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Foreword�
Firstly,�I�would�like�to�thank�everyone�that�has�been�involved�in�our�new�
Tenant�Voice�and�Engagement�Strategy,�particularly�the�many�tenants�
who�have�shaped�this�document.�

Ensuring�that�you�feel�heard,�valued,�and�involved�is�at�the�heart�of�
everything�we�do,�it’s�been�a�real�pleasure�working�with�so�many�of�you�on�
this�key�strategy.�You�have�made�it�clear�what�is�important�to�you�and�you�
are�quite�rightly�holding�us�to�account�to�provide�the�best�services,�in�
homes�and�neighbourhoods�that�are�safe�and�well-maintained.�

Over�the�past�18�months,�we've�increased�our�efforts�to�get�more�involved�
with�you�and�your�areas,�through�our�dedicated�teams�that�work�across�the�
borough�particularly�the�Tenant�Voice�and�Engagement�Team.�They've�
been�out�in�the�community,�listening�to�your�feedback�and�learning�about�
your�needs.�

We�are�very�optimistic�about�what�we�can�achieve�together,�but�we�also�
recognise�the�challenges�we�face�in�housing,�especially�with�the�current�
cost�of�living�crisis.�To�really�understand�how�these�challenges�affect�you,�
we�need�to�learn�from�your�experiences,�your�suggestions,�and�ideas.�We're�
committed�to�being�transparent�and�accountable�to�you�for�the�services�
we�provide.�

This�new�engagement�strategy�outlines�how�you�can�get�involved,�
influence�decisions,�and�help�us�continually�enhance�our�services�for�you.�
It’s�also�great�to�hear�what’s�working�well,�so�please�continue�to�share�this,�
along�with�your�ideas.�Together,�we�will�make�a�real�difference.�

Cllr�Susan�Gambles�

Portfolio�holder�for�Housing�and�Welfare�
Wigan�Council�
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Our�Vision�

“Our�vision�is�for�our�tenants�to�be�involved�as�active�participants�in�the�
shaping,�design�and�delivery�of�the�services�which�matter�to�them.�We�

want�to�ensure�that�tenants�are�placed�at�the�heart�of�everything�that�we�
do,�and�that�together�we�create�the�space�for�wide-ranging�inclusive,�
accessible,�and�transparent�engagement�to�ensure�that�a�contrast�of�

aspirations,�expectations�and�needs�are�met�by�a�diversity�of�views,�skills,�
and�experiences.�

We�believe�that�places�and�communities�thrive�best�when�residents�are�
empowered�and�supported�to�contribute�and�influence�decisions�affecting�
their�own�future,�benefiting�from�a�range�of�individual�and�collective�skills,�

and�tackling�problems�together�with�a�shared�purpose,�to�improve�
outcomes�for�all�and�to�provide�safe,�quality�housing.”�

Background�
National�Context�
There�has�never�been�a�more�important�time�for�tenant�engagement�than�
we�are�facing�at�the�moment,�from�the�aftermath�of�covid,�rising�
homelessness�and�the�cost�of�living�crisis,�it’s�crucial�that�we�listen�to�the�
views�of�our�tenants�to�ensure�we�are�providing�the�best�quality�housing�
services,�that�we�are�value�for�money�and�that�your�homes�are�safe,�and�
maintained�to�the�decent�homes�standard.�Without�this�we�cannot�expect�
our�communities�to�thrive.�

There�have�been�several�national�changes�through�government�policies�
that�have�strengthened�the�requirements�for�tenant�engagement:�

 The�Charter�for�Social�Housing�(white�paper)�–�a�charter�of�seven�
standards�that�social�housing�tenants�should�expect�from�their�
landlord�(see�below).�

 Social�Housing�(Regulation)�Act�2023�–�legislation�that�sets�out�the�
changes,�to�reform�and�strengthen�the�way�tenants�can�influence�
services�they�receive.�

 The�Hackett�Review�–�Following�the�Grenfell�tragedy�in�June�2017,�the�
government�commissioned�an�independent�review�of�building�
regulations�and�fire�safety.�The�government�agreed�to�all�53�
recommendations,�these�were�adopted�in�the�buildings�safety�act�
which�became�law�in�2023.�
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 Regulatory�standards�–�A�public�body�that�sets�the�regulatory�
consumer�standards�that�social�housing�providers�must�comply�with.�

 Housing�ombudsman�–�resolves�complaints�and�disputes�between�
tenants�and�social�housing�providers.�

It�is�important�that�we�listen�to�our�tenants’�views�and�act�upon�the�
information�we�are�provided�with.�The�Government’s�new�charter�sets�out�
seven�key�areas:�

1.�To�be�safe�in�your�home.�We�will�work�with�industry�and�landlords�
to�ensure�every�home�is�safe�and�secure.�

2.�To�know�how�your�landlord�is�performing,�including�on�repairs,�
complaints,�and�safety,�and�how�it�spends�its�money,�so�you�can�
hold�them�to�account.�

3.�To�have�your�complaints�dealt�with�promptly�and�fairly,�with�
access�to�the�Housing�Ombudsman�who�has�authority�to�give�you�
swift�and�fair�redress�when�needed.�

4.�To�be�treated�with�respect,�backed�by�a�strong�consumer�
regulator,�and�improved�consumer�standards�for�tenants.�

5.�To�have�your�voice�heard�by�your�landlord,�for�example�through�
regular�meetings,�scrutiny�panels�or�being�on�its�board.�The�
Government�will�provide�help,�if�you�want�it,�to�give�you�the�tools�
to�ensure�your�landlord�listens.�

6.�To�have�a�good�quality�home�and�neighbourhood�to�live�in,�with�
your�landlord�keeping�your�home�in�good�repair.�

7.�To�be�supported�to�take�your�first�step�to�home�ownership,�if�this�is�
something�you�want�to�obtain,�should�your�circumstances�allow.�

Local�Context�
The�Wigan�Housing�Strategy�2020�outlines�our�overall�plans�and�ambitions�
to�ensure�we�are�providing�high�quality,�affordable�and�accessible�homes�
for�all.�

