






What I’ll Be Covering

• Background

• What is a Tenants’ Jury?

• Structure of the Tenants’ Climate Jury

• Oversight Panel

• The Question

• Recruitment and Participation

• The Sessions

• Jury Statement

• Recommendations

• Next Steps



Background

• 1m+ social sector homes in the North will require retrofit 

measures

• These are peoples’ homes…

• NHC members understand this

• How to bring tenants into the heart of the conversation on 

preparing homes for Net Zero



What is a Tenants’ Jury?
• Go-to methodology, used widely to listen to citizens on 

tackling climate change 

• Commissioned as an independent body

• Oversight Panel ensuring a fair and legitimate process

• Random invitations, demographic sampling

• Incentives, expenses, and support

• In depth

• Representative and Inclusive

• Legitimate 



Structure of the Tenants’ Climate Jury
• May 2021

• Project Partners Confirmed 

• June 2021

• Oversight Panel meets for the first time

• Jury recruitment begins and completed

• July 2021

• Phase 1 of Jury - Sessions 1-3; Climate change, it’s causes and impacts

• August 2021

• Phase 2 of Jury - Sessions 4-5: Retrofit: What does it mean for the 

tenant, the landlord, environment, and wider society

• Session 6 : Reflection on Jury process to date and identifying early 

themes and priorities

• September 2021

• Sessions 7-8: Returning to topics identified as important by the Jury, 

gaining responses to unanswered questions

• Sessions 9-10: Consensus building and drafting / finalizing of 

recommendations



Oversight Panel
• Strategic and Logistical Decision Making

• Ensure that the Jury process was robust and fair

• Agree the process of tenant recruitment

• Identify  suitable  commentators  to  present to the Jury and 

to push for implementation of the recommendations

• Set the question which the Jury would seek to answer 

through their deliberations

• Project Partners joined by external experts representing 

national, regional and local governance, the civil service, 

the tenant voice agenda, retrofit practitioners, academia, 

and the charitable sector. 



The Question

“How can tenants, social housing providers, and others work together to tackle climate 

change in our homes and neighbourhoods?”

• New approach to previous Climate Juries

• Focus on homes and neighbourhoods

• Focus on collaboration

• Contextual issues

• Climate Change

• Co-Benefits of climate action



Recruitment and Participation

• 7500 invitation letters

• Random Selection – ‘a civic lottery’

• Selection Criteria

• Use of reserve list

• Attendance – 83% - 93%



The Sessions
• Online Deliberation

• Conversation 

Guidelines 

• Facilitated sessions



Questioning the Experts
• Sir Brian Hoskins, Chair and Founding Director, The Grantham Institute for Climate Change and the 

Environment, Imperial College London

• Julie Godefroy, Sustainability Consultant & Technical Manager, Chartered Institution of Building 

Services Engineers

• Dr Clare Hanmer, Research Associate, Centre for Climate Change and Social Transformations

• Dr Neil Jennings, Faculty of Natural Sciences, The Grantham Institute for Climate Change

• Aneaka Kellay, Retrofit and Energy Commons Team, Carbon Co-op

• Matt Copeland, Policy Manager, National Energy Action

• Lord Callanan

• Representatives from the NHC membership:

• Broadacres Housing

• Hull City Council

• Connect Housing

• All project partners



Unpicking the Complexity of Climate Change

& The Future We’d Like to See



Minister’s Questions…
SHDF – who pays for the rest? If that falls to Housing Associations, how will it impact 
tenants and those already in Poverty?

COP26 – Where’s Housing and Retrofit?

You can’t guarantee the backing of your boss, can you?

We’re still building homes 
that aren’t properly 
insulated. What can be 
done?

Electric vehicles becoming 
the norm – how can we 

ensure everyone has 
access?

“ ”
How do we ensure the work is done by qualified tradespeople, not just the cheapest tender?“ ”

“ “

”

“ ”
“ ”



Core Themes
• Theme A- Recommendations on retrofit technology 

• Theme B - Recommendations on costs and managing disruptions to tenants

• Theme C - Education, Raising Awareness, Communications and Housing Association 

Collaboration

• Theme D - Tackling Climate Change in our neighbourhoods



Jury Statement



Recommendations
Urgency

• There is a need to take into account the urgency of the issue of climate change and installation programmes 

need to be quicker.

