sets out what progress is being made towards meeting our objectives. The
Tenant Review Panel from the East Riding Tenants Forum will monitor our performance against this plan. It
will review annually or as and when necessary to ensure the aims listed below are being progressed and will
report their findings to the East Riding Tenant Forum.

Action Area 1: Policy and Strategy
Aims

Progress

Responsible

Resources

1.1

The Tenant Complaints
Panel has been set up to act
as a designated person in the
complaints process.

East Riding Tenant
Forum

Tenant’s and
Officers Time

Senior Tenant
Participation Officer

Travel expense

1.2

1.3

1.4

1.5

Tenant working groups will be set
up when required.

Room Hire

Three tenant representatives from
the Tenant Forum Committee to be
nominated to sit on the Safer and
Stronger Communities Overview
and Scrutiny Sub-Committee
as non-voting participants with
speaking rights.

3 tenant representatives
serve for a period of 12
months.

East Riding Tenant
Forum Committee

Tenant’s Time

A Tenant Scrutiny panel will
scrutinise policies and practices
within Housing Services.

The Scrutiny panel has been
in a state of change. Work
is continuing to encourage
tenants to become involved.

East Riding Tenant
Forum

Tenants Time

Tenant Training Plan – the Tenant
Forum Committee and the
council will ensure the plan is up
to date and relevant to tenants
requirements.

Reviewed by the Tenant
Review Panel 2018.

Senior Tenant
Participation
Officer/Tenant
Forum Committee

The Tenant Forum Committee
will agree on how tenants will
be involved in the continued
development, review and
monitoring of key documents
such as the Tenant Participation
Strategy and the Tenant Partnership
Agreement.

Annual reviews are
undertaken by the Tenant
Review Panel.

Tenant Participation Strategy and Action Plan

Senior Tenant
Participation Officer

Travel expenses

Travel expenses
Officer Time
Tenant Training
Budget

Tenant Review Panel
Tenant Review Panel
Tenant Forum
Committee
Officer Time

Tenant Participation
Budget
Tenants Time
Travel Expenses
Room Hire

Page 11

Aims

Progress

Responsible

Resources

1.6

Forum committee monitors
the action plan annually and
as and when required. Will
refer to the Tenant Review
Panel for review – last
reviewed 2018.

Tenant Forum
Committee

Tenant Participation
Budget

The Tenant Forum Committee
will monitor the delivery of the
Tenant Participation Strategy and
Action plan.

Tenants Time
Travel Expenses
Room Hire

Undertake surveys of tenants
groups to assess how effective
the grant funding and tenant
participation support is.

Rolling programme linked to
funding applications.

1.8

Involve tenants in any future
Housing Options Appraisals with
the assistance of appropriate
support and training.

1.9

Review, with tenants, progress
against national and local standards
using the tenant review panel.

1.7

Senior Tenant
Participation Officer

Tenant Participation
Budget

As necessary in line with
future requirements.

Senior Tenant
Participation Officer

Tenant Participation
Budget

Review to be carried out in
2019.

Senior Tenant
Participation Officer

Officer time

Annual Report to Tenants.

Tenant Review Panel

Funding survey of all
recipients.

Tenant Participation
Budget
Travel Expenses
Tenants Time

1.10 Review with tenants the methods
of reporting on and monitoring of
performance.

Review carried out 2018.
A Tenant Satisfaction Survey
is carried out every two
years – due 2020.

Senior Tenant
Participation Officer
Tenant Review panel

Officer Time
Participation budget
Travel expenses
Tenants Time

Performance
 Approximately 30 tenant inspectors carry out void inspections and new tenancy visits.
 The number of void inspections carried out by tenant inspectors between April 2017 - 31 Mar 2018
was 97 – Beverley 42, Bridlington 45 and Goole 10.

 Number of tenants actively involved in working groups is 71.
 Association grants – between April 2017 to March 2018 5 grants were made, totalling £650.
 IT grants – between April 2017 to March 2018 - 4 tenant representatives and 3 associations received
a grant. Total spent - £1,166.38.

 Local / National standards – results of tenant satisfaction survey 2018 now available.

Tenant Participation Strategy and Action Plan
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Action Area 2: Tenant Participation Structure
Aims

Progress

Responsible

Resources

2.1

Articles in the Tenant
Newsletter, Flyers to specific
estates and by word of
mouth.

Senior Tenant
Participation Officer

Tenant Participation
Budget

Actively encourage more tenants
to get involved in the Tenant
Participation process.

Tenant Contact Survey.

2.2

Develop other forms of tenant
involvement especially in areas
where it has not been possible to
form a group:

Tenant Participation
Officers

Public Meetings.

Tenant
Representatives

New Tenancy Visits.

Tenant Groups

Encouragement through
leaflet drops, articles in
‘Homing In’.

Senior Tenant
Participation Officer

Tenant Flyers/ Newsletters.

•

Identify village voices or individual
tenants from estates to become
Tenant Representatives.

Information on the council’s
website.

•

Develop focus groups for certain
housing related issues.

