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1. What Is The Involvement Business? 
The Involvement Business is a document which signposts us to where we 
want to be and what we need to do to get there. It sets out how we will: 
 

 Involve our customers in  our business 

 Modernise service delivery 

 Take PRIDE in providing decent homes and neighbourhoods to live in 
and services to be proud of; and 

 Remain committed to putting customers centre stage in what we do in 
housing and neighbourhood services.   

 
As a result The Involvement Business will ensure that for tenants the Council: 
 

 Has an involvement structure and mechanisms to evidence compliance 
with the Housing Regulatory Framework  

 Has tenants effectively involved in co-regulation, scrutiny and at a 
policy and strategic level  

 Complies with its legal consultation and involvement obligations  

 Has action plans that support compliance with legal duties and 
corporate aims and objectives      

 
As we operate two distinct arms of involvement opportunities The Involvement 
Business also sets out how we involve neighbourhood associations and 
communities to help us to focus on their issues and priorities.  
 
We want to establish a golden thread of engagement which will help us to 
perform better, improve our relationship with customers and increase 
customer satisfaction levels. 

  

1. Customers? 
The term ‘customer’ used throughout this document is used to include 
tenants, leaseholders, residents, neighbourhood associations, communities 
and others who access and use the services provided by Housing and 
Neighbourhood Services. Where a particular issue is only relevant to a 
specific customer group, they will be referred to as such – for example 
‘tenants’ or ‘leaseholders’. 
 

2.  Involving All Residents? 
Many areas of the borough are of a mixed housing tenure. As well as Council 
tenants and leaseholders, there are housing association tenants, owner 
occupiers, private leaseholders, those who rent privately and others.  
 
They will all have similar issues, needs and aspirations that are related to the 
services that are provided for housing, community safety, neighbourhood 
management and the local living environment.  As a result collective issues 
such as these are addressed by working with all local customers and partner 
agencies.  
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As with the services that the Council provides as a landlord to its tenants and 
leaseholders, our colleagues in Neighbourhood Services are also putting 
customers at the heart of community safety and neighbourhood management 
by ensuring that they can have a say in the services that they receive from 
both the Council and the Police.  
 

3. What Is Involvement?  
Involvement became firmly established in the social housing sector in 2000 
with the introduction of Tenant Compacts, with some landlords having track 
records going back to the 1960’s. In 2003 the Chartered Institute of Housing 
and the Tenant Participation Advisory Service defined involvement as being:  
 
“A two way process involving sharing of information and ideas, where 
residents are able to influence decisions and take part in what is happening.”  
Since then involvement has developed into an essential business tool to 
improve services that customers receive through our housing and 
neighbourhood management teams.  
 
In Corby involvement takes many forms and operates at different levels to 
help take pride in making Corby a Bigger, Better, Brighter place to live, visit 
and work in. The Council is in the business of involving customers to: 
 

 Help design, develop, and implement new and improved ways of 
delivering housing and neighbourhood management services; and  

 To influence policy and strategic priorities   
  

The Council aims to establish a golden thread of involvement from customer 
doorstep to Council Chamber by developing action plans to deliver 
involvement opportunities from taking part in telephone or door knocking 
surveys to having a place in the heart of the Council’s governance structure.  
 
The Involvement Business themes are to keep a focus on what is required to 
achieve the anticipated results of progressive action plans. 
 

4. Why Is Involvement Important? 
It is important in the delivery of social housing and other public sector services 
because it helps to make up for an absence of choice of landlord or other 
service provider. In 2007 InSTEP took the view that the business case for 
involvement exists because:  
 
“A focus on customers is essential to providing a high quality service. Where, 
as in social housing, people have little opportunity to exercise ‘consumer 
choice’ and vote with their feet and shop elsewhere, involvement provides a 
crucial alternative way of assessing quality, delivery, and value for money, 
and of shaping services to match the full range of tenants’ needs. In the public 
and not-for-profit sectors tenant involvement can, in some measure, 
compensate for an absence of choice.” By involving customers the Council 
can: 
 

a) Comply with legal and regulatory requirements 
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b) Deliver excellence in customer  involvement 
c) Continuously improve the way housing, community safety and 

neighbourhood management services are thought through, managed 
and delivered  

d) Meet the needs of its customers  
e) Focus resources when and where change is needed 
f) Establish better communication channels; and 
g) Enhance accountability  
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2. The Operational Business Environment  
 

1. Statutory Duties  
The Council has various statutory duties that it is must meet and in the 
business of involvement the main duties are detailed below. 
 

 
 
A brief explanation of the nature of the statutory duties can be found at 
Appendix 2. 
 
2. The Housing Regulatory Framework Of The Homes & Communities  
     Agency  

 
The National Standards 
On 1st April 2012 the revised Co-Regulatory Framework for Social Housing in 
England set out required outcomes and specific expectations that social 
housing providers are to meet in providing a housing management service to 
tenants.  
 
Seven specific national standards that social housing providers must meet 
have been set out - three economic standards and four consumer standards. 
The economic standards do not apply to local authority social housing 
providers because there are local government sector fiscal, regulatory and 
statutory regimes that deal with those issues. 
 
The four consumer standards that apply to all local authority social housing 
providers have been set out so that tenants and landlords know the outcomes 
that are expected as this is essential for tenants to be able to hold landlords to 
account. In doing so these standards are seen to support the principles of  
co-regulation:   
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a) Tenant Involvement and Empowerment 
b) Home 
c) Tenancy 
d) Neighbourhood and Community  

 
For the purposes of The Involvement Business this document is solely 
concerned with the Tenant Involvement and Empowerment Standard1 where 
required outcomes and specific expectations are laid out for: 
 

a) Customer Service, choice and complaints 
b) Involvement and empowerment; and 
c) Understanding and responding  to the diverse needs of tenants 

 
Co-Regulation  
Co-regulation is the regulatory requirement through which the Council is to  
self-regulate the services that it  provides to its tenants as a landlord in a 
transparent manner, subject to tenant scrutiny and challenge - thereby 
reducing the need for direct central regulation. 
  
