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1. Background & Regulatory Standards 
 

The Department for Communities expects social 

housing providers to manage their business so that 

tenants and other customers are encouraged to 

engage in a menu of participation options so that they 

can influence their landlord’s decisions. There should 

be a strategic approach to tenant participation and 

engagement in the development, delivery and review 

of housing and related services and tenants must be 

made aware as to how they can actively participate. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

As a minimum any Tenant Participation Strategy must reflect 
the 10 principles for tenant participation 

 

1. Tenant participation comes from and promotes a culture of 
mutual trust, respect and partnership between tenants, board 
members and staff at all levels 
 

2. Tenant participation is a continuous process 
 

3. Good tenant participation is about sharing information 
 

4. Decision-making processes should be open, clear and 
accountable 
 

5. Tenant representatives should have enough time to consider 
issues properly 
 

6. The landlord must recognise the independence of tenants’ 
organisations 
 

7. Good working relations evolve gradually so must be flexible to 
adapt to local circumstances 
 

8. Tenants’ organisations need adequate resources for 
organisation, training and support 
 

9. Tenant participation in rural areas must suit the particular 
circumstances and needs of rural tenants 
 

10. Tenant participation must meet the requirements of legislation 
on equality. 
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2. Introduction 
 
At Connswater Homes, we are committed to involving our tenants in a wide range of 
activities and in our decision-making processes.   We will achieve this through our own 
structures and with the encouragement and support of Empowering Communities the 
dedicated Independent Tenant Organisation for Northern Ireland and participation by 
individual tenants. 
 
However, we also recognise that the communities we provide services for include 
other residents i.e. tenants of other landlords and owner-occupiers.   Therefore, we 
are also committed to working in partnership with these residents to help us improve 
the quality of life in communities where our tenants’ live alongside them. 

This strategy enables CH to develop and promote the various ways in which tenants 
and residents can be involved in decisions about their community, the management 
of their homes and the services they receive.  It details the ways in which the 
Association communicates and consults with the people who live in its homes and in 
the surrounding community. The Association will regularly consider what else it can 
do to promote and improve tenant engagement opportunities. 

This strategy, as a live document, will continue to develop as its ethos is embedded 
within Connswater Homes and will be reactive to the changing needs of our tenants 
and their communities.  It is about working in partnership in an atmosphere of mutual 
trust and respect. This is the beginning of a journey not an end point. 

 

 

 

 

 

 

 

 

 

 
 

 
 
 
 

Our Tenant Participation Promise 
 

 To make tenant engagement an integral part of our business by 
providing tenants and other service users with the opportunity to 
influence policy decisions, shape services that will affect them or 
their community and scope business priorities. 
 

 To provide a menu of participation options ensuring that we are 
fully inclusive by offering a choice of what to participate in, at a 
level and pace that is accessible to all whether that be on an 
individual or group basis. 
 

 To offer support, training and development opportunities to 
empower tenants to take an active role, long or short term in the 
design and delivery of their housing and associated services 
 

 To ensure that all tenants, regardless of particular circumstances 
or difficulties, have access to same rights of engagement and 
consultation. 
 

 To maximise accountability and value for money to ensure that 
tenants have confidence in our services. 
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3. Keeping Tenants & Residents Informed  
 

Connswater Homes will ensure that information provided to tenants and service users 
is in plain language, jargon free and available in a variety of formats.  

We will keep tenants, and other service users where appropriate, informed by 
providing: 
 

 A clear and concise Tenancy Agreement 

 A regular Tenants Newsletter 

 Short & snappy versions of key documents 

 Leaflets and Guides 

 A Web Site 

 Social media interaction via Facebook and Twitter 

 Open Days and welfare clinics 

 Individual Letters 

 Emails  

 Appointment reminders via text message 

 Personal Visits 

 An Annual Report 

 A Tenant Handbook 

 Customer Satisfaction Cards 

 Tenant Satisfaction Surveys and feedback 

 Publicity through local media 

 Surgeries in a number of locations 

 Public Meetings 
 
 

4. Getting Involved  

 
We want to encourage as many tenants as possible to have their say and become 

engaged in a range of activities and events. We have produced a Menu of Involvement 

ranging from giving us your opinion in a simple survey right through to potential 

membership of our Continuous Improvement Panel (CIP).  In any of these activities 

you will never be on your own, we will offer help with completing forms right though to 

relevant training for the more in-depth participation options.  