Standards and Accreditation 

• The best quality of technology should be used.

• Housing associations need to work with contractors to ensure work is completed to the highest standard. An 

independent person or body to be appointed as a point of contact for tenants, to provide oversight to work, to 

hold parties to account & mediate any issues.

• The housing associations should be proactive in training and employing their own skilled workforce 

necessary to complete the work within timescales by 2050 and to allow for any repairs and replacements.



Recommendations
Improving Energy Efficiency and Installing Renewable Heating Technology

• The retrofit programme should be carried out in one go rather than two visits, firstly because there is a lack of 

time to deal with climate change and secondly to ensure the correct materials for the standard of equipment 

are installed.

• 17 Housing Associations should not be too fixed minded regarding which type of technologies they will use 

for retrofitting. Start with a 5 -10-year plan initially but keep an open mind. Technology can change quickly.

Being Honest About Disruption – Steps to Manage and Mitigate

• The potential for disruption is huge. Tenants need to have clear and timely information about timescales, cost 

and disruption.

• Housing associations need to ensure good communication with tenants before, throughout and after any 

work carried out.

• People in care homes, older and vulnerable people should be made aware of what is happening. Good, clear 

information should be provided in a format they can understand.

• People need to be given options to get away from the mess and noise of work being carried out on their 

homes. 



Recommendations
Costs – Now and in the Future

• We are concerned about costs to tenants (bills, potential rent increase, damages, emotional) and want 

tenants to feel better off from the work completed. HAs need to work with others to safeguard tenants from 

energy price increases (e.g. lobbying). We need specifics about what level of compensation to expect for 

planned and unplanned damages. Housing associations need to explain to tenants how they are paying for 

retrofitting programmes and be accountable. 

Collaboration Across Areas and Across the Sector 

• Housing Associations should collaborate with each other and Local Authorities and other agencies.



Recommendations
Knowledge and Education – Improving Social Housing’s Knowledge of the Problem and the Solution

• Raise awareness with everyone in our communities about how we can tackle climate change through a range 

of communication channels. Communication must use clear, accessible language at all times. 

• There needs to be mock-ups of a retrofitted house which people can visit (in person or virtual tours) and learn 

how to use the new technologies through training. There should be 'how to' videos on using the new 

technologies on each HAs website. We need a named liaison person who can deal with queries regarding 

equipment education and support etc. These should be a mix of tenants and officers and retrofit champions.

• Housing Associations to upgrade their profile by showcasing what the tenants are doing in their areas, 

leading the way to create better attitudes and outlooks, bringing more awareness and demonstrate what is 

possible.

• Part of the school curriculum on ‘community and environment’ should encompass how society is changing to 

adapt to climate change.



Recommendations
Tackling Climate Change in the Community

• Housing Associations to employ a local dedicated person to work with the community to open the community 

centres and develop the green spaces -ensuring that people are more informed about the spaces, having a 

more connected approach and access to the facilities.

• Housing Associations to identify spare land that can be used for accessible, inclusive community spaces.

• Look at ways to involve local councils, schools and the wider community, including collaboration with 

supermarkets to tackle climate change through their tokens system. 

Other Recommendations

• Checks and balances need to be in place to avoid contractors profiteering where large budgets are involved.

• The Tenants’ Climate Jury should be reconvened every 12 months or every 18 months at the latest to keep 

an eye on what’s going on and to keep the Jury updated on progress.

• Local traders must be given the opportunity to tender.

• All housing associations should have their green credentials nailed to the mast so they cannot hide away. 

There should be a green mission statement from all housing associations. This should include how carbon 

reduction is being achieved.

• For all procurement in housing associations whether it is stationery or contracting maintenance staff there 

should be a carbon reduction clause.



Next Steps
• Launched 2nd November – Northern Housing Summit, including a video telling the Jury’s story.

• Tenant launch 17th November – Tenant Panels conference

• Trailing findings and themes already begun:

• MHCLG (DLUHC) Decent Homes Review Sounding Board

• All4Climate – Italy 2021 – PreCOP26 official event

• NEA Warm Week - Social Housing Session: how to do more and make sure tenants are beneficiaries 

of decarbonisation

• TPAS Net Zero Week – A Sector View Point

• Commitment from BEIS to consider findings through Social Housing Decarbonisation Fund 

Consultative Panel.

• Active approach to identifying platforms for dissemination and opportunities for collaboration.