It is based on the principles that councillors who govern local authorities are 
responsible and accountable for delivering the Councils’ social housing 
objectives, and that the priorities of tenants should be at the heart of the 
Council’s involvement and empowerment framework helping to direct, 
monitor, assess and shape its services to them.  
 
Tenant Scrutiny 
The Council has placed tenants at the forefront of reviewing services by 
establishing a scrutiny group, which named itself the Corby tenantsvoice with 
agreed terms of reference. The Corby tenantsvoice has representative places 
in the governance structure of the Council, most notably with co-opted  
membership of the Council’s Overview and Scrutiny Panel.  
 
Tenant scrutiny involves amongst other things: 
 

a) In depth examinations of how particular services operate  
b) Providing evidence based recommendations to improve services 
c) Monitoring performance information over time to identify trends and 

challenge weak performance, including the consideration of 
benchmarking information 

d) Having a high level long term policy and strategic view of service 
planning and delivery; and 

e) Checking that services reflect tenant priorities and deliver value for 
money.  

 
Internal Complaints Process  
The Council has a corporate customer comment, complaint and compliments 
process that complies with the regulatory requirement for complaints. It is 
simple and accessible that ensures that complaints are resolved promptly, 

                                                           
1
 The standard can be viewed in full at Appendix 1.  
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politely and fairly. It offers a range of ways for customers  to express a 
complaint and sets out clear service standards for responding to complaints, 
and gives customers information on what to do if are unhappy with the 
outcome of a complaint.  
 
3. Complaints And The Housing Ombudsman Service 
To establish a single ombudsman for housing management issues from 1st 
April 2013, the Localism Act 2011 extended the jurisdiction of the Housing 
Ombudsman Service - which now also considers complaints about local 
authority housing. This was a jurisdiction that previously rested with the Local 
Government Ombudsman who will continue to consider complaints about the 
wider activities of local authorities, including strategic housing, statutory 
housing allocation and homelessness duties. 
  
Whilst local authorities who manage housing stock still have the principal 
responsibility for dealing with, and being accountable for, complaints about 
their housing management service, the process through which complaints 
about local authority housing management issues can reach the Housing 
Ombudsman Service has changed. 
 
Now once the Council’s internal complaints procedure has been exhausted, a 
tenant has to ask that a complaint be considered by a ‘designated person’ 
before it can then be referred on to the Housing Ombudsman Service. These 
‘designated persons’ are: 
 

a) A member of the House of Commons  
b) A member of the local authority for the district where the property in 

question is located 
c) A designated tenant panel for the social landlord 

 
If these ‘democratic filters’ cannot resolve a complaint at “the local level” the 
complaint can then be referred on to the Housing Ombudsman Service.   
 
A tenant may however bypass the ‘democratic filter’ process and approach 
the Housing Ombudsman Service directly if more than eight weeks, but less 
than six months, have elapsed since the completion of the internal complaints 
procedure of the Council. 
 
4. STAR (Survey of Tenants And Residents)  
The STAR survey was launched in July 2011 as a voluntary replacement for 
the STATUS tenant satisfaction survey, which was previously a regulatory 
requirement. It provides the Council as a landlord with the essential means of 
benchmarking its satisfaction results against a peer group consisting of local 
authority retained stock landlords on a national basis. 
 
Corby STAR Survey 2012 
As part of the Council’s commitment to listening to the views of customers, it 
commissioned M-E-L Research to carry out a sample postal STAR survey of 
2,595 tenants and leaseholders in September 2012 to establish satisfaction 
levels with housing services in line with the STAR guidelines. 
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 STAR 2012 Corby Satisfaction Survey Results 
 

 
 

General 
Needs 

Sheltered 
Housing 

Leaseholders 

Percentage of tenants satisfied 
that views are taken into account 
by their landlord 

67% 89% 33% 

Satisfaction with the overall 
housing service provided  

85% 93% 56% 

Satisfaction with the way that 
repairs and maintenance are dealt 
with 

79% 91% 42% 

Satisfaction with your 
neighbourhood as a place to live 

85% 95% 76% 

 
5. The Local Picture For Involvement & Empowerment 

 
Local Service Promises 
To ensure that Corby Borough Council meets the national standards eight 
specific local service promises have been based around:   
 

a) Customer Service 
b) Tenancy Services 
c) Repairs & Maintenance Section 
d) Housing Options 
e) Supported Housing & Community Alarm Services 
f) Housing Finance Section 
g) Neighbourhood Management & Community Safety 
h) Leasehold Services 

 
These promises underpin the themes of The Involvement Business and are 
central to the way services are delivered.  
 
Mechanisms To Improve Involvement  
 
a) In House Service Area Surveys 
Landlord Services recognises that customer satisfaction surveys are one of 
the most effective methods to find out what our tenants and leaseholders think 
of the services we provide for them.  
 
We know postal surveys work form experience but we recognise customers 
give more when offered the opportunity to speak to us face to face such as 
when we undertake post-tenancy visit surveys after new tenants have signed 
up to a tenancy with us. 
 
