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Introduction 
 
Halton Housing (HH) is committed to proactively encourage customers to become 
directly engaged in the management of their homes, and in determining the existing 
and future shape of services they receive. 

 
The aim of this Policy is to support and encourage customer engagement by providing 
an effective framework for involving our customers in shaping our direction and 
services. The framework will give us a range of tools to allow our customers to engage 
with us in different ways.  Under this Policy we define “engagement” as “the process 
of encouraging people to be actively involved in the work of HH and in their home 
and neighbourhood”.  We want our customers to take pride in their homes and 
neighbourhood and to feel that they can influence the services provided by us.   

 
We accept that we need to understand our customers to be able to make sure we can 
be responsive to their needs. We see engagement as a crucial element of achieving 
these objectives and through our customer insight data, we are aiming to shift our 
current service model from reactive to pre-emptive ways of working, whilst continuing 
to engage with our customers. 

 
We acknowledge in many of the areas in which we work a substantial proportion of 
the housing stock is not owned or managed by us.  Therefore, to ensure we build and 
maintain sustainable communities we recognise the importance of engaging all those 
people who live in the areas in which we work.  Where specific reference is made to 
‘customers’, this refers to all tenure types, including tenants, shared owners, rent to 
buy, leaseholders and those who reside in supported housing. 
 
We recognise our on-going legal responsibilities under the Consumer Standards 
specifically the Tenant Empowerment and Involvement standard.  The main focus of 
the policy is to ensure customer voice is being heard at every level of the organisation 
in line with recommendations set down within ‘The Charter for Social Housing 
Residents: The Social Housing White Paper’ and the planned Social Housing 
(Regulation) Bill, will be underpinned by the principles and enactment of the Together 
with Tenants Charter. 
 
This document sets out what we seek to achieve from the commitment and substantial 
investment we make in customer engagement and how this is to be achieved and 
supported. 

Policy Statement 
 
Through the objectives within our Corporate Plan 2022/2025 we are committed to 
ensuring that all customers will have the opportunity to have their voice heard and be 
engaged both on a formal or informal basis, as individuals or as members of groups, 
at a level they feel comfortable with and at a pace that they can determine. 
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We believe that customer engagement is the primary tool to enhance and develop our 
efficiency and effectiveness.  This can be achieved in the following ways: 
 

 Local engagement in decision making 
 The support and resources available for engagement 
 Up to date information on our performance that will enable accountability at 

local level 
 The range of ways for customers to become involved to enable influencing 

existing and future service quality and standards; strong community links and 
relationships 

 Relationship based on openness, honesty, and transparency 
 

We have made a commitment to comply with the recommendations set out in  The 
Charter for Social Housing Residents: The Social Housing White Paper and in the 
requirements of “Together with Tenants” (published by the NHF in October 2020) and 
not because this has been set out in legislation but because we believe engaging, 
informing and involving customers in the decision-making process of the organisation 
is the  right thing to do. We are keen to maintain good partnerships with Halton 
Borough Council (HBC), other Registered Providers, community stakeholders and a 
range of voluntary groups to pursue and achieve common goals. 

 
This Policy will be implemented in line with the regulatory requirements of the 
Regulator of Social Housing (RSH).  All customers engaged in a recognised group are 
expected to follow the requirements outlined in our “Customer Code of Conduct for 
Involved Customers”. 

 
It will provide a clear commitment from us to consider customers’ views when making 
decisions across all aspects of service delivery, and to ensure that the outcomes from 
customer engagement are reported through our governance structure and back to all 
our customers. 
 
The way in which the policy will be implemented has three separate dimensions: 

 
1. Understanding our customer and their experience 
2. Customer engagement, influence over decision making and holding us to 

account 
3. Customer consultation, information, and communication 
 
1. Understanding our customers 
 
We need to understand our customers so that we can reflect customers’ needs in what 
we do and how we do it.  This applies to the process of customer engagement as much 
as it does to general services.  There may be barriers that get in the way of effective 
engagement.  In order to involve, empower and include more customers in the 
management of their homes, we need to identify ways to widen access and 
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engagement with customers in ways that suits them and to remove any barriers that 
get in the way. 
 
We recognise our customers will have different requirements and interests so that a 
‘one size fits all’ engagement is not appropriate.  We will develop and use ‘customer 
insight’ to better understand the views and experiences of customers to make 
improvements to the service where required. In practical terms, customer insight 
entails: The use of information about customers to better understand their needs, 
wants, expectations and experiences.  This can be on an individual or a community 
level.  The active application of this understanding in the design and delivery of 
services that better meet customers’ needs  
 
In 2021 we implemented a new Customer Insight Team to carry out customer 
satisfaction surveys to give us some customer insight as a starting point.  We will 
continue to do this monthly.  The survey provides up to date information about as many 
of our customers as possible - who is living in the house, any language or 
communication preferences, ethnic origin, and disabilities, including their experience 
of any services that have been delivered, this is used to identify barriers to 
engagement and help us to take action to remove them.  It also gives us direct 
information on how services were being received, our customers’ main areas of 
concern and any interest.  We receive feedback from customers through a variety of 
methods, mostly through the Customer Star survey, transactional surveys, complaints 
and compliments. Customers engage with us on the things that are important to them 
in a way that suits them. 
 