Thank You

Contact: liam.gregson@nhc.org.uk



Lunch break

Please come back at 2pm using

the same link as this morning



The 11th National Tenant 

Panel Conference 

Julie Hoyle – Involved resident

Roger Hargreaves – Involved resident 

Daniel Klemm – Director of Customer Experience 

and Communications



Julie Roger Daniel 



Sharing experience from Together Housing 

o Don’t get everything right but keen to share some areas of 
expertise

o Daniel to give an overview with Julie and Roger to speak later

o 3 key themes

o Openness and transparency 

o Resident insight 

o Engaging online 





Openness and transparency 

o Survey of residents – December 2019 and Local Panels – January 
2020

o Residents interested in things that affect them on a daily basis

o Resident safety

o How we are performing – repairs, investment, complaints

o How each £1 is spent

o Scheme launched in April 2020

o Information published quarterly/6 monthly on our website at -
https://www.togetherhousing.co.uk/about-us/openness-and-
transparency/

https://www.togetherhousing.co.uk/about-us/openness-and-transparency/






Resident insight 

o Rant and Rave text message service 
o Repairs
o Gas 

o New tenancies
o Relet service
o Customer services

o If you call customer services, have repair or a gas service today – you get a text 
message at 6pm tonight

o 2 scores – Performance and sentiment 

o 27% response rate 

o Phone back low scores – 1 and 2 – within 48 hours

o 6 monthly telephone STAR surveys of 1,500 residents undertaken and 3,000 residents 
online 





Rant and Rave - Customer Services

“You contacted Together Housing today. On a scale of 1-5 (where 5 is 

very satisfied), please rate the advisor who handled your call”

Oct Nov Dec Jan 

2021

Feb Mar Apr May Jun Jul Aug Sep

Performance

(CSAT)

4.68 4.67 4.66 4.67 4.66 4.66 4.68 4.67 4.64 4.62 4.62 4.61

Sentiment 4.31 4.30 4.29 4.29 4.28 4.28 4.29 4.29 4.26 4.25 4.24 4.23

Average days to call 

back alerts 

1.16 1.00 1.92 1.17 0.89 1.16 0.49 0.84 1.17 0.86 0.97 0.93

No. of alerts 85 89 85 82 84 69 87 68 102 95 68 91

% alerts dealt with 98.8 94.4 97.7 97.6 94.1 98.6 96.6 85.3 98.0 90.5 98.5 93.4

Response rate % 25.7 23.9 23.7 23.9 23.9 24.1 26.1 25.2 24.6 24.2 23.9 23.7

34



What do customers state as being important?
How important or unimportant are the following to you? 

(1=of no importance at all,10=extremely important)

Sorted in descending importance order

9.6

9.5

9.5

9.5

9.4

9.4

9.4

9.4

9.4

9.3

9.1

4 5 6 7 8 9 10

*Your rent provides value for money

You trust Together to act in your best interests

Together listens to your views and acts upon them

Overall quality of your home

The way Together deals with repairs and maintenance

Together keeps you informed about the things that affect you

Ease of contacting with Together

Staff taking ownership of any queries or requests

Your neighbourhood as a place to live

The speed of response to any queries

Your service charge provides value for money

Average importance rating





Engaging online

o 2,300 residents signed up to Virtual Voice Group to give 

feedback at a time which suits residents 

o 872 residents responded to Go Green Together 

consultation

o 984 residents responded to ASB consultation

o 469 responded to Really Useful Tenancy Guide 

o 500 Residents in private Facebook Group

o 26,000 residents get a monthly email with updates from 

Together Housing

o 24,000 monthly visitors to the website



Resident perspective from Julie and Roger 



You said, we did



Any questions?



Tenants leading change 

in their community

Steph Tomlinson –

Community Activist, Stockbridge Village

Rebecca West –

Community Development Manager



Who are we? 
Steph has lived in Stockbridge Village for 

50 years, she is a community activist and sits 

on the Community Voice Panel, volunteers at 

the local food hub and played a central role in 

the estate’s COVID response. 

Steph was awarded ‘Tenant of the Year’ at 

the Northern Housing Awards and nominated 

for the lifetime achievement award at the 

TPAS awards in 2021.

Bec has worked as 

ForHousing Community 

Development Manager for 

4 years and is passionate 

about empowering 

communities.