Surveys allow us to monitor our performance against a number of key areas 
and provide tenants and leaseholders with an opportunity to make their 
opinions, good or bad, known to us.  
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b)  Community Based Surveys  
Neighbourhood Management recognises that different methods are required 
to capture local issues and priorities at the heart of the communities they work 
in. They ask individuals on a one-to-one basis what current issues are 
important to them at the quarterly ‘Take Action’ events and at the ‘Big 
PICK..nic’ clean up and litter picks, which at times provide instant results 
across the borough. Venues and themes change throughout the year to 
respond to concerns raised - such as running crime prevention awareness 
campaigns on distraction burglary prevention, road safety issues or 
environmental issues such as litter, fly-tipping and dog fouling.  
 
Taking on board priorities identified at these events the Neighbourhood 
Management Team also ask for input into solutions from everyone who attend 
the events. A feedback mechanism for what has been identified and achieved 
as a result of individual and collective involvement is widely published by the 
Corby Community Safety Partnership. 
 
c) Performance Indicators  
Landlord Services and the Neighbourhood Management team collect and 
report on a wide variety of performance information which help us to see 
where we are doing well and where we need to focus our efforts more. We 
benchmark some indicators with other housing organisations and embrace the 
challenge of competing in league tables. By sharing information with better 
performing housing organisations we can borrow ideas that that we think will 
work well in Corby and adapt what we do now to improve performance  
 
Indicators should be tenant, leaseholder, neighbourhood and community 
driven, easily understandable, positive in nature, and whenever possible, 
enable comparisons to be made with similar social housing providers and 
organisations. 
 
d) Comment, Complaint & Compliments Processes  
We recognise that organisations that welcome comment, complaints and 
compliments have the highest customer satisfaction levels and as such see 
them as a source of positive unsolicited feedback. The way in which the 
Council processes complaints provides an opportunity to show how 
professional it is in adopting its’ Customer First’ culture and values. The formal 
processes that are available to our tenants and leaseholders and residents to 
complain include: 
 

 The Councils’ comment, complaint and compliments process 

 Joint Action Group referral forms for neighbourhood issues  

 Councillor Surgery process 

 MP Surgery process 

 Local Government Ombudsman process  
 
Well managed complaint procedures give reassurance, save valuable 
management time allow us to learn from mistakes, pinpoint service failures 
and minimise the risks of services failing in the same way for someone else  
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e) Service Plans And Improvement plans  
The Landlord Service and Neighbourhood Management team both play a 
important part in delivering what can be described as gaps in current service 
provision. We want our customers to be involved in identifying what’s 
important to them and agreeing that any action required is considered in the 
plan. Where a specific improvement plan is  required for a single aspect of the 
service our customers will be involved in reviewing what’s gone wrong, 
reviewing different approaches to fixing what’s gone wrong and monitoring 
progress. 
 
f) Service Specific Improvement Groups  
 We recognise that not all customers will be interested in all of our services 
and intend to establish other groups like the Supported Housing Service 
Improvement Group, the Chairs’ Group and the Corby tenantsvoice to help 
improve specific areas of service delivery. This will help us focus on subjects 
dear to peoples’ hearts. 
 
Delivering A Local Co-Regulatory Involvement & Empowerment      
Framework 
The establishment of a compliant framework will lead to strong partnerships 
being created with tenants who will become involved and empowered to 
influence housing related policies and strategic priorities, services delivered to 
their doorstep, and hold housing related decision makers to account. Our 
interpretation of the housing co-regulatory framework is to involve and 
empower tenants in the business of the Council as a landlord in:  
 

 
 

The local Corby co-regulatory framework offers customers choice to get 
involved in the types of involvement that they want to get involved, in from 
high level formal governance involvement and empowerment to a ‘dip in - dip 
out’ involvement menu of formal and informal options. 
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Governance Involvement & Empowerment Options  
The Corby tenantsvoice and the Chairs’ Group are both co-opted members of 
the Councils’ Overview and Scrutiny Panel which meets on a monthly basis. 
Amongst other things it performs an overview and scrutiny function, helps to 
create and prepare Council policy, monitors the performance and quality of 
those services, and can propose amendments to decisions made by the One 
Corby Policy Committee where appropriate. 
 
How Scrutiny Links In With Other Involvement Activities To Improve 
Housing Services 

 
 

How Informal Armchair Club Involvement Activities Link In To Improve 
Housing Services 
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How Formal Involvement Activities Link In To Improve Neighbourhood 
Services 
 

 
 
How Informal Involvement Activities Link In To Improve Neighbourhood  
Services 
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6. Joined Up Plans, Policies And Strategies 
The hierarchical diagram detailed below shows how relevant plans, policies 
and strategies influence us to deliver “best in class services” with the 
involvement of customers. 

 

 
 
Resources For Involvement 
These standards are aimed at making sure that tenants, leaseholders and 
Neighbourhood Associations have the support that is required for sustaining 
involvement mechanisms and setting up new ones. The Council recognises that 
it needs to use funds from: 

 

 Tenants' rents held in the Housing Revenue Account 

 Leaseholders service charges held in the Housing Revenue Account; and  

 Council tax payers monies held in the General Fund 

 

to support and maintain tenant, leaseholder,neighbourhood association and 

community involvement. The involvement budget will provide support to include: 

 

 Reasonable financial help such as providing a start-up grant and 
annual grant for groups including neighbourhood associations  

 Offer secretariat support to neighbourhood associations until they are 
able to stand alone.  

