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Why we carried out this review 

SDC Scrutiny Panel were asked to carry out a review of current Tenant / Leaseholder’s participation 
with the Council, this was done during late 2017 early 2018 to help inform the bigger internal review 
on participation being carried out internally. 

What we did 

Step 1 – Reviewed all internal documentation relating to tenant participation and also utilised the 
Tpas National Engagement Standards to inform the scope of this review 

Step 2 – Interviews were carried out with the following staff:- 

Dominic Richardson - Housing Tenant Services Team Leader & Sarah Thompson Housing & 
Environmental Health Service Manager (Appendix One) 

Ryan Harper - Communications Officer  (Appendix Two) 

Step 3 – Scrutiny members carried out a large scale face to face questionnaire with tenants and 
residents from Selby DC which resulted in 67 completed questionnaires. These were carried out at 
Access Centers and with local TARA members.  

Step 4 – An on line survey for staff from across Selby DC customer contacting departments was also 
carried out with 15 responses. 

What we found:-  

The following recommendations are based on documentary information provided by SDC & the 
results of a public survey carried out at several different locations in the SDC area along with a 
separate staff survey carried out with staff at The Access Centre and at the Civic Centre. 

It is clear from the information provided there are several areas where Tenant & Leaseholder 
participation could be improved or amended. The following is a brief resume of some but not all are 
areas where the Scrutiny Panel feels improvement could be made. 



1. It is clear from the survey that there is a need to develop an online forum for engagement 
through on line surveys, on line comments and issues, on line and virtual engagement. There 
is clearly a need for the existing online system to be modified and extended to cover a lot 
more areas to suit the everchanging requirements of the tenants & leaseholders. 
    (12 people said they would be interested in this and gave their email details) 
 

2. There is a need to develop a mystery shopper project that looks at mystery shopping front 
line services against the existing service standards. This could be partially covered by adding 
to the current IT system and creating an additional independent room on line so that a 
mystery shopper could leave information they have gathered whether it highlights where 
changes have been made that have greatly improved the system or where changes have 
made things worse.  

(22 people gave their details to be part of this.) 
 

3. To develop a database of people who want to be involved in engaging with the organization 
in any panel / group or individually 
 

4. To further develop a survey specifically for leaseholders to gather evidence about how they 
convers with the council and are affected by changes made by the council. Leaseholders 
must have a voice even if it is a single person elected to speak on the leaseholders behalf or 
a group /panel of interested individuals who have a vested interest and are prepared to 
speak with the council either direct or via an internet link 
 

5. Conducting a review of the engagement strategy to include all key stakeholders to help co-
design the strategy moving forward (Inc. staff and tenants) that includes a framework that 
captures impact and outcomes from engagement to help inform the process 
 

6. Recommendations to investigate how people from different communities want to be further 
communicated / engaged with, would be more beneficial and would break down some of 
the barriers currently existing. 

 

 

 

 

 

 

 

 

 



Tenant and Leaseholder Scrutiny Panel - Recommendations 

Recommendation Comments 

Selby District Council housing section on website 
 
 
 

SDC Facebook site 

It’s been improved since last year but still room 
for improvement and continually updating. 

Translating to different language needs fixing as 
options doesn’t work on website 
Possible improvement / update 

Advertising Menu of engagement advertisement in access 
Selby, in sign up packs, community centre etc. 

Better contact information for departments 
Menu of engagement opportunities New tenants and staff to be given a list of 

opportunities that are available. 
Info along with cover letter to be sent to all new 

tenants 4 weeks after moving into property 
Online forms in different languages Engagement forms to be developed 

electronically into different languages and being 
available when requested. 

Online chat service/contact us section This is not possible to do at current time due to 
website. However, might be worthwhile having a 
contact us section where tenants can put name, 

address, contact details and a message which 
can be sent directly to tenant participation 

officer. 
Improve knowledge of customer contact centre 

staff 
Training to be considered to customer contact 

centre staff to highlight tenant engagement 
opportunities during training hour or via email 

updates. 
Tenant Handbook To be reintroduced and updated with the 

relevant information. Every new tenant gets a 
copy and existing tenants can sent a copy along 

with open door newsletter. 
Tenant Participation Strategy Strategy for the next 3-5 years to be devised and 

introduced within next 12 months. This needs to 
include a framework to capture Impacts and 

outcomes from engagement 
Leaseholders Panel 

Named / Dedicated SDC officer to be responsible 
for all leaseholders queries and problems 

Persuade the idea of forming a leaseholder panel 
 

Could be made part of the housing officers remit 
Benchmarking What are other authorities doing? what records 

are being kept? what could SDC do, to record 
Improvements? 

 

 

 

 



Conclusion:- 

This report will now be shared with Dominic Richardson - Housing Tenant Services Team Leader and 
Sarah Thompson - Environmental Health Service Manager on 8th August to agree the 
recommendations and they will produce an implementation plan that will be shared with the 
scrutiny panel when available.  