 

 

5. Menu of Involvement 
 

In order to hear the views, desires and expectations 

of our tenants we will have a menu of options for 

involvement. This menu will facilitate engagement at 

a range of levels and in varying degrees, it will help 

us target our services better, get feedback on the 

good and the not so good and keep us striving to 

meet aspirations. 
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Community Events and Fun Days  
Our Communities’ Officer will plan a number of 
community engagement events throughout the year. 
These events may be in response to local needs or 
concerns or to offer tenants and residents the 
opportunity to come together and build positive 
relationships. 
 
Register of Interested Tenants (RoIT) 
CH recognises that some tenants may be more 

interested in being part of a formal group than other, 

it is also recognised that some tenants may have an 

interest in particular areas of service or have a particular skill to bring to discussions. 

CH will therefore keep a register of those tenants who have indicated that they would 

like to be consulted on particular services or issues that are of interest to them.   To 

register, tenants can request a registration form from the Communities’ Officer or by 

emailing housing@connswater.org.uk. New tenants will be made aware of the register 

when they sign their tenancy agreement. 

Examples of opportunities for involvement may include:  

 Estate walkabouts 

 Tenant newsletter 

 Community gardens 

 Residents group in your area 

 Community events and fun days 

 Street / scheme champion in absence of 

residents group  
 

Registered Community Group (RCG) 
A group comprised of individuals from a community (either geographic or of specific 
interest) and will include tenants, both of CH and private / other landlords and owner-
occupiers can come together and opt to become a Registered Community Group 
(RCG). This would require meeting the criteria of having an elected committee, a 
constitution and an equal opportunities statement.   As a RCG there would be an 
opportunity to apply for community grants for specific projects from various 
organisations when available. 
 
Mystery Shopping 
For a number of years CH has used mystery shopping 
exercise to test its services, the Association would like 
to establish a panel of mystery shoppers would be 
made up of tenants, whose identity would be 
confidential and who have received training in how to 
ask the questions appropriate to that service.    
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Continuous Improvement Panel (CIP) 
It is envisaged that a CIP would be a long term project and its input would be sought 
on identifying areas for service reviews and assisting with these reviews. Reviews 
could range from issues identified in Tenant Satisfaction Surveys. The role and remit 
of the CIP will vary depending on their task. The panel will be empowered to challenge 
existing practices and processes in an imaginative way.  
 
A full report of the reviews findings and recommendations will be presented to the 
senior management to address implementation.  Tenants will receive outcome reports 
in newsletters. 
 
Tenants aged between 16 & 25 
CH realises that it is important to involve our tenants 

of the future and are keen to engage with the 16 –25 

year age group.    

 

Therefore, CH will develop and implement an action 

plan that states how we will engage and work 

towards increasing the involvement of household 

members in that age group. 

 

Tenant Satisfaction / Maintenance Surveys 

Connswater Homes will carry out census survey on tenant satisfaction with all aspects 

of its service on a bi-annual basis.  This will be carried out with 50% of tenants each 

year and reported on a bi-annual basis showing comparison data which will allow the 

Association to identify areas for service improvement. 

 

When repairs are reported and requested from tenants these will always be followed 

up with a repairs satisfaction survey to receive feedback from tenants on the quality 

and workmanship of the contractor and satisfaction with the timescale for completion 

of the repair. 

 

Digital Inclusion and Social Media  

As we now live in a digital age, Connswater Homes recognises the need to offer 

tenants opportunities to receive information digitally.  Engagement information will be 

made available on social media channels and via the Association’s website.  
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6. Resources 

 
Common fund  

The fund is available to support grassroots 

community initiatives. The focus of this fund is to 

enable community based projects to develop their 

own initiatives and promote the principles of 

community development within their work. 