 Access to photocopying and helping groups with their agendas, 
minutes and flyers which advertise their meetings 

 Advice, including independent advice, community development 
support, and support for local tenant, leaseholder and neighbourhood 
associations  networks 

 Tailored training to meet the needs of tenant, leaseholder and 
neighbourhood associations  including  joint training with Council staff 
and members, where appropriate 

 Innovative approaches to encourage new tenants, leaseholders and 
neighbourhood associations to get involved, so that involvement 
mechanisms and structures remain representative and sustainable. 
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 Incentives to encourage involvement 
 

The Council will provide full information on: 
 

 The annual budget 

 Resources including staff time available to implement its polices for 
involvement 

 Which Council officers are responsible for delivering specific goals and 
action plans 

 What resources are available for support training and capacity-building 
amongst tenants' representatives and tenant groups, neighbourhood 
associations to sustain established involvement structures 

 
Information  

We will try to make sure that the information the Council gives out to tenants, 
leaseholders and neighbourhood associations meets their needs. The 
standards will help neighbourhood associations to communicate information to 
their communities. The Council will negotiate with tenant, leaseholder and 
neighbourhood associations on what level and range of information they will 
provide locally. 

 

The Council will consult in ways that meet the requirements of tenants, 
leaseholders and neighbourhood Associations. Information will be: 
 

 In plain language and be available in large print, Braille, audio-cassette, 
CD-Rom, and other languages on request.  

 Expressed clearly, avoiding jargon, racist, sexist or other biased 
language 

 Of good quality, timely and tailored to meet the needs of tenants, 
leaseholders and neighbourhood associations  

 

As appropriate, tenants, leaseholders and neighbourhood associations will 
receive information on: 
 

 Housing strategies, polices and priorities 

 Housing investment options and plans 

 Arrangements and requirements for delegating housing management, 
including contracting out of services 

 Arrangements for developing and implementing Best Value, including 
monitoring and reviewing performance and setting service standards 
and performance targets 

 Housing management and other relevant local services 

 Present and future capital works affecting tenants, leaseholders, wider 
community stakeholders, their homes and the area that they live in 

 The Council's diversity, race equality and racial harassment policies; 

 Involvement agreements; 

 How tenants, leaseholders and neighbourhood associations and wider 
community stakeholders can get involved in housing and 
neighbourhood management decision-making and what this would 
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mean for them; 

 The support available to help them get involved 
 
Involved Groups 

Neighbourhood associations will have an active role to play in the Councils' 
decision making processes. These standards try to make sure that they have 
a mandate by meeting reasonable criteria for formal recognition by the 
Council. The Council will be sensitive to the needs of all neighbourhood 
associations and tailor criteria according to the type of group. 
 

Groups Involved In Decision Making 

Tenants, leaseholders, and neighbourhood associations wishing to set up and 
participate as a group with must meet the Council's criteria for formal 
recognition. Where groups have a formal role in decision-making, they should 
also be able to show that they are democratic, accountable and have all of the 
following: 

 

 A written constitution or terms of reference 

 Membership open to all in the locality 

 Diversity and equal opportunities policies (including race equality policies)  

 Regular elections 

 Open financial records, and annual accounts where appropriate 

 Hold regular meetings, including an Annual General Meeting with a 
minimum necessary number of attendees before the meeting can take 
decisions and where someone takes the minutes 

 A level of active membership  

 Procedures to make sure that information on the group is made widely 
available and where everyone is encouraged to become more active 

 Membership is clearly open to all  

 Regular newsletters or other written communications with members 

 The means of showing how they have met their aims, have made a 
difference  and still have the skills and capacity to work effectively 
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3. Involvement Priorities   
The Involvement Business with its priorities and action plans sets out how the 
Council will work with customers to develop involvement and empowerment 
work over the next three years to influence and improve housing, community 
safety, neighbourhood management and related services, policies and 
strategies.  
 
Priorities and action plans are needed to plan for the future and make things 
happen. They help build momentum to ensure that Landlord Services and 
Neighbourhood Management deliver involvement and empowerment services 
to customers that are tailored to meet their needs. 
 

1. Publicise Involvement And Empowerment More Effectively 
This priority identifies a number of key action plans to publicise involvement 
and empowerment.  
 
We want to communicate more effectively with tenants, leaseholders and 
other customers so that that they find it easy to communicate with us. We also 
want them to easily obtain the information that they need about how to get 
involved in improving the services that we provide for them. 
 

2. Promote Involvement Equally And Fairly To Encourage  
Customers To “Get Involved”  

This priority identifies a number of key messages to customers and shows 
that the Council appreciates the importance of gathering profiling information 
to enable it to demonstrate a better understanding of its customers and their 
needs. The effective use of this background information will help the Council 
to: 
 

a) Show a better understanding of its customer bases  
b) Deliver a more tailored involvement and empowerment service 
c) Improve satisfaction levels in involvement and empowerment 
d) Target resources according to customer priorities 
e) Inform strategic level planning and decision making 

 
3. Sustain Opportunities For Involvement And Empowerment 

This priority will ensure that customers have opportunities to get involved and 
be empowered in ways that suit them. It will set out ways in how they can get 
involved and be empowered through how the Council delivers housing, 
community safety and neighbourhood involvement.  
 