Different methods of engagement are reviewed in the question of ease of contact, and 
we will continue to develop our customer insight to:  

 Use feedback, independent surveys and other tools such as mystery shopping 
as research tools to better understand views and experiences of customers 

 To learn and continuously improve our services 
 Use the information from complaints as a tool to challenge our understanding 

of what customers want 
 

2. Customer Engagement, influence over decision making and holding us to 
account. 

 
We will provide our services in line with the RSH’s regulatory requirements and the 
service standards as set out across all service areas.  Although there is no universal 
model of engagement, we are committed to hearing the customers’ voice and to 
working in an open, honest and transparent way with our customers.  We will provide 
a range of opportunities for them to become engaged and where possible support 
them to develop any skills needed to help them do this. We want our customers to 
feel listened to, and to have a real say in the management of their homes and the 
services we provide.  These will include: 
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 Customer Scrutiny Panel – We have developed a group of engaged customers, 
providing them with extensive training and the necessary skills to actively 
investigate, challenge, and make recommendations to improve our service 
delivery.  They report directly to Board via the Director of the reviewed service area 
on each review, and their recommendations and a further review of the services 
the following year, to ensure improvements have been implemented and all 
recommendations are overseen by our Audit Committee. 

 Customer Forum - A panel of customers that meets six times a year.  The Forum 
provides an opportunity for customers to have a strategic role in shaping the 
services delivered by us.  They have an active role in performance management 
and ensuring that we are accountable for the quality and standard of services we 
deliver.  

 Customer Focus Groups to review services we deliver.  
 E-Consultation register and feedback via social media – this register is a list of 

customers who have told us that they would like to be consulted by email on 
policies and service areas that are of interest to them. This will normally be done 
for straightforward issues or where a quick response to gauge opinion is required. 
We will also post information and ask for feedback via social media including 
Facebook and Twitter  

 Customer Engagement Team – We view the customer engagement team as the 
primary focus for participation at a local level and they will be supported by our 
neighbourhood teams to support and sustain customer engagement; providing 
start up, annual and development grants to customers’ groups; helping groups 
identify opportunities and apply for independent funding; exploring options to 
provide additional funding for individual groups 

 This will also be reflected in the core competencies and targets for relevant staff. 
Examples will include facilitate engagement of customers in local improvement 
schemes and general liaison between customers and staff.  Specific staff members 
will respond to reasonable requests for information or assistance from customer 
groups, including attendance at meetings where required. 

 On-going Service Satisfaction Surveys and Questionnaires – We use a range of 
surveys to measure satisfaction levels with our main on-going services.  We may 
carry surveys out by telephone for some areas where more detailed discussions 
are required to a smaller number of people. 

 Customer Ambassadors – We will look to provide training to maintain a pool of 
customer ambassadors who can reality check service provision and feedback 
suggested improvements for consideration in any service improvement plan 
reviews. 

 Events delivered by Halton Housing and Public Events – Events may be held to 
promote a service, support environmental improvements, provide information, to 
consult on a major issue or for social/community reasons.  We also attend events 
held by other organisations such as community awards, service launch events and 
public information events. These allow face to face contact with customers to 
comment on any current housing issues and to enable HH to give information on 
any future changes in service delivery that may affect them.  It is also an 



 

Page 7 of 11 

opportunity for customers to find out more about our engagement activities and 
to sign up to take part. 

 Newsletter – We are always looking for articles for our Reach Magazine and aim 
to inform customers about current housing issues and give feedback on the 
outcome of engagement activities.  We include a regular ‘you said, we did’ article 
to tell you what changes have been made as a result of customer feedback.  

 Developing a training programme for customer representatives across all service 
areas; to ensure effective engagement in decision making and service 
improvement. 

 Promoting innovative approaches to engagement and exploring the development 
of other ways to widen the inclusion of customers.  Seeking to be proactive in 
engaging customers who live alone to help reduce the impact of isolation and any 
feeling of dis-connection from their neighbourhood or community. 

 Providing timely information on date and area the Neighbourhood Walkabouts are 
taking place. 

 Reviewing Engagement methods to suit our customers such as virtual meetings via 
Teams or ‘Zoom to Us’. 

 Identifying good practice around collaborating with customers who are traditionally 
difficult to engage to seek ways to ensure they can be engaged in our services. 

 
2. Customer Consultation, information, and communication 
 
We understand that clear and timely information is key to establishing a trusting 
relationship with our customers and we will seek to be open, honest and transparent 
in all our conversations and transactions.  
 
We want all our customers to have the opportunity to voice their opinion/have their 
voice heard and for them to feel listened to by us.  We commit to not only seek their 
views and opinions but to feedback to them on the actions and decisions taken. 
 