Establishing an email address
file of tenants.

•

Develop an email network of
groups and tenants to enable two
way communications.

Attend Sports Play and
Development sessions as
relevant.

•

New tenants email database.

2.3

Ensure the tenant participation
structure allows all tenants to
participate in tenant involvement.

The structure is monitored
on a regular basis through
review of the Tenant
Partnership Agreement.

Tenant Participation
Budget

Tenant Participation
Officers

Senior Tenant
Participation Officer

Tenant and Officer
Time

Tenant Forum

Tenant Participation
Budget

Tenant Review Panel

Travel Expenses
2.4

2.5

2.6

Promote the involvement of all
groups, associations and individual
tenants to attend the council-wide
Tenants Forum.

Encouragement to all group
representatives is continuing.

Review local agreements where
appropriate to ensure they include
a measure of representation and
adhere to the principal of equal
opportunity.
Review the information on the
council’s website and building on the
interactive reporting of repairs.

All tenant
representatives and
officers involved in
Tenant participation.

Tenant and Officer
Time

There are currently no local
agreements in place but an
option for tenant groups to
develop them.

Tenant Participation
Team

Officer Time

Ongoing monitoring of
website content.

Housing Services
Group Manager

Use of the tenants
newsletter.

Tenant Participation
Budget

Local Tenant Groups

Officer Time

Principal Housing
Officer – Resource
Team
Senior Housing
Officer – (Housing
Resource Team)

Tenant Participation Strategy and Action Plan
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Aims

Progress

Responsible

Resources

2.7

Local Standards survey
carried out 2010.

Principal Housing
Officer – Housing
Resource Team

Tenant/Officer Time

2.8

2.9

Undertake targeted surveys of
tenants to get the views of tenants
who do not usually get involved.

Continuously seek new initiatives to
widen the involvement of tenants.

Continue to promote joint working
between officers of the council and
local groups.

A Tenant Satisfaction Survey
is due September 2020.

Tenant Participation
Budget

Senior Tenant
Participation Officer

New initiatives continue
to be explored as and
when possible, such as: the
Contact Survey.

Senior Tenant
Participation Officer

Housing Management and
Maintenance Officers will
attend tenant meetings as
and when required.

Housing Services
Group Manager

Tenant Participation
Team

Officer Time
Tenant Participation
Budget
Officer Time
Housing Revenue
Account

Performance
 Between April 2016-March 2017 there were 53 tenant groups – membership 4,090 tenants.
 Between April 2017- March 2018 there were 55 tenant groups – membership 4,725 tenants.
 Tenant Participation ‘Contact Survey’ has been re-instated – to be used in areas where tenant
representation is weak.

 Contact has been made with the council’s social media team to investigate how best to use social media
in attracting younger tenants.

 Tenant Participation officers attended Sports Play and Development sessions held in July 2018 (Hornsea)
and August 2018 (Driffield).

Tenant Participation Strategy and Action Plan
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Action Area 3: Support for Groups and Associations
Aims

Progress

Responsible

Resources

3.1

Provide a starter pack for new
groups.

Starter pack and support
provided to new groups.

Senior Tenant
Participation Officer

Tenant Participation
Budget

3.2

Encourage constituted groups or
committee members to access
available grants through the councils
grant funding schemes.

Advertised in ‘Homing In’ –
the tenant’s newsletter on a
regular basis.

Senior Tenant
Participation Officer

I.T. Grant Budget

3.3

3.4

3.5

Association Grant
Budget

New associations are
informed of available grants.

Council Grants

Reminders are sent out
when grants are due.

Garden Grant
Budget

Provide regular updates to the
Forum and other meetings on key
new issues affecting the housing
service.

On-going, as new housing
related issues arise.

Principal Housing
Officer

Provide regular updates in the
Tenants newsletter ‘Homing In’ on
key new issues and policies that
affect the housing service.

New housing related issues
are already reported in
‘Homing In’ and this will
continue to be the case –
updated as necessary.

Principal Housing
Officer

Monitor groups to check that they
are as inclusive as possible, that they
try to involve all residents from the
area they cover.

An annual monitoring form
is provided to groups when
their annual grant is due.

Senior Tenant
Participation Officer

Senior Tenant
Participation Officer

Senior Tenant
Participation Officer

Officer Time
Tenant Participation
Budget
Officer Time
Government papers
Tenant Participation
Budget
Officer Time

Through regular newsletters,
attendance at meetings or
surveys.

Performance
 Nine garden grants were awarded between April 2017 to March 2018.
 The number of tenant or resident associations between April 2017 and March 2018 was 9.
 The number of informal groups April 2017 to March 2018 was 31.
 The number of tenant representatives April 2017 to March 2018 was 10.
 Tenants received quarterly copy of ‘Homing In’, the tenants newsletter.

Tenant Participation Strategy and Action Plan
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Action Area 4: Resources
Aims

Progress

Responsible

Resources

4.1

Tenant Participation Team to
encourage as many tenants as
possible to become involved in the
process.