The Council recognises that different customer groups need to be consulted 
and involved in different ways at a local level. This takes into account the 
culture and diversity of individuals, the communities in which they live, and 
sometimes the different relationships that have with Council. 
 

a) Flexible Menu Of Options 
Menus of options are not static as they change to adapt to suit the changing 
needs of customers, the needs of the business, and in response to regulatory 
legal requirements.  
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b)  Service Inspections   
One way to conduct service reality checks is through service inspections  
Where customers can be seen to make evidence based recommendations for 
service improvements tailored to meet their needs.  
 

c) Individual Involvement 
At an individual level The Involvement Business will make sure that everyone 
is provided with the right information in the best ways possible in order to be 
kept informed, and provide the most suitable ways for views to be given to the 
Council. The Council recognises that different involvement methods will be 
more appropriate for different issues, in different places, and at different times. 
 

d) Neighbourhood Involvement 
At a neighbourhood level the action plans will describe the provision of 
support for the developing and sustaining neighbourhood associations to 
ensure that local housing, community safety and neighbourhood management 
issues, relevant to both the urban estates of Corby, and those of the outlying 
villages can be addressed. 
 

e) Borough Involvement 
On a borough wide basis the action plans will plan for involvement in policy 
and strategic decisions about borough wide housing, community safety and 
neighbourhood management, and other issues. 
 

f) Regional Involvement – Learning From Others 
The Council is in peer learning networking relationships at a regional level for 
tenant and leaseholder involvement and empowerment through the: 
 

i. East Midlands Tenant Participation Forum 
ii. HouseMark Midlands Region Performance Improvement Club 

 
g) National Involvement - Best Practice And Benchmarking 

Aiming to provide ‘best in class’ services the Council is a subscribing member 
of: 
 

i. The Local Government Association 
ii. HouseMark 

iii. The Northern Housing Consortium 
 

4. Monitor Performance And Feedback Results 
Landlord Services and Neighbourhood Management will be responsible for 
delivering The Involvement Business priorities. The Corby tenantsvoice 
scrutiny group and the Neighbourhood Association Chair’s Group will help to 
monitor and evaluate delivery of action plans on a quarterly basis.  
 
There will also be annual review to agree on successes or lack of progress to 
find out the reasons why there have been successes or why there has been a 
lack of progress - in order to build for continuous improvement. 
‘Refresh’ assessments  will take place when necessary to take into account 
new national housing policies, regulation, legislation, emerging best practice, 
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Council corporate policies, and local priorities. Tasks will be amended, new 
tasks will be identified and the reasons for them will be set out in an 
addendum to this core involvement document. 
 
An annual involvement impact assessment will be carried out to ensure the 
measurement of a positive direction of travel for involvement and 
empowerment. The success of The Involvement Business will be measured 
by: 
 

a) Achievements against set targets and measurable outcomes in the 
action plans 

b) Benchmarking against other similar sized social landlords 
c) Feedback received from customers, councillors and staff 
d) An annual impact assessment 
e) A full review of The Involvement Business is to be undertaken every 

three years. 
 
Effective timely feedback from consultation and involvement exercises will be 
given to participant customers and the wider customer base groups to 
demonstrate how their opinions and views have been taken on board, as 
evidenced by the service improvements made as result of customer 
involvement.   
 

5. Deliver And Demonstrate Value For Money  
The Involvement Business will help build Value for Money considerations into 
future housing, community safety and neighbourhood management decisions 
by looking at costs associated with delivering services.  
 
By doing so it will show where applicable, that costs alone do not reflect Value 
for Money , that the local context and quality of service is taken into account, 
that local policies about priorities and standards of service must be considered 
and that procurement decisions must take into account full long term costs. 
 
To deliver effective involvement and empowerment that demonstrates Value 
for Money the Council can show that it has taken a longer term view by: 
 

a) Again reassessing the duties and the structure of the Tenant 
Involvement Team 

b) Seeking to achieve better services for less money 
c) Continuing to provide specific tenant involvement and resident 

participation budgets  
d) Providing  ongoing financial assistance for the Corby tenantsvoice 

scrutiny group and Neighbourhood Associations  
e) Providing advice and secretariat assistance for the Corby tenantsvoice, 

Neighbourhood Associations, and the Chair’s Group, 
f) Providing training opportunities to meet the needs of customers to 

develop their knowledge and understanding of involvement 
g) Providing access for the Corby tenantsvoice scrutiny group to an 

external mentor to provide independent advice, assistance to help to 
develop tenant scrutiny 
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h) Providing access for the Corby tenantsvoice to office accommodation 
and IT equipment 

i) Providing access for the Corby tenantsvoice to staff and information 
needed in order that they may carry out their scrutiny function  

j) Providing staff attendance at Corby tenantsvoice and Neighbourhood  
Association meetings as and when requested   

  
The Council, as a Best Value authority, must show that it is providing Value 
For Money in the services that it provides under the general statutory duty of 
Best Value contained in Section 3 (1) of the Local Government Act 1999.  
 
HouseMark have taken a modern view of this activity as ‘Doing the right things 
and doing things right’ by focussing on the activities that will meet desired 
business objectives, being economical with expenditure and investment, 
efficient in delivery and effective in producing desired outcomes – and we 
would agree with this view.   
 
What Does The Future Hold?  
This is explored in detail within the action plans contained in the next section 
of The Involvement Business. It includes: 
 

 Producing an Annual Report for tenants that includes information about 
how Housing Services responds to complaints 

 Targeting involvement to provide something for everyone 

 Developing a programme of ‘Listening Lunches’ to obtain feedback 
from under-represented customers 

 Set up ‘reality check’ involvement options 

 Increasing digital involvement levels by encouraging ‘channel shift’ 

 Establishing a theme based involvement agreement for the supported 
housing service  

 Developing the ‘armchair’ involvement of members of the Tenant 
Involvement Club from ‘the comfort of their own home’ and maintaining 
databases of involvement   

 Providing information about how expenditure has been allocated, 
prioritised and how Value for Money has been achieved in expenditure 

 
Why Are Priorities & Action Plans Needed? 
Priorities and action plans are needed to plan for the future. They build 
momentum to ensure that the Council can deliver to tenants and 
leaseholders housing services that are tailored to meet their needs and 
ensure that neighbourhood associations and communities can have a direct 
input into how their neighbourhoods are managed.  
 