It�shapes�how�Wigan�Council,�collaborating�with�our�partners�and�
communities,�will�ensure�that�our�borough�has�the�right�homes;�new�and�
existing,�for�the�right�people�in�the�right�places.�

It�acknowledges�the�multiple�areas�of�our�lives�that�housing�can�impact�
and�sets�out�how�our�healthy�housing�plans�will�help�to�ensure�housing�
meets�the�various�support�needs�of�our�residents.�Providing�healthy�and�
secure�accommodation�for�people�within�vibrant,�connected�and�safe�
communities.�
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Wigan�Council�manage�and�maintain�the�21,000�properties�in�Wigan.�Our�
homes�span�across�the�whole�of�the�Wigan�Borough.�Previously�the�
housing�stock�was�managed�through�Wigan�&�Leigh�Homes�(WALH)�who�
were�an�arm’s�length�management�organisation�(ALMO).�The�housing�
stock�returned�under�the�management�of�the�council�following�
consultation�in�2016.�

In�2022,�following�the�changes�from�the�Housing�Regulator�and�the�Social�
Housing�White�Paper�that�emphasises�the�importance�of�engaging�and�
listening�to�the�views�of�our�tenants,�Wigan�Council�created�a�dedicated�
Tenant�Voice�and�Engagement�Team�to�work�alongside�our�tenants�to�
rebuild�tenant�engagement�and�to�ensure�that�our�tenants�voices�are�
heard,�listened�to,�and�acted�upon�in�shaping�our�housing�services.�

Tenants�can�get�involved�in�our�housing�services,�in�a�variety�of�ways.�The�
term�‘Tenant�Voice�and�Engagement’�is�used�to�describe�many�methods�of�
involvement,�from�seeking�views,�scrutinising�our�services�to�tenants�
supporting�their�own�communities.�

Wigan�Council�has�demonstrated�commitment�to�involving�tenants,�by�
listening�to�concerns�and�aspirations,�whilst�developing�the�wider�Housing�
Business�Plan.�The�input�from�tenants�is�seen�as�pivotal�to�the�success�of�
the�organisation�and�will�lead�to�shared�benefits�such�as:�

 Improved�services�that�meet�tenants�needs�
 Cost�effectiveness�and�improved�accountability�in�service�delivery�
 Increased�levels�of�tenant�satisfaction�

The�Tenant�Voice�and�Engagement�Team�have�been�consulting�with�our�
tenants�over�the�last�12�months�to�make�sure�our�new�engagement�
strategy�is�in�line�with�the�requirements�of�our�tenants�and�Wigan�Council.�
As�well�as�complying�with�the�new�policies�and�procedures�set�out�through�
the�government�and�housing�regulator�bodies.�To�date�we�have:�

 Completed�over�200�engagement�surveys�
 Held�focus�groups�and�community�events�
 Listened�to�the�views�of�our�Housing�Advisory�Panel�and�tenant�voice�

volunteers�
 Listened�to�the�feedback�from�our�Tenant�Satisfaction�Surveys�(over�

4,600�responses)�

This�strategy�acknowledges�where�we�are�now,�where�we�want�to�be�and�
considers�the�ways�in�which�tenant�voice�and�engagement�can�increase,�
develop,�and�improve.�We�will�continue�to�listen�to�our�tenants�and�will�
update�our�strategy�in�accordance�with�changing�needs.�
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We�will�look�to�achieve�this�through�

 Strengthening�and�improving�current�tenant�engagement�
structures�to�enable�increased�participation.�

 To�actively�promote�opportunities�for�tenant�participation�internally�
to�housing�staff�and�externally�to�tenants,�councillors,�and�our�
partners.�

 Ensuring�all�tenants�and�housing�staff�have�access�to�relevant�
training�about�voice�and�engagement�and�understand�the�benefits.�

 Encourage�input�from�all�tenants�in�the�co-design�and�delivery�of�
maintenance�and�improvement�works�in�their�area.�

 Raising�awareness�of�equal�opportunity�issues�and�adopt�a�targeted�
approach�in�consulting�hard�to�reach�groups,�actively�removing�
barriers�to�participate.�

 Ensuring�there�are�adequate�consultation�processes�in�place,�which�
are�constantly�reviewed,�and�that�tenants’�rights�to�consultation,�
information�and�devolved�powers�are�made�known�to�tenants�and�
leaseholders.�

 Strengthening�links�with�the�wider�community�by�supporting�
corporate�and�community�wide�strategies.�

 Constantly�monitoring,�reviewing,�and�refreshing�this�strategy.�
 Ensuring�feedback�from�surveys,�consultations,�complaints�and�

service�agreements�are�given�in�a�timely�manner�and�are�easily�
understood�and�openly�publicised.�

What�do�we�mean�by�tenant�voice�and�
engagement?�What�are�the�benefits�and�
why�do�we�need�a�strategy?�
In�simple�terms�tenants�are�involved�and�supported�to�have�a�voice�and�
share�opinions�on�the�housing�services�we�provide.�Feedback�is�key�to�
understanding�the�requirements�of�our�tenants�and�how�we�can�shape�our�
services,�ensuring�that�our�tenants�are�at�the�heart�of�everything�we�do.�

The�strategy�emphasises�the�importance�of�our�tenant�voice�and�how�we�
can�work�together�to�increase,�develop,�and�improve�tenant�engagement.�
How�our�tenants�can�directly�influence�and�shape�the�future�delivery�of�the�
housing�services�we�provide,�resulting�in�higher�levels�of�satisfaction.�

It�also�sets�out�the�key�engagement�opportunities�we�will�take�to�
accomplish�this�and�how�our�tenants�can�hold�us�accountable�to�the�
promises�we�make.�

Effective�tenant�voice�and�engagement�can�have�many�benefits�but�more�
specifically�can�help�to�increase�tenant�and�staff�satisfaction�levels,�increase�
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value�for�money,�improve�our�communication�and�build�a�more�trusting�
relationship,�allowing�us�to�work�in�partnership.�

How�will�we�know�it’s�making�a�
difference?�
At�Wigan�Council�we�pride�ourselves�on�working�with�our�tenants�to�make�
sure�we�co-produce�and�consult�on�the�services�we�provide,�to�ensure�our�
tenants�receive�the�best�service�in�a�way�that�suits�their�needs.�Listening�to�
your�feedback�and�working�together�is�essential�in�providing�a�great�
housing�service.�

We�will�monitor�the�impact�the�strategy�makes�by�measuring�the�ongoing�
improvement�of:�

 Increased�tenant�representation�at�volunteer�opportunities�
 Increased�opportunities�available�to�meet�all�our�tenants’�

requirements�and�ensure�our�tenants�are�at�the�heart�of�all�that�we�
do�

 Feedback�from�our�engaged�tenants�and�volunteers�
 Staff�understanding�the�importance�of�tenant�voice�and�proactively�

seeking�to�encourage�engagement.�
 Increased�satisfaction�results�across�the�Tenant�Satisfaction�Survey,�in�

particular:�
1.�Overall�tenant�satisfaction�in�housing�services�
2.�Satisfaction�that�the�landlord�listens�to�tenants’�views�and�

acts�upon�them�
3.�Satisfaction�that�the�landlord�keeps�tenants�informed�

about�things�that�matter�to�them�
4.�Agreement�that�the�landlord�treats�tenants�fairly�and�with�

respect�
5.�Contribution�to�your�neighbourhoods�–�improving�spaces�

and�places�that�mean�the�most�to�you�and�increasing�
tenant�led�activities�

Although�the�Tenant�Voice�and�Engagement�Team�will�be�responsible�for�
driving�the�engagement�strategy,�it�is�essential�that�all�housing�staff�
proactively�support�our�tenants�to�get�involved�and�have�their�say.�

To�ensure�we�are�transparent�with�our�findings�and�how�we�report�our�
performance�data,�the�Tenant�Voice�and�Engagement�Team�will�submit�
any�reports�and�data�to�be�scrutinised�through�The�Housing�Advisory�Panel�
and�the�Scrutiny�Panel.�We�will�also�work�with�our�tenant�voice�focus�
groups�to�discuss�our�findings�and�agree�on�any�improvement�plans.�
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How�you�can�get�involved�
We�encourage�our�tenants�to�get�more�involved,�have�their�say�and�to�help�
shape�services.�We�promise�to�provide�opportunities�that�will�suit�everyone,�
no�matter�how�much,�or�little�time�they�have�to�spare.�

Tenants�can�get�involved�with�us�on�many�levels,�by�completing�surveys,�
and�consultations,�attending�face�to�face�meetings�and�forums�or�joining�
volunteer�panels.�We�endeavour�to�make�getting�involved�a�simple�process�
and�will�try�to�accommodate�any�individual�needs.�

To�ensure�your�voice�is�heard,�we�will�provide�the�following:�

 Access�to�the�Housing�Advisory�Panel�members�(for�advice�and�
support)�

 Consultation�–�face�to�face,�surveys�and�meetings�to�discuss�
significant�changes�that�may�affect�you�as�a�tenant�

 Contact�details�for�your�Tenant�Voice�and�Engagement�Officer�
 We�will�develop�and�promote�new�volunteer�opportunities�that�meet�

both�our�tenants�and�the�councils’�requirements�
 We�will�support�and�promote�tenant�and�resident�associations�and�

local�community�groups�
 We�will�develop,�support�and�recruit�to�our�existing�volunteer�

opportunities�
 We�will�work�with�our�tenants�to�support�any�other�forms�of�

engagement�they�feel�would�develop�the�relationships�between�
tenants,�wider�community,�and�the�council�

We�understand�that�not�everyone�wishes�to�get�involved�but�that�everyone�
should�have�their�voice�heard,�if�you�would�like�to�discuss�anything�on�a�
one-to-one�basis,�please�get�in�touch.�

Challenges�to�tenant�engagement�
We�face�several�challenges�to�achieving�effective�tenant�engagement.�Our�
tenants�lead�busy�lives�and�finding�time�can�be�difficult,�so�we�will�use�as�
many�different�tools�as�possible�to�enable�all�our�tenants�to�get�involved,�
however�they�choose.�We�can�offer�a�variety�of�times,�mediums�(such�as�
digital)�and�locations�(including�your�own�home).�We�can�also�cater�for�
different�abilities�and�language�barriers.�Our�biggest�concern�would�be�
that�our�tenants�no�longer�feel�listened�to�and�therefore�have�no�desire�to�
participate.�Our�team�are�committed�to�working�together�to�ensure�all�our�
volunteers�feel�valued�and�are�making�a�difference�–�why�not�give�it�a�try!�
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If�you�would�like�more�information�on�any�of�the�above�or�to�get�more�
involved�in�decision�making,�please�contact�the�Tenant�Voice�and�
Engagement�Team�on�TVAET@wigan.gov.uk�

The�current�structures�for�tenant�engagement�are�detailed�below.�These�
structures�reflect�the�needs�and�aspirations�of�tenants�as�well�as�fit�the�
requirements�of�the�business.�

We�have�many�ways�to�get�involved�either�to�help�shape�the�services�you�
receive�as�a�tenant�or�to�support�the�wider�community�in�enhancing�your�
neighbourhood�and�the�lives�of�the�people�that�live�there.�No�matter�how�
much�or�little�time�you�can�spare�we�have�an�opportunity�to�suit�everyone.�
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Get�Involved�-
Armchair�Volunteers�

Volunteer�opportunities�you�can�do�from�the�comfort�of�your�own�home.�

Surveys:�Sign�up�to�receive�the�latest�surveys�looking�at�housing�services�
and�other�related�topics.�

Newsletter:�Receive�the�latest�Tenant�Voice�and�Engagement�Newsletter�
by�email�to�find�out�what’s�happening�across�the�Homes�and�Communities�
service�and�in�your�local�neighbourhood.�

Feedback�and�suggestions:�Let�us�know�about�your�experiences�when�
contacting�our�services.�Feedback�will�be�used�to�improve�the�services�you�
receive.�If�you’ve�got�a�great�idea,�let�us�know!�

Virtual�Voice:�Join�one�of�our�virtual�meetings�that�look�at�specific�topics�to�
find�out�more�about�what’s�going�on�and�to�tell�us�your�views.�

Mystery�shopper:�Mystery�shoppers�allow�tenants�to�monitor�and�appraise�
the�services�they�receive.�Tenants�will�feedback�on�services,�stating�what�
we�do�well�and�how�we�could�improve�via�a�feedback�form.�Training�will�be�
provided.�

Readers�Panel:�This�is�a�group�of�tenants�that�proofread�letters,�documents�
and�flyers�etc�to�ensure�they�are�in�plain�English,�easily�understood,�and�in�
the�right�tone.�All�documents�then�receive�the�panels�stamp�of�approval.�

Better�Connected�Fund�Panel�member:�A�chance�to�read�the�latest�
applications�for�the�Better-Connected�Community�Fund.�Help�to�assess�if�
they�meet�the�criteria,�improve�community�spirit,�or�our�communities.�You�
have�the�opportunity�to�approve,�decline�or�question�these�requests.�

Page�11�of�21�



    

 
 

    
   

 

 

 
 

              
           

           
           

            
   

            
            

          
            

             
            
   

             
               

             
         

               
          

        

 

  

Housing�Advisory�Panel�and�
Housing�Scrutineer�roles�

Do�you�have�more�spare�time�to�share?�Want�to�make�a�real�difference?�
The�Housing�Advisory�Panel�and�Housing�Scrutineer�roles�look�at�the�
strategic�policies�and�procedures�of�the�council.�Participating�in�either�role�
gives�you�the�opportunity�to�share�tenants’�views�in�shaping�and�
influencing�housing�services�and�ensure�tenants�are�a�part�of�the�decisions�
we�make.�

Housing�Advisory�Panel:�The�panel�is�made�up�of�tenants,�councillors�and�
council�staff.�The�role�of�the�tenant�members�is�to�provide�challenge,�
leadership�and�support�whilst�sharing�knowledge�from�wider�tenant�voice�
engagement�and�through�their�own�lived�experience.�They�will�act�as�a�
sounding�board�and�source�of�advice�for�the�Council’s�Cabinet�on�issues�of�
concern�to�tenants�and�be�able�to�influence�and�shape�the�housing�
services�we�provide.�

Housing�Scrutineer:�As�a�housing�scrutineer�you�will�get�the�opportunity�to�
look�at�how�we�work�and�take�part�in�an�in-depth�review�of�our�services.�
Ask�questions�and�deep�dive�into�how�things�work.�You�will�then�report�
back�any�findings�and�make�recommendations�for�service�improvements.�

If�you�would�like�more�information�on�any�of�the�above�or�to�get�more�
involved�in�decision�making,�please�contact�the�Tenant�Voice�and�
Engagement�Team�on�01942�486645�or�TVAET@wigan.gov.uk�
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Already�an�active�member�
in�your�community?�

Tenant�and�Resident�Association�(TRA):�
A�TRA�brings�local�people�together�to�form�a�collective�voice�in�the�
community�in�which�they�live.�They�work�collaboratively�with�the�council�
and�wider�groups�to�improve�their�neighbourhood,�solve�local�issues,�and�
improve�community�spirit.�

Neighbourhood�Champion:�
Where�no�tenants�and�residents’�group�exist,�the�role�of�neighbourhood�
champion�will�be�promoted.�This�role�provides�that�link�between�tenants�
and�the�council�and�will�be�a�local�point�of�contact.�

Tenant�Voice�–�Neighbourhood�Champions�Group:�
The�tenant�voice�group�aims�to�bring�the�neighbourhood�champions�from�
across�the�borough�together�to�discuss�wider�concerns,�relay�important�
information�and�be�a�sounding�board�to�discuss�changes�in�services.�It�
helps�us�to�shape�policies�and�highlight�issues�to�pass�to�the�Housing�
Advisory�Board.�

Tenant�Voice�–�Eyes�&�Ears�Group:�
The�role�of�the�eyes�and�ears�group�is�to�give�a�platform�for�individual�
tenants�to�come�together�and�share�their�views�on�local�issues�that�affect�
our�housing�areas.�Raising�issues�and�working�together�to�create�solutions.�

Youth�Voice�Champions�(new):�
Our�champion�role�is�for�any�young�person�(11-18)�living�in�a�council�
property.�This�is�an�opportunity�to�share�views�and�to�make�informed�
decisions�on�issues�that�affect�them,�their�homes,�and�their�local�
communities.�Helping�us�to�shape�the�services�of�the�future.�
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Holding�events�to�bring�your�community�together:�
Any�tenant�interested�in�holding�an�event�or�training�to�bring�the�
community�together,�improve�the�places�and�spaces�or�increase�tenant�
voice�can�contact�the�Tenant�Voice�and�Engagement�team�for�support�and�
to�find�out�more.�

If�you�would�like�more�information�on�any�of�the�above,�please�contact�the�
Tenant�Voice�and�Engagement�Team�on�01924�486645�or�email�
TVAET@wigan.gov.uk�
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Living�in�our�sheltered�
accommodation�(in�
addition�to�the�other�
opportunities)�

Sheltered�Voice:�(New)�
The�Sheltered�Voice�Group�brings�together�representatives�from�across�all�
the�sheltered�schemes�to�discuss�wider�issues�affecting�residents,�utilising�
their�collective�voice�to�influence�service�changes�and�share�best�practice�
on�improving�engagement�and�ensuring�all�residents�have�a�voice.�

Sheltered�Forum:�
Join�the�Sheltered�and�Tenant�Voice�and�Engagement�Team�bi-annually�to�
come�together�with�other�sheltered�residents.�Get�the�latest�news�and�
updates,�catch�up�with�old�friends�and�let�us�know�how�the�services�are�
working�for�you.�
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Living�in�our�High-Rise�
buildings�(in�addition�to�the�
wider�opportunities)�

High�Rise�Champions:�
Where�no�Tenants�and�Residents�group�exists�the�role�of�high-rise�
champion�will�be�promoted.�This�role�provides�that�link�between�tenants�
and�the�council�and�will�be�a�local�point�of�contact.�

High�Rise�Panel:�
is�a�group�of�tenants�that�proofread�letters,�documents,�flyers�etc�to�ensure�
they�are�in�plain�English,�easily�understood,�and�written�in�the�right�tone,�
specifically�around�the�health�and�fire�safety�of�the�buildings.�

The�Role�of�the�Tenant�Voice�and�
Engagement�Team�
The�Tenant�Voice�and�Engagement�Team�are�available�to�support�
individual�tenants,�tenant�groups�and�wider�community�groups,�as�well�as�
wider�council�staff�and�partners,�encouraging�engagement�with�housing�
services�and�local�communities.�The�team�will�take�responsibility�for�the�
work�outlined�in�this�strategy�and�will�promote�the�tenant�voice�in�all�
arenas.�

The�Tenant�Voice�and�Engagement�Officers�can�support�with:�
 Encouragement�and�support�for�tenants�to�participate�
 Facilitating�focus�groups,�small�surveys,�creating�survey�tools�and�

templates�and�co-ordinating�consultations�
 Ensuring�feedback�from�focus�groups�and�consultations�are�shared�

with�participants�and�used�to�shape�our�services�
 Providing�advice�to�staff�and�tenants�on�undertaking�tenant�

engagement�
 Planning�community�events�involving�tenants�including�‘pop�up’�

events,�consultations�and�focus�groups�
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 Maintaining�and�refreshing�the�tenant�engagement�database,�
including�an�annual�check�in�that�the�tenant�wishes�to�remain�in�the�
database,�how�they�would�like�to�get�involved�and�the�impact�they�
make�

Alongside�the�volunteer�opportunities�that�the�team�support�we�also�
engage�within�local�communities�to�provide�a�visible�presence�and�build�
relationships.�To�find�out�who�your�local�Tenant�Voice�and�Engagement�
Officer�is,�or�to�get�more�involved�please�contact�the�team.�

Volunteer�Support�
The�team�will�support�any�tenants�wishing�to�get�involved,�we�will�help�to�
find�solutions�for�any�barriers�that�may�prevent�our�tenants�from�having�a�
voice.�We�will�work�with�tenants�to�provide�training�and�will�regularly�
contact�our�volunteers�to�ensure�they�feel�like�they�are�being�heard,�
listened�to,�and�making�a�difference.�

Funding�
The�team�can�advise�on�funding�through�the�better-connected�community�
fund�that�offers�up�to�£2000�to�improve�community�spirit,�the�spaces�that�
matter�to�communities,�training,�and�tenant�voice.�We�also�support�TRA’s�
through�our�annual�grant.�The�team�can�also�support�with�external�funding�
applications�and�collaborative�working.�

www.wigan.gov.uk/TenantVoice�

Setting�up�a�local�TRA�
Need�support�on�setting�up�a�new�group?�The�team�can�support�with�
practical�advice�on�setting�up�a�committee,�opening�a�bank�account,�
applying�for�funding�and�all�other�advice�that�required.�

Community�Cuppa�
Join�the�team�in�your�local�area�to�have�a�brew�and�find�out�more�about�
what�is�happening�locally.�Find�out�how�you�can�get�involved�or�tell�us�your�
views.�

Talk�and�Tidy�Tuesdays�
These�are�held�the�last�Tuesday�of�the�month�from�March�to�October.�The�
team,�work�alongside�our�caretakers,�Neighbourhood�Tenant�Officers,�and�
wider�council�staff�to�hold�pop�up�events�across�the�borough.�We�look�at�
cleaning�up�the�area,�talking�to�the�tenants�about�issues�and�getting�
involved�with�estate�inspections�and�litter�picks.�
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Estate�Inspections�
Estate�inspections�enable�tenants�who�live�on�our�estates�to�join�Wigan�
Council�staff�in�appraising�their�neighbourhood,�noticing�concerns�and�
issues,�and�addressing�environmental�problems.�Estate�inspection�dates�
and�times�will�be�published�on�our�website.�

Training�
Training�is�important�as�a�tool�to�help�tenants�and�staff�make�informed�
views�or�decisions.�The�environment�we�work�in,�and�our�customer�
expectations�are�constantly�changing�and�subsequently�training�for�
tenants�and�staff�should�be�part�of�an�ongoing�process�of�review.�

 To�initially�conduct�a�training�needs�analysis�of�all�tenant�
participation�staff�and�tenants’�groups�

 To�draw�up�a�comprehensive�training�programme�for�tenant�
participation�staff�and�tenants’�groups�

 To�put�together�induction�and�refresher�training�programmes�for�
individual�tenant�volunteers�and�groups�

 To�monitor�effectiveness�and�satisfaction�with�training�
 To�continually�monitor�and�adjust�our�training�plan�to�new�needs�

and�opportunities�

Links�to�the�wider�community�
Wigan�Council�cannot�achieve�everything�set�out�in�this�strategy�in�
isolation.�A�joined-up�approach�is�needed�and�this�strategy�links�in�with�
and�supports�other�strategies�such�as�Wigan�Borough’s�Housing�Strategy,�
The�Deal�2030�Council�Strategy�incorporating�the�latest�updates�through�
Progress�with�Unity�(a�new�era),�Youth�Participation�Strategy�and�the�
Equality�and�Diversity�Strategy.�

Additionally,�we�will�continue�to�collaborate�with�our�local�communities,�
tenant�and�residents’�groups,�other�partners�and�agencies�in�a�co-
ordinated�way�to�meet�the�needs�of�our�tenants.�We�promise�to�work�
together�to:�

 Build�stronger�links�with�the�local�partner�organisations.�Offering�
support�in�translating�the�communities’�needs�and�aspirations,�
contributing�to�more�connected�communities�

 Strengthen�links�with�Township�Managers�and�co-ordinate�activity�
for�the�benefit�of�local�communities�

 Strengthen�links�with�local�community,�tenant,�resident�groups,�and�
community�champions�
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What:� How:�
Strengthening�and�
improving�current�

 Actively�promote�our�engagement�
opportunities�

tenant�engagement�
structures�to�enable�
increased�
participation.�

 Work�together�to�remove�barriers�to�getting�
involved�

 Be�more�visible�in�our�communities�to�be�
able�to�promote�tenant�engagement.�

 Create�new�volunteer�opportunities�from�
listening�to�your�feedback�

To�actively�promote�
opportunities�for�
tenant�participation�
internally�to�housing�
staff�and�externally�to�
tenants,�councillors,�
and�our�partners.�

 Newsletters�
 Social�media�
 Wigan�Council�website�
 Events�and�meetings�
 Community�noticeboards�
 Staff�meetings�and�internal�training�to�

embed�tenant�engagement�in�all�housing�
roles�

Ensuring�all�tenants�
and�housing�staff�have�
access�to�relevant�
training�about�voice�
and�engagement�and�
understand�the�
benefits.�

 Provide�and�promote�relevant�training�
opportunities�

 Offer�tailored�training�for�each�volunteer�
role.�

 Provide�1:1�support�and�advice�to�ensure�
volunteers�feel�valued�and�listened�too.�

Encourage�input�from�
all�tenants�in�the�co-
design�and�delivery�of�
maintenance�and�
improvement�works�in�
their�area.�

 Focus�groups�
 Consultations�
 Surveys�
 Feedback�from�complaints�and�website�

Raising�awareness�of�
equal�opportunity�
issues�and�adopting�a�
targeted�approach�in�
consulting�hard�to�
reach�groups,�actively�
removing�barriers�to�
participate.�

 Create�volunteer�opportunities�to�suit�all�
requirements,�removing�barriers�to�
participation�

 Identify�underrepresented�groups�and�
actively�promote�opportunities�to�ensure�we�
get�the�views�of�all�our�tenants.�

 Work�together�with�our�tenants�to�identify�
new�ways�to�engage�with�a�wider�audience�

Ensuring�there�are�  Review�our�consultation�processes�on�a�
adequate�consultation� regular�basis.�
processes�in�place,�  Offer�various�ways�to�be�consulted�–�Surveys,�
which�are�constantly� consultation�events,�focus�groups,�website�
reviewed,�and�that� etc.�
tenants’�rights�to�
consultation,�
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information�and�
devolved�powers,�are�
made�known�to�
tenants�and�
leaseholders.�

 Ensure�we�consult�our�tenants�on�subjects�
that�can�impact�their�lives,�homes,�and�
community.�

 Advertise�any�consultations�in�a�variety�of�
ways�to�reach�all�tenants�that�would�be�
affected�by�the�change.�

 Ensure�all�tenant�rights�are�publicised,�easy�
to�find�and�understand.�

Strengthening�links�
with�the�wider�
community�by�
supporting�corporate�
and�community�wide�
strategies�

 Work�together�with�tenants,�tenant�and�
residents’�groups�and�wider�community�
groups�to�improve�the�places�and�spaces�
that�mean�the�most�to�them�

 Work�with�wider�Wigan�Council�teams�and�
partner�organisations�to�strive�for�a�cleaner,�
greener,�safer,�and�inclusive�borough�

 Promote�funding�opportunities�through�our�
Better-connected�community�fund�

Constantly�monitoring,�
reviewing,�and�
refreshing�this�
strategy.�

 Regularly�seek�feedback�to�ensure�all�points�
raised�within�this�strategy�remain�relevant�
and�worthwhile,�work�together�to�refresh,�
and�bring�new�ideas�on�how�to�engage�
better�

Ensuring�feedback�
from�surveys,�
consultations�and�
service�agreements�
are�given�in�a�timely�
manner,�which�are�
easily�understood�and�
openly�publicised.�

 Produce�an�annual�report�on�our�
performance,�showing�clearly�how�we�
perform�against�current�government�
standards�

 Demonstrate�how�tenants�have�shaped�
services�through�our�tenant�engagement�
opportunities�

 Work�with�our�readers�panel�to�ensure�all�
documents,�letters,�website�etc�are�plain�
English,�jargon�free�and�easy�to�understand�

 Using�feedback�from�tenants�to�improve�
services�and�continually�review�our�policies�
and�processes.�
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For�more�information�or�to�contact�the�team:�

Tenant�Voice�And�Engagement�Team�- TVAET@wigan.gov.uk�

or�01942�486645.�

Visit�our�Webpages:� www.wigan.gov.uk/TenantVoice�
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	TheHackettReview–FollowingtheGrenfelltragedyinJune2017,thegovernmentcommissionedanindependentreviewofbuildingregulationsandfiresafety.Thegovernmentagreedtoall53recommendations,thesewereadoptedinthebuildingssafetyactwhichbecamelawin2023.

	 
	 
	Regulatorystandards–Apublicbodythatsetstheregulatoryconsumerstandardsthatsocialhousingprovidersmustcomplywith.

	 
	 
	Housingombudsman–resolvescomplaintsanddisputesbetweentenantsandsocialhousingproviders.


	Figure
	Itisimportantthatwelistentoourtenants’viewsandactupontheinformationweareprovidedwith.TheGovernment’snewchartersetsoutsevenkeyareas:
	1.
	1.
	1.
	Tobesafeinyourhome.Wewillworkwithindustryandlandlordstoensureeveryhomeissafeandsecure.

	2.
	2.
	Toknowhowyourlandlordisperforming,includingonrepairs,complaints,andsafety,andhowitspendsitsmoney,soyoucanholdthemtoaccount.

	3.
	3.
	Tohaveyourcomplaintsdealtwithpromptlyandfairly,withaccesstotheHousingOmbudsmanwhohasauthoritytogiveyouswiftandfairredresswhenneeded.

	4.
	4.
	Tobetreatedwithrespect,backedbyastrongconsumerregulator,andimprovedconsumerstandardsfortenants.

	5.
	5.
	Tohaveyourvoiceheardbyyourlandlord,forexamplethroughregularmeetings,scrutinypanelsorbeingonitsboard.TheGovernmentwillprovidehelp,ifyouwantit,togiveyouthetoolstoensureyourlandlordlistens.

	6.
	6.
	Tohaveagoodqualityhomeandneighbourhoodtolivein,withyourlandlordkeepingyourhomeingoodrepair.

	7.
	7.
	Tobesupportedtotakeyourfirststeptohomeownership,ifthisissomethingyouwanttoobtain,shouldyourcircumstancesallow.