Consultation 
 
We will ensure that customers are provided with sufficient information to understand 
any proposals we put forward to enable them to help us make a decision.  We will 
consult, engage and listen to customers, where appropriate, on all matters of housing 
policy and practice including: 
 
This will be achieved by using a variety of means including (but not restricted to) 
neighbourhood walkabouts, meetings, information sheets, training events, website, 
social media, virtual conferences, presenting policies, procedures and performance 
information at Customer Forum and press releases.  We will be responsible for making 
the arrangements for all meetings we sponsor including the booking of suitable 
venues and notification/publicity. 
 
We will continue to support the creation of independent customer groups, which is 
seen as one of the building blocks of effective consultation. 
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While continuing to support these formal groups, we will also look to continue to 
develop a more flexible consultation and engagement framework, which includes: 
 
 Making it easy to access information, request a service and leave feedback.  A 

recognition that more customers can ‘self-serve’ via our digital portals, and we will 
enable customers to comment and provide feedback in real time.  

 Customer Champions – a spokesperson nominated to represent customers living 
in their neighbourhood who hold tenancies, with a mandate to provide information 
and put forward views on housing policy issues. 

 Facilitate attendance of our customer at internal events so they are informed and 
engaged in any initiatives we are looking to deliver.  

 Customer Research - Greater use of surveys to enable us to obtain views and 
feedback in a nimble way to help us shape and deliver our service. 

 Every Contact Counts - Following up on customer feedback to identify learning 
opportunities and services that we could improve/do differently. 

 Customer Contact - Making focused efforts to contact specific groups of 
customers, such as younger people, who are traditionally under-represented in 
consultation responses, to help us make sure our services provide the best 
possible customer experience. 

 
In all our consultation with customers we will: 
 
 Allow adequate time for customers to consider proposals and respond.  
 Take account of the variety of views and feedback the reasons for decisions 

reached.  
 Provide customers with the outcomes from consultation processes in a format that 

is clearly understood.  
 Work in partnership with the local community including other local and statutory 

agencies. 
 Demonstrate a respectful approach to building positive relationships based on 

openness, honesty, and transparency. 
 Ensure that consideration is given to engaging traditionally difficult to reach 

customers and those who are vulnerable and/or lonely/isolated. 
 
Information 
 
All customers will receive information in various formats which could include online 
access to letters, neighbourhood updates, reports, brochures, information pamphlets, 
leaflets and newsletters.  In addition, all new customers will receive an information 
pack about services and opportunities for participation.  A customer handbook is 
provided to all customers when they sign for a tenancy.  A separate publication will 
be made available for leaseholders. 
 
All information will be available in a variety of formats to ensure that it is: 
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 Relevant and at the level of detail appropriate for the customers’ needs; in a 
readable typeface and print size.  

 In an attractive design, format and inviting to read; clear, concise, plain language. 
 Provided in translation where appropriate.  
 Provided in formats suitable for customers with specific communication needs, e.g. 

large print, Braille, CD, picture format, electronic. 
 Provided in a format to enable feedback to be given. 

Regulatory and/or Legal Compliance 
 
The RSH’s current Regulatory Framework came into force in April 2012 and has been 
subsequently updated in 2014. There is a strong link between this policy and the 
framework in that one of the principles of Co-Regulation (IV) and one of the Consumer 
Standards directly relate to this area. 
 
The Tenant Engagement and Empowerment Standard has a set of required outcomes 
and specific expectations which are given below: 
 
“Required outcomes. 
 
1.2 Engagement and empowerment 
 
1.2.1 Registered providers shall ensure that tenants are given a wide range of 
opportunities to influence and be engaged in: 
 
o the formulation of their landlord’s housing related policies and strategic priorities  
o the making of decisions about how housing related services are delivered, 

including the setting of service standards. 
o the   scrutiny   of   their   landlord’s   performance   and   the   making   of 

recommendations to their landlord about how performance might improve the 
management of their homes, and where applicable 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 
agreeing local offers for service delivery. 

 
We will look to meet these regulatory requirements by the effective implementation 
of this Policy. 
 
We have signed up the Together with Tenants Charter and we will ensure that our 
approach to engagement meets and/or exceeds the requirements of this commitment. 
We will review our approach annually against this Charter to ensure that we remain 
compliant. 
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Diversity Considerations 
 
An Equality Impact Screening Assessment was undertaken in 2019 to see if a further 
one needs completing in line with supporting refugees, LGBT+ community.  
 
It concluded the following: 
 
 The Policy is not directly or indirectly discriminatory.  
 The Policy increases equality of opportunity by permitting or requiring positive 

action or action to redress disadvantages. 

Links to Strategies, Policies and Associated Documents 
 

 Customer Voice and Contact Strategies  
 Diversity Policy  
 Leasehold Consultation Policy  
 Customer Handbook 
 Tenant and resident association funding application forms 
 Getting Involved leaflet  
 Customer Involvement leaflet  
 Leaseholder Handbook  
 ‘Talk to Us’ HH Policy and Procedure  
 Customer Code of Conduct  
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