Making Things Happen 
The action plans tackle areas where it is recognised that there is room for 
improvement and they aim to:  
 
1. Raise awareness of the importance of tenant, leaseholder, neighbourhood 
association and community involvement  
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2. Provide more opportunities through a menu of options for tenants and 
leaseholders to get involved in all aspects of service delivery and service 
improvement 
3. Establish and sustain a culture of  involvement  
4. Ensure that all feedback is valued and is used to improve service delivery 
to meet real needs and aspirations 
5. Ensure that there is effective involvement of the under-represented’ to 
reflect our customer profile  
6. Provide appropriate financial support for educational and training 
opportunities to establish effective individual and collective neighbourhood 
representation 
7. Deliver and demonstrate Value for Money in the involvement service  
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4. Action Plans 
 
Priority 1 - Publicise Involvement And Empowerment More Effectively  
 

Action Plan  
 

When Who Target/Outcomes Evidence 

1.1. Review website involvement 
information  

Quarterly Tenant 
Participation 
Officer 

Provide accurate up to date information 
for tenants as specified in the regulatory 
framework 

Quarterly report to record 
changes made 

1.2  Review hard copy 
involvement information  
including the suite of information 
leaflets 
 

Quarterly Tenant 
Participation 
Officer 
 
 

Provide accurate up to date information 
for tenants as specified in the regulatory 
framework 
 
 

Quarterly report to record 
changes made 
 
 
 

1.3 Refresh tenant and 
leaseholder improvement club 
registration forms 

Quarterly Tenant 
Participation 
Officer 

Increase responses from tenants and 
leaseholders 

Refreshed registration 
forms published and in use 

1.4 Produce an Annual Report for 
tenants  
 
 
 
 
 

October 
 
 
 
 
 
 

 

Tenant 
Participation 
Officer 
 
 
 
 

To set out plans for meeting the 
applicable national standards. 
Identify gaps in service set out and 
improvement plans. 
Assess performance against national 
standards 
Provide relevant information about the 
service. 

Annual Report published  
 
 
 
 
 
 

1.5 Information to be published 
annually with respect to how 
Landlord Services responds to 

October 
 

Tenant  
Participation 
Officer 

Provide relevant information about the 
service. 
 

Relevant information 
concerning complaints 
published in the Annual 



 

23 

18th November 2016 

complaints  Report for tenants 

1.6 Conduct an annual 
programme of customer surveys 

January - 
March 

Tenant 
Participation 

Officer 

Capture views on services  
Find out what other services we could 
provide  

Records kept 
Analyse feedback 
 

1.7 Undertake an annual  
programme of randomly door 
knocking the homes of tenants 

April - 
December 

Tenant 
Participation 

Officer  

Find out how customers would like to 
engage with us 

Report and publicise 
changes made to involved 
tenants and also the wider 
tenant body 

1.8 Conduct a STAR survey 
every 3 – 5 years 

2017 Landlord 
Services 
Manager 

Customer powered improvements to 
services  
 

Analyse results of STAR 
surveys  

1.10 Develop action plans to 
address identified gaps in service 
provision after next STAR survey 

2017 Landlord 
Services 
Manager 

Action plans developed Changes made 

1.11Increase leaseholder 
satisfaction rates 

2017 Landlord 
Services 
Manager 

Digitalise leaseholder services 
 

Leaseholder satisfaction 
rates improved in  next 
STAR survey 

1.12 Clearly communicate  and 
keep tenants up to date with 
changes made as a result of 
tenant involvement 

Six 
Monthly 

Tenant 
Participation 

Officer 

Provide accurate and up to date 
information 

Changes reported in 
talkback 

 
Priority 2 - Understand And Respond To Diverse Needs  
 

Action Plan When Who Target/Outcomes Evidence 

2.1 Tackle prejudice and promote 
understanding 

Annually Tenant 
Participation 

Officer 

Publish data relating to ethnicity, gender 
and ages 

Work undertaken 
Data reported in Annual 
Report 
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2.2 Target involvement to provide 
something for everyone 
 

January - 
March 

Involvement 
Manager 

Use customer profiling information to 
inform the menu of involvement options 

Increase in number of 
involved under-
represented customers  

2.3 Create action plans to plug 
gaps in customer profiling 
information 

When  gaps 
are 

discovered 

Landlord 
Services 
Manager 

Better customer profiling information 
Better understanding of customer base 

Gaps identified  
Changes made 

2.4 Develop a programme of 
‘Listening Lunches’ 

2017/18 Tenant 
Participation 

Officer 

Under-represented customers getting 
involved 

Number of lunches 
Feedback received 
Service changes made 

 
Priority 3 – Sustain Opportunities For Involvement And Empowerment 
 

Action Plans When Who Target/Outcomes Evidence 

3.1 Review how we communicate 
to customers.  

Annually Tenant 
Participation 

Officer 

Use a wide range of communication 
techniques to tell customers about the 
opportunities to become involved and 
empowered 

Review of information 
given to customers 
undertaken  
Increased number of 
communication methods 
Better information 
produced  

3.2 Consult with tenants and  
their representatives to provide 
the opportunity to: 
a) Influence  the management of  
services provided to their homes   
b) Influence policy and strategic    
priorities 

Ongoing with 
Corby 

tenantsvoice 

Involvement 
Manager 

Meet Homes & Communities Agency  
regulatory requirements 

Arrangements in place to 
support and enable a) and 
b) to take place 

3.2. Recruit tenant inspectors to 2017/18 Tenant Service tested from the tenant perspective Number of inspections  
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test the empty homes re-letting 
standard, the quality of repairs 
completed and customer service  

