Resident Engagement Strategy Action Plan
Updated January 2026

Timescales marked with * are subject to TLAP prioritisation

Year/
Date

Status
On track
Implemented/
completed

1. Information

1.1. Review the types of information that we send to tenants | Communications plan created with newsletter and 2025
correspondence dates. Based upon resident feedback asked
as additional questions in TSMs and tenant conference.
Reestablished resident communications group for tenants to
develop and feedback on content.

1.2. Send periodic information regarding how to make a Newsletter sent to all households. To be repeated each year. | July 2025
complaint, and your rights as a tenant. Website updated. Complaints cards distributed.

1.3.  Appraise notice boards and signage within communal Noticeboards have been fitted in areas with the highest Affixed Feb
areas of blocks proportion of blocks as phase one. All signage and contents | —Mar 2025
boards reviewed in conjunction with TLAP. Boards still to update

and purchase of new boards April 2026, pending budgetary
decision in February 2026.

1.4. Provide information on how residents may request Place in newsletter July 2025
information is displayed on community notice boards

1.5.  Trial digital interactive screens Trial at Milton Mound. Has been very successful with good May 2025

feedback and ease of information sharing.

1.6. Include a ‘you said, we did’ or ‘feedback/action’ section | Feedback page added to website. Content Ongoing. As of Mar 2025
with examples of the impact of your feedback or action January 2026, needs more content and improvement.
arising from complaints.

1.7. Review the resources on our website and the ease of TLAP project. Plan to be made. Looking to review ASB pages *
finding them. and journey as priority

1.8. Review our budgets for communications to support Budget uplifted to support postal methods, printed Apr 2025
residents’ preferences. documentation and newsletters.

2. Surveys L



2.1. Conduct a Tenant Satisfaction Measures (TSM) survey at | Ongoing. September
least once per year, and report and publish findings, as 2025
expected by the Regulator of Social Housing.

February
2025

2.2. Evaluate the most cost effective and productive way of Tranche one 2025-6 completed September 2025.

conducting TSM surveys Research and Monitoring Officer employed and will conduct
tranche two, Jan-March 2026.

2.3. Conduct surveys for feedback around policy changes or | 2025 surveys on customer care standards, damp and Ongoing
to find out wider perspectives about proposals or issues | mould, resident engagement, Hate incidents. Ongoing.
that have been raised by residents. Response has been low. Add consultations to banner, QR

code newsletter and all in person events. Develop survey
mailing list from those expressing interest — most popular
feedback option when asked in TSM survey.

2.4. Continue to develop quick surveys about your In place. Also, lettings, adaptations, mutual exchange. Ongoing
experience of our service, for example for complaints Repairs satisfaction revised and TLAP consulted April 2025.
handling, maintenance and anti-social behaviour.

2.5. Ensure that surveys are short and easy to complete and | Ongoing. Create survey postcards. Consult with tenant Ongoing
will reach out to those who cannot complete these communications group when established.
online by sending physical paper versions with reply
envelopes.

2.6.

3. Neighbourhood events

3.1. Review provision of our current neighbourhood events TLAP and wider staff to take part in this review
including these selections of location and the way that Resident Engagement Officer role enhanced and now
these are advertised. recruited; will be supporting TLAP and taking on this review.
3.2. Explore potential for neighbourhood champions or Ready to recruit to TLAP community group; will develop this
representatives, with the ambition to have at least one work.
in each geographical area.
3.3.  Continue to join with other key departments and Ongoing. Ongoing

services to deliver local events, for example, our
contractors; other internal council services e.g.
neighbourhood services, community development)

Mix of partners attend all events. Continue to deliver in
conjunction.




other housing providers, the police and services such as
Crawley wellbeing, Employ Crawley and others that help
to build thriving communities.

3.4.

Develop a neighbourhood feedback database so that
improvements can be tracked and scrutinised.

TBC as community groups develop

3.5.

Introduce greater interactivity at these events for
example, spot surveys or polls to get feedback in the
moment.

3.6.

Coordinate our engagement activities with that of other
teams particularly around decarbonisation activity (e.g.)
or refurbishments that are planned for your area.

4. Resident engagement meetings

Planned comms/engagement team meetings monthly and
activity coordinated — ongoing.