 

Transport  

Tenants’ travel costs, were reasonable, will be 

reimbursed.  

 

Training  

Connswater Homes will offer training to tenants which will develop their capacity and 
confidence to participate meaningfully in community engagement activities both in a 
formal and informal setting.  A tenant training portal on the Association’s e-learning 
platform is under consideration. Tenants will also be offered opportunities to attend 
seminars or conferences that may increase their knowledge and understanding of 
various housing or community related issues.  
 
Communities’ Officer  
CH employs a Communities’ Officer to drive this 
strategy and as a direct point of contact for tenants 
and residents who may wish to exercise the 
opportunities contained in it.  
 
Budget 
The Association does have a budget to encourage 
and facilitate involvement, this budget was 
established as a starting point, it is fluid and open to 
review depending on how participation progresses 
and individual uptake on programmes that are 
offered. This budget is in addition to the annual 
common Fund. Details of both can be obtained from 
the Communities’ Officer.  
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7. The future  

 
Our core values of Respect, Integrity and Passion 

will remain at the heart of all our tenant 

engagement activities. Connswater Homes will 

continue to develop and promote our community 

engagement options with the aim of maximising 

opportunities for tenants to get involved.   

 

 We will be proactive in seeking new and 

innovative ways of communicating with 

tenants to ensure they are fully informed.  

 We will continue to work in partnership 

with other housing associations and 

external agencies to develop a more holistic approach to community 

engagement. 

 We will continue to adopt a flexible approach to tenant engagement, this will 

ensure that tenants have opportunities to contribute to building and 

developing vibrant, sustainable neighbourhoods and communities where they 

feel valued and have a sense of belonging. 

 We will be open and flexible to board membership at community level. 

 

 

---------------------------------- 

 

Contact Us … 

 

Connswater Homes, 5 Citylink Business Park, Albert Street, Belfast, BT12 4HQ 

Telephone:  028 9065 6155 Email: housing@connswater.org.uk 

 

Find us on: 

  

@ConnswaterHomes
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Objective Action Target Date 
 

Lead Officer 

Consult on a menu of 
participation, produce and 
publish tenant engagement 
strategy  

Communities officer hold consultation meetings 
with tenants and residents to find out what they 
would like to see and have in a tenant engagement 
strategy.  Produce a Tenant Engagement Strategy 
for Board approval. 
 

September 2018 DCA 

Produce “Connswater 
Chronicle” tenants Newsletter 
three times a year 

Publish three editions of the Connswater Chronicle 
a year containing information relating to the 
Association’s services, news, updates and future 
plans. 
 
 
Include a question in the bi-annual tenant 
satisfaction survey to determine satisfaction with 
the content, frequency and format of the 
Connswater Chronicle 
 

March/April 
July & December each year 
 
 
 
 
Annually 

DCA 
 
 
 
 
 
DCA 

Produce an Annual Report  
 

Produce a comprehensive report on the 
Association’s business performance  
 

August / September 
Annually 

CEO 

Develop and promote 
community and tenant 
engagement opportunities 
 

Increase communication and awareness about 
opportunities to get involved, use a variety of 
communication formats including the website and 
social media 
 
Promote new initiatives and activities as widely as 
possible 
 

Ongoing 
 
 
 
 
Ongoing 
 
 
 

DCA 
 
 
 
 
DCA 
 
 
 

Tenant Engagement Action Plan 2018- 2021 
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Objective Action Target Date 
 

Lead Officer 

 Review website for tenant involvement page / 
interactive capability 
 

November 2018 DCA 

Provide opportunities for 
tenant and residents to come 
together in their 
neighbourhoods.  
 

Coordinate a number of community events, 
including fun days and awareness sessions, 
including seasonal events.  

Ongoing  DCA 

 
Build strong working 
Partnerships with external 
agencies  
 
 

 
Attend a number of interagency groups in areas of 
operation.  

