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Glossary 

ALMO Arms Length Management Organisation 

CBC Colchester Borough Council 

CBH Colchester Borough Homes 

DMT Directors Management Team 

HCA Homes and Communities Agency 

Resident  Agreed as a term that includes Tenants, leaseholders 
and applicants 

SMT Senior Management Team 

STAR Standard Resident survey (Benchmarks resident 
satisfaction)  

TLCC Tenant and Leaseholder Consultative Committee 

TPAS Tenant Participation Advisory Service 
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1. Introduction & purpose 

This Resident Insight and Engagement Strategy replaces the previous 
Resident Involvement Strategy 2013-2016. 

The aim of our new Resident Insight and Engagement Strategy is to ensure 
that we at Colchester Borough Homes continue to place residents at the heart 
of our business. 

It provides an opportunity to embed this objective and enable scrutiny and 
accountability of services through customers. 

Under this strategy, we will be providing new and focussed opportunities for 
residents to directly influence decisions and scrutinise the way we deliver our 
services. 

It will inform and direct service delivery over the next three years, with staff 
resource to support and enable developing insight and engagement of 
customers across the organisation.  

HCA Regulatory Framework 20121 

In 2012, the Homes and Community Agency (HCA) published its standards 
framework for housing providers. 

The framework requires a ‘co-regulation’ approach be adopted and the most 
relevant of the standards for this strategy are: 

1) Tenants should have opportunities to shaped service delivery 

 2) Providers should understand the diverse needs of their tenants 

Whilst this regulatory framework is not mandatory for ALMOs it is good 
practice which continues to guide our approach. 

2. Strategic aims 

In line with our core values we will focus on: 

Building Trust – we will work with our customers to build trust in our services 

Delivering tenant led services – we will use customer insight to improve the 
services we deliver and drive up customer satisfaction 

Commitment to our communities – we will support and empower our local 
communities to achieve real outcomes 

                                            

1 www.gov.uk/government/publications/regulatory-standards/Tenant Involvement & 
Empowerment 

http://www.gov.uk/government/publications/regulatory-standards/Tenant
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Delivering Professional Services – we will ensure that all our staff have the 
training and skills to deliver professional customer service 

Provide Value for Money – we will ensure that we provide cost effective 
services by evaluating tenant influence and its impact. 

The aim of the strategy is to provide a framework for delivery of our Medium 
Term Delivery Plan objective of Building on customer engagement, 
feedback and tenant scrutiny. 

The Customer Insight and Engagement Strategy supports Colchester 
Borough Council’s strategic aims of: 

 Developing a strong sense of community across the Borough by 
enabling people and groups to take more ownership and responsibility 
for their quality of life 

 Creating the right environment for people to develop and flourish in all 
aspects of life both business and pleasure. 

3. Key objectives 

There are 3 key objectives that inform this strategy: 

 Ensuring accountability – working with residents to continue to 
develop our approach to, governance and scrutiny; ensuring that 
decisions are made taking in to consideration the views of residents. 

 Improving services – developing our customer insight information and 
feedback from the STAR and transactional surveys to improve service 
delivery and levels of satisfaction. 

 Developing thriving communities – incorporating key community 
development initiatives and supporting engagement across our 
communities 

These objectives will be achieved through a range of actions, which are 
detailed in the Action Plan to be found in the Insight & Engagement Action 
Plan. 

4. Key achievements 2013-2016 

Over the life span of the previous Resident Involvement Strategy, we have 
delivered the key priorities. Our involved tenants have made a significant 
contribution in supporting us to: 

 Complete the 3-year action plan 

 Develop and implement a tenant scrutiny programme for the TLCC 

 Held several well attended Task and Finish Groups  

 Delivered a range of resident and community training programmes 

 Increased the interest and quality of residents for the Board vacancies 

 Developed Social Media to engage residents 
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 Delivered annual tenant events to celebrate and showcase Resident 
Involvement achievements 

 Better understand the needs of our customers 

 Deliver services following recommendations from residents 

5. From Involvement to Insight, Influence and Impact 

The views, aspirations and priorities of tenants need to be at the heart of what 
we do. To achieve this, we will focus on understanding our customers better, 
to enable more effective targeting and tailoring of service delivery and 
ultimately, increase levels of satisfaction.  

Customer insight will be used to inform strategy and policy, to allocate 
resources, manage performance, market services, and change behaviours to 
inform service design. 

The key outcomes of successful customer insight are: 

 Providing better services ( increased satisfaction, with needs met first 
time, therefore reducing avoidable contact and duplicated costs) 

 Faster and improved decision making 

 Helping residents respond to the challenges they face 

 Using our resources most effectively to have the most impact 

 Providing inclusive and sensitive services that ensure equality of 
access across the organisation  

This strategy directs us to: 

 Provide new and focused opportunities for tenants to directly influence 
decisions and how we deliver our services 

 A more fluid approach to resident involvement will help us to gain 
insight from tenants who have never previously engaged with us 

 Develop structures across the organisation that focus on evaluating 
customer feedback 

 Develop and actively promote opportunities across the organisation for 
resident engagement 

 Focus on supporting and empowering the local communities in which 
we operate 

 Develop new systems and transactional surveys to use customer 
insight 

 Deliver services that are tailored and cost effective to improve services 
and increase satisfaction 

 Following the STAR 2016, we will implement a programme of 
improvement to target insight and increase satisfaction. 

Resident Insight and Engagement Structure 

Our achievements over the last 3 years have created the foundations upon 
which we will develop inclusive and accessible opportunities for tenants to 
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influence service improvement, improve customer satisfaction and enable 
us to measure the impact of engagement. 

We will review the current structure of routine service-related groups to 
make the most effective use of time and resources. The attendance and 
outcomes from the current groups is variable, and we have learnt from 
those with the best outcomes and will use this knowledge to develop the 
way we engage with residents in the future.     

More use will be made of focus groups, social media, market research, 
and surveys which capture comments from customers and provide more 
statistically sound evidence on which to develop services. The Operations 
Committee will continue to monitor the Strategy through quarterly reports 
from the Resident Insight & Engagement team.  

The Tenant & Leaseholder Consultative committee will be developed to 
improve their role in scrutiny further. 

By proposing to have an independent Chair or facilitator to support the 
group we expect the TLCC will improve their representation of resident 
views to the Board.  

6. Review and Compliance monitoring 

Progress against the strategy will be monitored and reviewed by the 
Operations Committee at quarterly performance meetings. 

7. Consultation and engagement 

Consultation on this document has taken place with: 

 Members of DMT and SMT 

 TLCC 

 Tenants Task and Finish Group 

8. References 

 HCA social housing regulatory standards 2012 

 Social Value Act 2012 

 Working together to challenge the future of tenant involvement, 
Chartered Institute of Housing www.cih.org 

 TPAS – National Tenant Engagement Standards www.tpas.org.uk 

9. Related documents 

 Medium Term Delivery Plan 

 Equality Strategy 

http://www.cih.org/
http://www.tpas.org.uk/
http://www.cbhomes.org.uk/CHttpHandler.ashx?id=11287&p=0
http://www.cbhomes.org.uk/colchesterhomesintranet/CHttpHandler.ashx?id=11138&p=0
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 CBC/ CBH Liaison Protocol 

 2016-2019 Insight & Engagement Action Plan 
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