	LocalContext
	TheWiganHousingStrategy2020outlinesouroverallplansandambitionstoensureweareprovidinghighquality,affordableandaccessiblehomesforall.
	ItshapeshowWiganCouncil,collaboratingwithourpartnersandcommunities,willensurethatourboroughhastherighthomes;newandexisting,fortherightpeopleintherightplaces.
	Itacknowledgesthemultipleareasofourlivesthathousingcanimpactandsetsouthowourhealthyhousingplanswillhelptoensurehousingmeetsthevarioussupportneedsofourresidents.Providinghealthyandsecureaccommodationforpeoplewithinvibrant,connectedandsafecommunities.
	Figure
	WiganCouncilmanageandmaintainthe21,000propertiesinWigan.OurhomesspanacrossthewholeoftheWiganBorough.PreviouslythehousingstockwasmanagedthroughWigan&LeighHomes(WALH)whowereanarm’slengthmanagementorganisation(ALMO).Thehousingstockreturnedunderthemanagementofthecouncilfollowingconsultationin2016.
	In2022,followingthechangesfromtheHousingRegulatorandtheSocialHousingWhitePaperthatemphasisestheimportanceofengagingandlisteningtotheviewsofourtenants,WiganCouncilcreatedadedicatedTenantVoiceandEngagementTeamtoworkalongsideourtenantstorebuildtenantengagementandtoensurethatourtenantsvoicesareheard,listenedto,andacteduponinshapingourhousingservices.
	Tenantscangetinvolvedinourhousingservices,inavarietyofways.Theterm‘TenantVoiceandEngagement’isusedtodescribemanymethodsofinvolvement,fromseekingviews,scrutinisingourservicestotenantssupportingtheirowncommunities.
	WiganCouncilhasdemonstratedcommitmenttoinvolvingtenants,bylisteningtoconcernsandaspirations,whilstdevelopingthewiderHousingBusinessPlan.Theinputfromtenantsisseenaspivotaltothesuccessoftheorganisationandwillleadtosharedbenefitssuchas:
	 
	 
	 
	Improvedservicesthatmeettenantsneeds

	 
	 
	Costeffectivenessandimprovedaccountabilityinservicedelivery

	 
	 
	Increasedlevelsoftenantsatisfaction


	TheTenantVoiceandEngagementTeamhavebeenconsultingwithourtenantsoverthelast12monthstomakesureournewengagementstrategyisinlinewiththerequirementsofourtenantsandWiganCouncil.Aswellascomplyingwiththenewpoliciesandproceduressetoutthroughthegovernmentandhousingregulatorbodies.Todatewehave:
	 
	 
	 
	Completedover200engagementsurveys

	 
	 
	Heldfocusgroupsandcommunityevents

	 
	 
	ListenedtotheviewsofourHousingAdvisoryPanelandtenantvoicevolunteers

	 
	 
	ListenedtothefeedbackfromourTenantSatisfactionSurveys(over4,600responses)


	Thisstrategyacknowledgeswherewearenow,wherewewanttobeandconsidersthewaysinwhichtenantvoiceandengagementcanincrease,develop,andimprove.Wewillcontinuetolistentoourtenantsandwillupdateourstrategyinaccordancewithchangingneeds.
	Figure
	Wewilllooktoachievethisthrough
	 
	 
	 
	Strengtheningandimprovingcurrenttenantengagementstructurestoenableincreasedparticipation.

	 
	 
	Toactivelypromoteopportunitiesfortenantparticipationinternallytohousingstaffandexternallytotenants,councillors,andourpartners.

	 
	 
	Ensuringalltenantsandhousingstaffhaveaccesstorelevanttrainingaboutvoiceandengagementandunderstandthebenefits.

	 
	 
	Encourageinputfromalltenantsintheco-designanddeliveryofmaintenanceandimprovementworksintheirarea.

	 
	 
	Raisingawarenessofequalopportunityissuesandadoptatargetedapproachinconsultinghardtoreachgroups,activelyremovingbarrierstoparticipate.

	 
	 
	Ensuringthereareadequateconsultationprocessesinplace,whichareconstantlyreviewed,andthattenants’rightstoconsultation,informationanddevolvedpowersaremadeknowntotenantsandleaseholders.

	 
	 
	Strengtheninglinkswiththewidercommunitybysupportingcorporateandcommunitywidestrategies.

	 
	 
	Constantlymonitoring,reviewing,andrefreshingthisstrategy.

	 
	 
	Ensuringfeedbackfromsurveys,consultations,complaintsandserviceagreementsaregiveninatimelymannerandareeasilyunderstoodandopenlypublicised.



	Whatdowemeanbytenantvoiceandengagement?Whatarethebenefitsandwhydoweneedastrategy?
	Whatdowemeanbytenantvoiceandengagement?Whatarethebenefitsandwhydoweneedastrategy?
	Insimpletermstenantsareinvolvedandsupportedtohaveavoiceandshareopinionsonthehousingservicesweprovide.Feedbackiskeytounderstandingtherequirementsofourtenantsandhowwecanshapeourservices,ensuringthatourtenantsareattheheartofeverythingwedo.
	Thestrategyemphasisestheimportanceofourtenantvoiceandhowwecanworktogethertoincrease,develop,andimprovetenantengagement.Howourtenantscandirectlyinfluenceandshapethefuturedeliveryofthehousingservicesweprovide,resultinginhigherlevelsofsatisfaction.
	Italsosetsoutthekeyengagementopportunitieswewilltaketoaccomplishthisandhowourtenantscanholdusaccountabletothepromiseswemake.
	Effectivetenantvoiceandengagementcanhavemanybenefitsbutmorespecificallycanhelptoincreasetenantandstaffsatisfactionlevels,increase
	Figure
	valueformoney,improveourcommunicationandbuildamoretrustingrelationship,allowingustoworkinpartnership.

	Howwillweknowit’smakingadifference?
	Howwillweknowit’smakingadifference?
	AtWiganCouncilweprideourselvesonworkingwithourtenantstomakesureweco-produceandconsultontheservicesweprovide,toensureourtenantsreceivethebestserviceinawaythatsuitstheirneeds.Listeningtoyourfeedbackandworkingtogetherisessentialinprovidingagreathousingservice.
	Wewillmonitortheimpactthestrategymakesbymeasuringtheongoingimprovementof:
	 
	 
	 
	Increasedtenantrepresentationatvolunteeropportunities

	 
	 
	Increasedopportunitiesavailabletomeetallourtenants’requirementsandensureourtenantsareattheheartofallthatwedo

	 
	 
	Feedbackfromourengagedtenantsandvolunteers

	 
	 
	Staffunderstandingtheimportanceoftenantvoiceandproactivelyseekingtoencourageengagement.