 
Ongoing  

 
DCA 

Continue to support and 
develop current tenant groups / 
issue based groups 

Work with groups who are at early established 
stages, asses any support they require and what 
they would like to achieve. 
 

Ongoing DCA 

Produce an annual Service 
Improvement Report (SIR) 
report based on comments, 
compliments and complaints 
feedback and improvements 
implemented 
 

Report to be complied for inclusion in the Summer 
edition of the Connswater Chronicle on the 
previous year’s CCC’s and any improvements 
which have been implemented as a result of the 
customer feedback 

June annually DCA 

Undertake a bi-annual tenant 
satisfaction survey and other 
methods of establishing up to 
date tenant satisfaction  

Conduct an annual survey of 50% of our tenants to 
have full tenant satisfaction statistics every two 
years and benchmark results against housing 
associations in Northern Ireland by participating in 
the NIFHA annual benchmarking exercise. 

Survey conducted June – 
August annually 
Benchmarking data 
submitted November 
annually 

DCA 
 
 
 
DCA 

Tenant Engagement Action Plan 2018- 2021 
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Objective Action Target Date 
 

Lead Officer 

 
Publish results of the tenants satisfaction survey in 
the annual report, Connswater Chronicle and on 
the Association’s website  
 

 
Annually 

 
DCA 

Develop with tenants a 
programme of quarterly estate 
walkabouts 

Request ideas for the Estate Walkabouts on 
scheme notice boards, at the Newtownards 
housing surgery, via Facebook & Twitter, on the 
Association’s website and in the Summer edition of 
the Connswater Chronicle.   
 
Advertise walkabouts locally, within communal 
scheme areas, on the website and social media 
platforms 
 
Send out pre-estate walkabout surveys for those 
unable to attend on the day  
 
Develop an action plan from all walkabouts and 
feedback as part of “you said, we did” & report in 
the Connswater Chronicle 

 
Quarterly  

DCA 

Develop and maintain a 
register of tenants willing to 
participate in community and 
business improvement 
activities.   

Advertise for tenants interested in becoming 
actively engaged with the Association to improve 
and shape its services. Tenant Participation 
Register  
 
Front-line staff to actively ask tenants at every 
opportunity if they are interested in participating to 
help the Association identify areas for improvement 

Ongoing 
 
 
 
 
Ongoing 

DCA 
 
 
 
 
DCA 

Tenant Engagement Action Plan 2018- 2021 
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Objective Action Target Date 
 

Lead Officer 

in its services, including opportunities to  Mystery 
Shop the Association. 
 

Support, train and develop 
tenants who want to actively 
participate in service 
improvement activities  

Identify which support, training and development is 
required where tenants are willing to participate in 
service improvement activities. 
 
Source and provide training where possible. 

Ongoing 
 
 
 
Ongoing 

DCA 
 
 
 
DCA 
 

Ensure that tenants receive 
feedback on how their views 
have been taken account 

Publish outcomes of consultations/participation on 
decisions made about services or how it has 
improved service delivery in the Connswater 
Chronicle and on the Association’s website. 
 

Ongoing DCA 

Promote tenant engagement 
and participation to all new 
tenants 

Promote tenant participation and engagement 
during the sign-up meeting and at new tenant visit. 
 
If a communal scheme new build – promote tenant 
engagement and participation at the pre-tenancy 
meetings. 

Ongoing 
 
 
Ongoing 

DCA 
 
 
DCA 

Monitor and review tenant 
engagement strategy and 
action plan 

Annually review the tenant engagement strategy 
and action plan to ensure that targets have been 
met and that the strategy and action plan are still 
aligned to the Association’s strategic and business 
plans. 

Annually DCA 

Enhance accessibility to key 
CH services & data 24/7, 365 
days a year 

Implement a tenant portal to all tenants to access 
key data such as rent accounts, maintenance 
programmes, tenancy records and to promote non 
paper communication 

Quarter 1 2019 DCA 

 

Tenant Engagement Action Plan 2018- 2021 
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