About ForHousing

PURPOSE
To improve lives

VISION
Making more things 

possible for 

more people 



Community Voice

• Three Community Voice groups 

• Influence development and delivery 

of key organisational policies 

and strategies

• Challenge the organisation 

where needed

• Raise key local issues

• Support the development and 

delivery of community projects 

through the community fund 

and local improvement grant

VIDEO: Meet the Community Voice!

https://www.youtube.com/watch?v=VHGXBjJKxPU


• Budget of £68,500 to support grants up to £500 for local community projects

• Decisions made on a monthly basis 

• In 2020/21 £60,343 of grants awarded to 130 activities that directly benefitted 

1,387 tenants and residents

• Local Improvement budget of £31,000 to support grants of up to £3,000

Community Fund and Local Improvement Grant



Case Study 

Sandra Bold received £500 to provide 

toys for vulnerable families with children 

and gifts for people living on their own the 

Stockbridge Village at Christmas. 

• Donations were received from 

the local community

• Nominations for recipients were 

submitted by local community activists, 

and local organisations

• Supported older residents who lived 

alone and families who were identified 

as ‘struggling’ or ‘vulnerable’

• Provided donations of forty presents to 

two local primary schools, St Albert’s 

and Meadow Park

• Over 100 children and 68 adults living 

alone benefitted from the project. 

“I am going to do it again 

next year; I already have 

volunteers ready to help 

and I’ve started collecting 

donations. I would never 

had been able to help as 

many people without the 

funding from ForHousing”



CLARHC and ARC

• University-led, active research programme

• Aimed to increase resilience in local neighbourhoods, by using evidence from research 

alongside the knowledge of people who live and work in Stockbridge Village

• The project worked alongside communities to identify what matters to people, look at 

what needs to change and then work alongside residents, professionals, policy 

makers, and other stakeholders to develop solutions. 

• VIDEO: Stockbridge in Stories

Stockbridge 

in Stories

Craigs 

Community

Garden

Trust

300 

training 

hours

https://www.youtube.com/watch?v=fIKYoS303uE


Stockbridge in Stories



From the derelict to the beautiful!

• Gardening activities

• Volunteering opportunities

• Grow, cook and eat

• Community resource

• Refurbishment of Community Centre

• Foodie Fridays

Craigs Community Garden



Well Space

• Supported by ARC

• Video-led online Wellbeing Service

• Shared stories by people with lived 

experience

• Information about local support 

services

• Support with: 

• Finances

• Mental Health

• Physical Health

• Getting involved

Available at: 

wellspace.forhousing.co.uk 

VIDEO: Elliott’s story

https://wellspace.forhousing.co.uk/
https://wellspace.forhousing.co.uk/Video/15413
https://wellspace.forhousing.co.uk/Video/15413


Awarded over £21,000 to coordinate Environmental 
and growing projects in Stockbridge!

Will deliver: 

• 4 growing projects

• 2 festivals

• Health and wellbeing sessions

• 1 action project to tackle flytipping

• 1 new community garden

• Estate clean ups

Green Guardians

All delivered by local 

community groups 

and volunteers! 



• Knowsley Borough of Culture -Tall Tales 

• Food Hubs and the Hardship Grant

• Play Streets

• Stockbridge Action Youth

• Club @the Hub

• Community-led newsletter

• Loan Shark Awareness

And more!



Before we finish…

We were asked to provide ‘hints and tips’ about how tenants lead change 

and how you develop trusting relationships. 

There’s no magic bullet to do this and there are five key ingredients:

Ability to Listen, Honest Conversations, Investment, Trust and Time

• Listen to people’s views and concerns

• Have honest conversations about what can and can’t be done

• Invest, whether that be time, money or expertise

• Let go and trust others who are experts

• Don’t expect it to happen overnight!

All this helps to build stronger relationships which is key to success!