 
 

Participation 
Officer 

to see  
a) If the re-let standards are being met 
b) The quality of repairs is acceptable 
c) Customer service is good   

Changes made  
Feedback provided 

3.3. Recruit tenant mystery  
shoppers to test services  

2017/18 
 

 
 

Tenant 
Participation 

Officer 

Service tested from the tenant perspective 
to  see if published standards are being 
met 
Scrutiny function enhanced 

Level of interest shown 
Number of mystery shops 
made  
Changes made  
Feedback provided 

3.4 Continue to work with and 
promote the scrutiny work of the 
Corby tenants voice to sustain it 
and increase the number of 
involved tenants in it 
 
 

Ongoing 
 
 
 
 
 
 

Landlord 
Services 
Manager 

  

Enhanced accountability of the Corby 
tenantsvoice 
 
 
 
 

Compliance with Homes 
&Community Agency 
regulatory expectations 
Scrutiny reports produced 
Number of evidence based 
recommendations  made 
and implemented   

3.5 Use the Corby tenantsvoice 
as a consultation mechanism for 
new policies and procedures 

Ongoing Landlord 
Services 
Manager 

 

Enhanced accountability of the Corby 
tenantsvoice 

Number of policy and 
procedural changes made 
by the Corby tenantsvoice 

3.6 Continue to facilitate the 
quarterly Chair’s Group meeting 
and promote the good work of 
neighbourhood associations  

Ongoing Landlord 
Services 
Manager  

Enhanced accountability of neighbourhood  
associations 

Increase the sustainability 
of neighbourhood 
associations 

3.7 Set up a tenant suggestion 
scheme asking for improvements 
to the housing service with 
incentives 

2017 Involvement 
Manager 

Accessed by e-mail, e-form on website, 
customer access point at the One Stop 
Shop, at tenant sign up etc 
 

Number of suggestions 
received from the different 
opportunities available  
Number of suggestions 
adopted 
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Cost versus savings 

3.8  Review and update the 
action plans in the ‘Involvement 
Business’  
 

Six Monthly 
October 

& 
April 

Landlord 
Services 
Manager 

& 
Tenant 

Participation 
Officer 

Better governance for information, 
consultation, involvement and 
empowerment 
Better ways of working together to improve 
services and quality of life issues affecting 
customers and the wider community 

More robust relationship 
between the Council and 
its customers 

3.9  Increase digital involvement 
levels by encouraging channel 
shift amongst existing and new 
customers where appropriate and 
justifiable to reduce costs 

2017/18 Landlord 
Services 
Manager 

 

Acquire the benefits of digital involvement 
Create short surveys after online 
transactions have been made such as 
reporting a repair or making a payment 
Refresh content of tenant and leaseholder 
Improvement Club registration forms and 
for them to be digitally friendly 

Easier ways to get 
involved established 
Access to services after 
normal working hours 
Cost savings in transaction 
costs 
Number of surveys 
undertaken 
Increase in number of 
customers getting involved 
digitally 

3.10 Develop the involvement of 
Tenant Involvement Club 
members 

2017 Involvement 
Manager 

Set up a ‘Smart Mobile Group’ for text and 
e-mail involvement  - for a digital 
‘Involvement On The Go’ option 

Maximise member input in 
services provided to 
tenants 

3.12 Investigate the use of social 
media such as Facebook and 
Twitter to maximise customer 
input on the services that they 
receive 

2017/18 Involvement 
Manager 

Further publicise involvement 
opportunities, topical news and events  
Increased number of opportunities for 
capturing customer satisfaction levels 

More effective publicity 
Increased in digital 
involvement levels  
 

 
 



 

27 

18th November 2016 

Priority 4 – Monitor Performance And Feedback Results 

 

Action Plans When Who Target/Outcomes Evidence 

4.1 Jointly monitor, review and 
develop the ”Involvement 
Business” priorities and provide 
feedback to customers 

Quarterly 
 

Landlord 
Services 
Manager 

Corby 
tenantsvoice  

and 
Chairs’ Group 

Meet Homes & Communities Agency  
requirement  

Action plans of the 
Involvement Business  
co-monitored 
Involvement shaping 
strategic action plans 

4.2 Provide performance 
information to the Corby 
tenantsvoice 

Monthly Landlord 
Services 
Manager 

Challenge poor performance and receive 
recommendations for improvement 

Performance 
information reports 
provided at the Corby 
tenantsvoice meetings  

4.3 Provide information on how 
well we are doing to tenants and 
leaseholders 

Six monthly Landlord 
Services 
Manager 

Accessible, relevant and timely 
information about how well we are 
performing provided 

Performance 
information produced in 
talkback 

 
Priority 5 – Deliver And Demonstrate Value For Money In The Support And Resources Dedicated To The 
Involvement Service 
 

Action Plans When Who Target/Outcomes Evidence 

5.1 Publish information on annual 
basis for tenants in the Annual 
Report for tenants about: 
a) How expenditure has been 
allocated and prioritised 
 b) How Value for Money has been 

Annually 
October  

Tenant 
Participation 

Officer 

Homes & Communities Agency 
requirements met 
Annual Report item  

Required annual 
information 
communicated to 
tenants in the Annual 
Report  
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secured in expenditure 

5.2 Encourage and facilitate the 
involvement of tenants attendance 
at relevant training events  

Ongoing Tenant 
Participation 

Officer 

Increased attendance at training events 
Increase in knowledge and skills 

Numbers attending 
training courses 
Feedback received on 
training provided 
Compliance with 
regulatory framework 

5.3 Invite involved tenants to  
training events and courses 

 Ongoing Tenant  
Participation 

Officer 

Provide a better understanding of why  
customer involvement is important  
Learning being implemented  

Numbers attending  
training courses 
Feedback received 
from training provided 
Increase in number of 
customers getting 
involved. 