All of the evidence collected as part of this review is available in the tenant participation review 
evidence file.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

Appendix ONE:-  

Evidence 1 – 15th Aug 2017 – Tenant participation review  

( RECC = Possible recommendation or further investigation)  

Ryan Harper – Communications and Marketing –  

Only two members of staff manage the day to day marketing jobs for the whole of SDC. 

They work with many different areas who have different needs. 

Ryan manages open door newsletter – but works alongside the editorial panel ( inc tenants) 

Tries to add short and to the point messages in the Open Door always open to new content.  

RECC:-  reason not to expend the Open Door if we had enough relevant content 

RECC:- How the website can help develop TP and improve the usability of the website – Possible 
adding a leaseholder section. 

RECC:- Facebook Groups – Currently unable to do but can look into it in future. 

RECC:- A designated TP Facebook page – currently not in consideration by SDC 

Citizen Link newsletter – is not just for SDC tenants but every resident. In addition, SDC share the 
newsletter with NYCC.  

RECC:- Discussions took place around more interaction/ directly commenting using the website – 
on line surveys; on line comments; etc  Ryan said it was something they wanted to progress 

RECC:- Some information is very old on the website and out of date and more information is 
needed around tenant Participation  

RECC:- On some websites they have a live chat or advice tool – is this not something that could 
be utilised for Access Selby  

RECC:- Better communication between editorial panel for open door and the scrutiny panel  

RECC:- Does open door magazine go to all tenants and leaseholders – should this be investigated 
more – maybe available to leaseholders as an e -mail copy for those who do want to receive it  

 

Ryan agreed he would be happy to come back later in the Scrutiny review and provide any additional 
information.  

Ryan commented on saying that if the Scrutiny Panel have any comments regarding the Open Door – 
To pass them onto Matthew.  



 

Appendix TWO:-  

Selby District Council Tenant & Leaseholder Scrutiny Panel 

16th October 2017 

Evidence 2 

Interview by; 
Dominic Richardson (Housing Tenant Services Team Leader) &  

Sarah Thompson (Housing & Environmental Health Service Manager, Operational Management 
Team) 

 

Dominic provided a brief history of tenant engagement within Selby District council.  

Pre 2011/2012 Selby District Council had a full time permanent Tenant Participation Officer.  

In the 2012, the Tenant Participation role was removed in the restructure and the roles within 
previous role were merged into Housing Tenant Services team leader remit with no specific tenant 
participation strategy since 2011. 

However, had a working model as provided by TPAS during a Tenant Engagement review to a 
greater/lesser degree as struggled to generate interest with new groups.  

Dominic stated that with the tenant participation role sitting within his remit, he struggled to 
provide sufficient time as now we have a dedicated tenant participation officer role as suggested in 
TPAS review for 2.5 days a week compared to what Dominic had was more a day a month.  

Dominic discussed current tenant engagement strategy (See attachment) and how it fits in with 
the Scrutiny Panel. 

Disability Groups  

- No such group lead by Selby District Council but wider groups available in Selby. 
- Selby not involved as they are ran by community house but Selby District Council.  
- But Selby District Council does use the disability groups if they are looking to implement a 

new policy. 
- Recc – Can this be advertised better as not enough information available 

Area Panels  

- Community lead group. Selby District Council spent a year organising and advertising both 
electronic and paper.  

- Only one person being interested and at that point Selby District Council choose not to 
follow this up. 

- However, if more interested was generated, would be happy to re access the situation.  
- Dominic to send a schedule for area panels 



 

 

Repairs and Maintenance Group 

- Originally set up in 2015 in co-operation with the Asset Management team. 
- Became an informing session – struggled to get tenants involved 
- Not involving tenants with decision making scheme.  

 
- Restarted group in September 2017 as it was one of the main aims when Matthew began his 

role as tenant participation officer in April 2017. 
- Housing and Property Management teams devised a plan to provide tenants with area of 

topics, which they feel need improving and ask tenants to provide feedback and 
recommendations. 

- First meeting tenants discussed confirmed appointments and tenants repair satisfaction.  

 

TARA’S – Tenant and Residents Associations 

- Tenant lead groups with own chairs, Selby District Council assist and provide some financial 
support to cover costs of stationary etc. 

- Currently only two TARA’s exist in Selby District. 1. Flaxley Road Estate, Selby 2. Selby South 
(Abbots Road Estate).  

- Selby South struggling for numbers and is looking to dissolve as chair and treasure are 
planning on stepping down at AGM in December and no one is coming forward to take over.  

- Dominic, Matthew and Neighbourhood Officer are doing some work around generating 
interest to find a suitable replacement. However, there doesn’t seem a demand from 
tenants to attend these meetings.  