The team continually
encourage new and existing
tenants to get involved.
A number of methods
are used. The Tenant
Participation leaflet contains
more information on them.

Principal Housing
Management Officer
– Resource Team

Officers Time

Make funding available to the
East Riding Tenants Forum to run
effectively.

The Tenant Forum
Committee operates its
own bank account and has
received grants towards its
running costs.

Senior Tenant
Participation Officer

4.2

Tenant Participation
Budget

Senior Tenant
Participation Officer

Treasurer - East
Riding Tenants
Forum Committee

Tenant
Representative and
Officers
Time
Tenant Participation
budget

4.3

Process travel expense claims in
accordance with agreed timescales.

Expense forms are
processed within 48 hrs of
receipt and forwarded to
the finance department for
payment.

Senior Tenant
Participation Officer

Travel Expenses

4.4

Facilitate links with other
organisations.

The Forum are members
of the Tenant Participation
Advisory Service.

East Riding Tenants
Forum

Tenant
Representative and
Officer

ARCH – (Association of
Retained Council Housing)
– 1 delegate on their tenants
panel.

Senior Tenant
Participation Officer

Time

Tenant Forum
Committee

Training Budget

Senior Tenant
Participation Officer

Tenant
Representatives and
Officer Time

Travelling Expenses

Tenant Participation
Officers meet periodically
with Tenant Participation
officers and tenants from
neighbouring social landlords.
4.5

Provide funding to meet the needs
of the Tenant Training Plan.

Tenants to attend
approved training events as
appropriate.

Training Budget

Internal training is supplied as
identified.

Travelling Expenses

Annual budget provided.
4.6

Provide Carer support costs and
loss of earnings where appropriate.

Tenant Participation Strategy and Action Plan

Provided within the criteria
set in the Tenant Partnership
Agreement.

Senior Tenant
Participation Officer

Officer Time
Tenant Participation
Budget
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Aims

Progress

Responsible

Resources

4.7. Arrange exchange visits with
tenants from other councils.

The council upon request
will arrange and / or facilitate
such visits.

Senior Tenant
Participation Officer

Officer Time

4.8

As part of our drive to get more
people involved and encourage
representation from all ages,
genders and ethnic groups, publicise
more widely the financial support
that is available.

Use of ‘Homing In’
newsletter to promote and
publicise what practical
financial assistance is
available to those tenants
who are thinking of setting
up a group, a tenant
representative or tenant
contact.

Senior Tenant
Participation Officer

Officer Time

The Forum Committee will annually
review the financial resources for
participation and report findings
back to the Forum AGM.

Committee Treasurer and
Senior Tenant Participation
Officer to report at the
Tenant Forum’s AGM.

Tenant Forum
Committee

4.9

Tenant
Representatives

Tenant Involvement
Officer
Council’s Accountant

Tenant Participation
Budget

Tenant Participation
Budget

Tenant
Representative and
Officer
Time
Tenant Participation
Budget

Performance
 Tenant participation officers have arranged over 6 new meetings from April 2018.
 April 2017 to April 2018 the Tenant Forum received £1,000 in grant funding from the council.
 Training - Budget is made available for tenant training and for attendance at ARCH meetings and TPAS
training. Two tenants attended the panel in 2017.

Tenant Participation Strategy and Action Plan
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Action Area 5: Improving the Service
Aims

Progress

Responsible

Resources

5.1

A tenant satisfaction survey
was completed in September
2018.

Principal Housing
Management Officer

Housing Strategy
Budget

Monitor repairs satisfaction by
follow –up telephone calls and postinspection visits to negative reports.

Continues to be monitored.

Principal Housing
Maintenance
Officers

Responsive Repairs
Budget

Monitor complaints and
compliments quarterly to identify
trends – housing services only.

Complaints made to
Housing maintenance and
management are analysed
and ‘lessons learnt’ identified.

Housing Services
Group Manager

Officer Time

5.2

5.3

Carry out a Tenant Satisfaction
Survey at least every two years.

All formal complaints are
recorded and regular reports
received at housing group
management meetings.

Officer Time

Officer Time

Tenants Time

Principal Housing
Maintenance
Officers
Tenants

Complaints information
is included in the Annual
Report to Tenants.
5.4

5.5

Carry out other surveys as required
to seek the views of tenants on
specific topics.

Ad-hoc surveys, such
as the Local Standards
questionnaire have been
carried out and will be in the
future when required.

Principal Housing
Management Officer

Housing Revenue
Account

Senior Tenant
Participation Officer

Officer Time

Feedback results of customer
satisfaction – satisfaction survey and
repairs satisfaction.

Homing-In is published
quarterly and the Annual
Report to Tenants in the
Autumn of each year.

Principal Housing
Management Officer
(Housing resources)

Tenant Participation
Budget
Officer Time

Senior Housing
Officer ( Housing
resources)

Performance
 Annual report was published in October 2018 in 'Homing In'.
 Tenant complaints panel are monitoring stage one and stage two resolved complaints quarterly.
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