5.4 Provide an annual grant of up 
to £500 for each neighbourhood 
association 

Annually 
April - 
June 

Involvement 
Manager 

Increase sustainability of neighbourhood 
associations  

Number of grant 
application forms 
received 
Amount of grant aid 
provided 
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5. Appendices 
 

Appendix 1 
 
Tenant Involvement and Empowerment Standard 
 
 
1   Required Outcomes 
 
1.1 Customer Service, Choice and Complaints 

 
Registered providers shall:  

 
(a) provide choices, information and communication that is appropriate 

to the diverse needs of their tenants in the delivery of all standards 
 

(b) have an approach to complaints that is clear, simple and accessible 
that ensures that complaints are resolved promptly, politely and fairly. 

 
1.2 Involvement and empowerment 
 
Registered providers shall ensure that tenants are given a wide range of 
opportunities to influence and be involved in: 
 

(a) the formulation of their landlord’s housing related policies and 
strategic priorities 
 

(b) the making of decisions about how housing related services are 
delivered, including the setting of service standards 
 

(c) the scrutiny of their landlord’s performance and the making of 
recommendations to their landlord about how performance might be 
improved 
 

     (d) the management of their homes, where applicable 
 

     (e) the management of repair and maintenance services, such as 
commissioning and undertaking a range of repair tasks, as agreed 
with landlords, and the sharing in savings made; and  
 

(f) agreeing local offers for service delivery 
 
3.  Understanding and responding to the diverse needs of tenants 
 
Registered providers shall: 
 

(a) Treat all tenants with fairness and respect  
 



 

30 

18th November 2016 

(b) Demonstrate that they understand the different needs of their tenants, 
including in relation to the equality strands and tenants with additional 
support needs 

 

2   Specific expectations 
 
2.1 Customer service, choice and complaints 
 
2. 1.1  Registered providers shall provide tenants with accessible, relevant 

and timely information about:  
 

(a) how tenants can access services 
 

(b) the standards of housing services their tenants can expect 
 

(c) how they are performing against those standards 
 

(d) the service choices available to tenants, including any additional costs  
that are relevant to specific choices 
 

(e) progress of any repairs work 
 

(f) how tenants can communicate with them and provide feedback 
 

(g) the responsibilities of the tenant and provider 
 

(h) arrangements for tenant involvement and scrutiny 
 
2. 1.2  Providers shall offer a range of ways for tenants to express a complaint 

and set out clear service standards for responding to complaints,  
including complaints about performance against the standards, and 
details of what to do if they are unhappy with the outcome of a  
complaint. Providers shall inform tenants how they use complaints to 
improve their services. Landlords shall publish information 
about complaints each year, including their number and nature, and the 
outcome of the complaints. Providers shall accept complaints made by 
advocates authorised to act on a tenant’s/tenants’ behalf. 

 
2.2 Involvement and empowerment 
 
2.2.1  Registered providers shall support their tenants to develop and 

implement opportunities for involvement and empowerment, including 
by: 
 

(a) supporting their tenants to exercise their Right to Manage or otherwise 
exercise housing management functions, where appropriate 
 

(b) supporting the formation and activities of tenant panels or equivalent 
groups and responding in a constructive and timely manner to them 
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(c) the provision of timely and relevant performance information to support 
effective scrutiny by tenants of their landlord’s performance in a form 
which landlords seek to agree with their tenants. Such provision must 
include the publication of an annual report which should include 
information on repair and maintenance budgets; and 
 

(d) providing support to tenants to build their capacity to be more 
effectively involved 

 
2.2.2 Registered providers shall consult with tenants on the scope of local    
         offers for service delivery. This shall include how performance will be  
         monitored, reported to and scrutinised by tenants and arrangements for  
         reviewing these on a periodic basis. 
 
2.2.3 Registered providers shall consult with tenants, setting out clearly the 
         costs and benefits of relevant options, if they are proposing to change 
         their landlord or when proposing a significant change in their  
         management arrangements. 
 
  2.4 Registered providers shall consult tenants at least once every three  
        years on the best way of involving tenants in the governance and  
        scrutiny of the organisation’s housing management service. 
 
2.3. Understanding and responding to diverse needs 
 
2.3.1 Registered providers shall demonstrate how they respond to tenants’ 
      needs in the way they provide services and communicate with tenants. 
 

Appendix 2 
 
Statutory Duties, Obligations And Powers 
 

1. Section 105 Housing Act 1985 (as amended) which relates to the 
statutory duty to consult with secure tenants on matters of housing 
management.  

2. Section 3 (1) Local Government Act 1999 (as amended) which 
relates to the general duty of Best Value for the Council to be 
economic, efficient and effective in delivering services. 

3. Section 3 (2) Local Government Act 1999 (as amended) which 
relates to the general statutory duty to consult with stakeholders.   

4. Section 3A Local Government Act 1999 (as introduced by S138 of 
the Local Government and Public Involvement in Health Act 2007) 
which relates to the statutory duty to involve local representatives in the 
exercise of any of the Council’s functions.  

5. The Commonhold and Leasehold Reform Act 2002 which revolves 
around the statutory duties and obligations that the Council owes to 
long term residential leaseholders. 

6. The Equalities Act 2010 which revolves around the general statutory 
public sector equality duty. 