@ForHousing 

@Rforviva

@ForHousing 

Communities@forhousing.co.uk



Our Customer 
Engagement
Commitment 

2020-2024

By 
Amanda Wait 

Customer Experience 
Manager



`

Customer Centric 
Strategy

Resident Voice 
Strategy

Resident 
Engagement 

Structure

Resident 
Charter

Next Steps

We will take you on a Journey 
today…



Https://www.youtube.com/watch?v=zd7ABi3aPx4

WHAT IS OUR CUSTOMER CENTRIC STRATEGY

https://eur03.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.youtube.com%2Fwatch%3Fv%3Dzd7ABi3aPx4&data=04%7C01%7CAmanda.Wait%40regenda.org.uk%7Ca5167fff85784dc7af3308d98cb7717c%7Cedbd0cd4cc8744c6b161db87052bf122%7C0%7C0%7C637695542120530214%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=Ti0u%2BLR0ZjauREKVQ7DKQckp8SpcepubX2s4kHpUJvM%3D&reserved=0


Key drivers 
for the new 
vision

• White Paper ‘New Deal for Social Housing’

• NHF Together with Tenants Charter

• Building Safety Regulations – learn from the  lessons of 
the Grenfell Tower disaster with a greater focus on Health 
& Safety

• Housing Ombudsman Code of Practice

• TPAS Recommendations

• Covid

• Regenda Group 5-year digital strategy - emerging 
opportunities for the digital transformation of resident 
engagement

• Group Structure – new businesses



https://www.youtube.com/watc

h?v=nLo0F7emiQ8

https://www.youtube.com/watch?v=nLo0F7emiQ8


Our Engagement Approach will be 
based on 5 principles:

CUSTOMER 
FEEDBACK 

REALITY CHECKING SCRUTINY BUSINESS 
IMPROVEMENT & 

INTELLIGENCE

ACCOUNTABILITY



Resident Voice Panel

Customer 
Inspectors/Mystery 

Shoppers

Regenda Board

Building Safety 
Group

Scrutineers Focus Groups

Digital Forum 
(Portal)

Resident Voice 
Facebook Group



Resident Voice Panel…….Coming Soon

Exec Report Oct 21 for 
final approval which will 
include renumeration of 

Panel members

Chaired by Exec 
Director and 

Championed by 
Board Member

Recruitment 

(October – Feb 22)

Training for Panel 
members

March 22

First Panel 
Meeting April 

2022



Purpose of 
the Resident 
Voice Panel

• Review the delivery of the Resident Voice Strategy 2021 to 
2024

• Be a consultative panel 

• Improve services to residents

• Identify areas of Scrutiny to be carried out by Regenda 
Scrutineers

• Develop and review customer service performance information

• Act as a “critical friend” in reviewing policies and strategies that 
impact directly on service delivery.

• Provide feedback and challenge to ensure that all services are 
delivered in accordance with Regenda’s Equality, Diversity, and 
Inclusion Strategy.

• Provide feedback and challenge to ensure tenants are safe in 
their homes.

• Provide feedback and challenge to ensure Regenda Homes and 
meets the expectations of the Regulatory Standards



Scrutineers

• Remodel the scrutiny panel 
to meet the new needs of 
customers and Regenda

• Residents who are 
unsuccessful for Resident 
Voice Panel will be offered 
a role as a Scrutineer

• Replace with Task & Finish 
Group (3–4-month period)

• Renumerated for each 
review completed

• Can participate in reviews 
which interest them



Building Safety 
Group…..Coming Soon



Customer 
Inspectors/Mystery 
Shoppers

• Test that we deliver our Regenda 
Service Promises by telephoning 
residents who have used the 
service, complete estate 
inspections, call listening & 
website audits

• Different area tested each month 
– (repairs & planned 
maintenance tested twice)

• Customer Inspectors are home 
based at the current time

• Mystery Shoppers are those 
residents who use our service 
and complete a survey about 
their experience 



Focus Group

• Service Charges – reviewed letters and service charge 
information sent to residents

• Lettings Process

• Customer Portal

• Financial Inclusion Letters

• Reviewed KPI’s to be more Customer Centric



Digital Forum 
(Portal)



The group has over 200 members







Next 
Steps…..



Our Residents
Why we get involved

https://www.youtube.com/watch?v=vpJFzSWXi4A

https://eur03.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.youtube.com%2Fwatch%3Fv%3DvpJFzSWXi4A&data=04%7C01%7CAmanda.Wait%40regenda.org.uk%7Ca5167fff85784dc7af3308d98cb7717c%7Cedbd0cd4cc8744c6b161db87052bf122%7C0%7C0%7C637695542120540173%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C1000&sdata=VuM6ANBj0CHhPSL4xsXf5M1Db7BjuV5YAgQZpW73I38%3D&reserved=0


Q&A’s