May
2025

4.1. Continue to develop a blended approach to these, Ongoing. Trial of community centre venues highlighted some | Ongoing
enabling people to attend in person or online. Take a difficulties. EQuipment and roaming data being explored
‘hybrid’ first approach to explore hybrid options before and funding application made. Will enable more
deciding venues. community-based delivery as long as access needs can be
met. Trial of online evening meetings also successful.
4.2, Map the most suitable community venues in each area, * *
based upon access, facilities and the potential to
deliver the meeting as ‘hybrid.
4.3. Conduct an equalities audit of our engagement Simple EIA conducted as part of TLAP development work A
meetings to ensure that are paying due attention to with consultancy. Situational EIA to be conducted ahead of
access, language and or disability-related needs. Link to | each engagement activity.
EIA action plan
4.4, Introduce a short feedback tool to gather thoughts In place since Sept 2024. Use for all events In place
about the usefulness and experience of engagement
meetings and events for those who attended.
4.5, Continue to trial different times and dates for meetings Ongoing. Trial of online evening meetings successful and to ongoing

ensuring that there are opportunities at alternative
times, or the content can be accessed afterwards e.g.
via a recording or transcript.

be expanded.




person or both, depending on the preference of
attendees for buildings that fall in scope of the Building
Safety Act

4.6.  Offer area/site-specific meetings where residents Ongoing, have taken place at Pund Hill, Wren Court, John Ongoing -
request, or a need is identified as a result of issues or Brackpool, planned for Sunnymeade ad hoc.
occurrences in the area.

4.7. Specifically ringfence time to meet with leaseholders at TBA
least twice per year to address their unique issues.

4.8. Facilitate at least two engagements per year online, in Ongoing - fulfilled at Milton Mount and Bridgefield House.

5. Focus groups and workshops \

and where these have made improvements.

6.
6.1.

‘Big’ neighbourhood events and door knock
Base locations on feedback and data from the year

Complete - Gossops Green 2024, Furnace Green 2025,
Ifield 2026

5.1. Find out issues of importance to residents to deliver * *
focus groups on these. Focus groups have taken place on maintenance and repair,
stock condition, damp and mould, fire safety in low-rise
blocks. Several topics identified by tenants ahead of the
tenant conference and feature on the agenda. Standalone
topics for wider audience to be confirmed following
conference.
5.2. Review accessibility needs and provide at varying times, | ldentification of barriers to involvement through TSM survey
places, dates and consultant review. Household needs audit is improving
quality of data to understand accessibility needs.
Assessment undertaken of access at each venue.
5.3. Report back the findings of focus groups and workshops | To be added to website and newsletters *

6.2. Develop method to gather doorstep feedback digitally

for ease of review

7. Engagement conference
7.1. Host resident engagement conference annually.

*

2023-4 conference September 2024




2024-25 conference January 2025
7.2. Invite residents to contribute towards planning for the Consumer Standards Board replaced by Landlord Assurance
following years’ service plan for Crawley homes. Board. Will participate in and support oversight of plan.
7.3. Review conference, advertising, attendance, content Feedback implemented into planning and arrangements for *
and accessibility against feedback from the event. 2025 conference (Jan 2026.)
8.1. Review the purpose, membership, terms of reference and Facilitation work completed. *
intentions of TLAP, working with an external facilitator Ready to implement all plans.

9. Scrutiny subgroups \

9.1. Include scrutiny subgroups in the above Included _—

10. Tenant Membership of Regulatory Compliance Board \

10.1 Meet every two months * *
10.2. Initially work with the Board to prioritise actions from out Complete

regulatory action plan

10.3. Review progress against these at each meeting Ongoing

11.1. Conduct a piece of work with the support of an Complete *

independent facilitator to understand what restricts
access to getting involved and how we can open up
opportunities.

11.2. Improve data about residents so that we know about the | Significant improvements made. Knowledge and

makeup of our communities and can review how they Information Management and Policy and Customer Needs

may be affected in different ways by our services and Service Adjustment Policy being developed.
11.3. Be able to understand who we aren’t reaching and why. | As above _
11.4. Loginterest being contacted about resident From analysis of TSM and all previous records. Contact

engagement opportunities within our housing customers —to be undertaken by new engagement worker.

management information system (Active H) and also Started but Active H logging still not underway.

where people opt out.