Estate Walkabout 

- Five estate walkabouts are happening on a quarterly basis in the following areas: 
 Selby (Both Flaxley Road and Abbots Estates) 
 Tadcaster 
 Eggborough 
 Sherburn in Elmet 
 Byram  
- Direct opportunity for tenants to point out the issues in their local areas, which might not 

always be seen by a neighbourhood officer.  
- Currently no dates of the estate walkabout in Open Door newsletter 

Housing Surgeries  

- We hold weekly housing surgeries in the following locations: 
 Selby  
 Tadcaster 



 Eggborough 
 Sherburn in Elmet 

- Provides an direct opportunity for tenants to drop in and see their local neighbourhood 
officer and ask any questions they may have relating from CBL Housing applications to fly 
tipping.  

- These are just drop in sessions and are run over the course of a morning. 
- Very valuable as its gives the opportunity for tenants to have discreet conversations with 

their neighbourhood officer face to face.  

Sheltered Surgeries  

- These are completed within our sheltered accommodation with the warden on a weekly 
basis. 

- Any of the sheltered residents can speak to their local warden and raise any concerns they 
have.  

Following a review into tenant engagement by TPAS, Gillian came up with a number of 
recommendations: 

- Designated Tenant Participation Officer – Implemented April 2017 with Matthew being put 
in post.  
 
 

- Identified that meetings during the day aren’t always the best idea as many people work and 
have children – with a need to develop more electronic options for getting tenants involved.  

- Selby District Council not looking to implement anything at the moment until received the 
recommendations from the scrutiny review – However Selby District Council are flexible.  

- Selby District Council wants to improve the quality of engagement, expanding remits, 
communications strategy, and methods of engagement. 

Questions 

Are we looking to rebuild the model? 

Reincorporate recommendations with current model and make it more flexible.  

Is there a way to improve tenant awareness of how to get involved? 

Getting across the benefits to tenants and developing methods of engagement linking in with our 
current model.  

At present it’s very much a one sided communication, with no tenants coming forward to get 
involved.  

Currently tenant meetings are always occur during the day and this meets a certain demographic but 
not achievable to other demographic due to lack of time. There is a need to develop online 
communications and methods to communicate with Selby District Council.  

 



 

Appendix THREE:-  

 

EVIDENCE - Summary of the results – Tenant Engagement survey 

March 2018 

Methodology: - The surveys were carried out face to face by the scrutiny panel members 

Results: - 

67 completed surveys were returned to be analysed  

Other than questions 1 and 2, all of the others will not add up to the 67 as people could add in 
multiple answers and/or did not answer at all  

Question 1 – Age  

18-24 25-34 35-44 45-54 55-64 65-74 75 + 
0 4 4 8 14 27 10 

 

Question 2 – Gender 

Male Female 
24 43 

 

Question 3 – Are you a Selby DC tenant or leaseholder 

Yes No Did not respond 
45 15 7 

 

Question 4 – Preferred method of communication (can answer with multiple ticks) 

Phone E mail Letter Face to 
face 

Social 
media 

Attending 
Selby 
access 
centre 

Other 

29 24 24 17 1 4 0 
 

Question5-  Do you attend any of the following engagement (multiple answers) 

Scrutiny panel 4 
Repairs and maintenance group 4 
TARA 13 
Estate walkabout 5 



Tenants meetings 14 
E mail surveys 2 
Parish Council meetings 1 
Council meetings 2 
None of the above 5 
Other  0 
  

 

Question 6 – If offered any of the following would you be interested in finding out more 
information 

Mystery shopping 22 
On Line e forum 12 
One off Focus groups 2 
Interactive website 9 
Leaseholder forum 2 

 

Question 7 – Do you use any of the following social media formats  

Facebook 31 
Twitter 2 
Instagram 4 
WhatsApp 22 
None 22 
other 1 (messenger) 
  

 

Question 8 – How do you rate Open House newsletter 

1 star  ( not good) 0 
2 stars 0 
3 stars 8 
4 stars 15 
5 stars  ( very good)  16 
Comments Could have more local news 

Never seen it x 4 
Much improved over the last few editions 
Very good 
Make sure all tenants get one 
Excellent 5+ (x 2)  

 

 

Question 9 – How do you rate the quality of the website for tenant engagement  

1 star 0 
2 stars 2 
3 stars 5 



4 stars 12 
5 stars 5 
Comments Have never used it  

Did not know they had one 
Not looked at it but will do now 
Not aware they had one  

 

Question 10 – Would you be willing to get involved with Selby District Council regarding 
engagement with the aim to improve services 

 

Yes No 
24 43 

 

Out of the 24 who said yes 

13 people included their contact details for further information  

11 did not include their contact details 2 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

APPENDIX FOUR – Evidence from on-line staff survey 

 

 

 

 

 

 

 

 



 

 

 

 



 



 

 



 

 

 



 

 



 