	 
	 
	 
	IncreasedsatisfactionresultsacrosstheTenantSatisfactionSurvey,inparticular:

	1.
	1.
	1.
	Overalltenantsatisfactioninhousingservices

	2.
	2.
	Satisfactionthatthelandlordlistenstotenants’viewsandactsuponthem

	3.
	3.
	Satisfactionthatthelandlordkeepstenantsinformedaboutthingsthatmattertothem

	4.
	4.
	Agreementthatthelandlordtreatstenantsfairlyandwithrespect

	5.
	5.
	Contributiontoyourneighbourhoods–improvingspacesandplacesthatmeanthemosttoyouandincreasingtenantledactivities




	AlthoughtheTenantVoiceandEngagementTeamwillberesponsiblefordrivingtheengagementstrategy,itisessentialthatallhousingstaffproactivelysupportourtenantstogetinvolvedandhavetheirsay.
	Toensurewearetransparentwithourfindingsandhowwereportourperformancedata,theTenantVoiceandEngagementTeamwillsubmitanyreportsanddatatobescrutinisedthroughTheHousingAdvisoryPanelandtheScrutinyPanel.Wewillalsoworkwithourtenantvoicefocusgroupstodiscussourfindingsandagreeonanyimprovementplans.
	Figure

	Howyoucangetinvolved
	Howyoucangetinvolved
	Weencourageourtenantstogetmoreinvolved,havetheirsayandtohelpshapeservices.Wepromisetoprovideopportunitiesthatwillsuiteveryone,nomatterhowmuch,orlittletimetheyhavetospare.
	Tenantscangetinvolvedwithusonmanylevels,bycompletingsurveys,andconsultations,attendingfacetofacemeetingsandforumsorjoiningvolunteerpanels.Weendeavourtomakegettinginvolvedasimpleprocessandwilltrytoaccommodateanyindividualneeds.
	Toensureyourvoiceisheard,wewillprovidethefollowing:
	 
	 
	 
	AccesstotheHousingAdvisoryPanelmembers(foradviceandsupport)

	 
	 
	Consultation–facetoface,surveysandmeetingstodiscusssignificantchangesthatmayaffectyouasatenant

	 
	 
	ContactdetailsforyourTenantVoiceandEngagementOfficer

	 
	 
	Wewilldevelopandpromotenewvolunteeropportunitiesthatmeetbothourtenantsandthecouncils’requirements

	 
	 
	Wewillsupportandpromotetenantandresidentassociationsandlocalcommunitygroups

	 
	 
	Wewilldevelop,supportandrecruittoourexistingvolunteeropportunities

	 
	 
	Wewillworkwithourtenantstosupportanyotherformsofengagementtheyfeelwoulddeveloptherelationshipsbetweentenants,widercommunity,andthecouncil


	Weunderstandthatnoteveryonewishestogetinvolvedbutthateveryoneshouldhavetheirvoiceheard,ifyouwouldliketodiscussanythingonaone-to-onebasis,pleasegetintouch.

	Challengestotenantengagement
	Challengestotenantengagement
	Wefaceseveralchallengestoachievingeffectivetenantengagement.Ourtenantsleadbusylivesandfindingtimecanbedifficult,sowewilluseasmanydifferenttoolsaspossibletoenableallourtenantstogetinvolved,howevertheychoose.Wecanofferavarietyoftimes,mediums(suchasdigital)andlocations(includingyourownhome).Wecanalsocaterfordifferentabilitiesandlanguagebarriers.Ourbiggestconcernwouldbethatourtenantsnolongerfeellistenedtoandthereforehavenodesiretoparticipate.Ourteamarecommittedtoworkingtogethertoensureallourvolunteersfeelvalued
	Figure
	Ifyouwouldlikemoreinformationonanyoftheaboveortogetmoreinvolvedindecisionmaking,pleasecontacttheTenantVoiceandEngagementTeamon
	TVAET@wigan.gov.uk

	Thecurrentstructuresfortenantengagementaredetailedbelow.Thesestructuresreflecttheneedsandaspirationsoftenantsaswellasfittherequirementsofthebusiness.
	Wehavemanywaystogetinvolvedeithertohelpshapetheservicesyoureceiveasatenantortosupportthewidercommunityinenhancingyourneighbourhoodandthelivesofthepeoplethatlivethere.Nomatterhowmuchorlittletimeyoucansparewehaveanopportunitytosuiteveryone.
	Figure
	Figure

	GetInvolvedArmchairVolunteers
	GetInvolvedArmchairVolunteers
	-

	Volunteeropportunitiesyoucandofromthecomfortofyourownhome.
	Surveys:Signuptoreceivethelatestsurveyslookingathousingservicesandotherrelatedtopics.
	Newsletter:ReceivethelatestTenantVoiceandEngagementNewsletterbyemailtofindoutwhat’shappeningacrosstheHomesandCommunitiesserviceandinyourlocalneighbourhood.
	Feedbackandsuggestions:Letusknowaboutyourexperienceswhencontactingourservices.Feedbackwillbeusedtoimprovetheservicesyoureceive.Ifyou’vegotagreatidea,letusknow!
	VirtualVoice:Joinoneofourvirtualmeetingsthatlookatspecifictopicstofindoutmoreaboutwhat’sgoingonandtotellusyourviews.
	Mysteryshopper:Mysteryshoppersallowtenantstomonitorandappraisetheservicestheyreceive.Tenantswillfeedbackonservices,statingwhatwedowellandhowwecouldimproveviaafeedbackform.Trainingwillbeprovided.
	ReadersPanel:Thisisagroupoftenantsthatproofreadletters,documentsandflyersetctoensuretheyareinplainEnglish,easilyunderstood,andintherighttone.Alldocumentsthenreceivethepanelsstampofapproval.
	BetterConnectedFundPanelmember:AchancetoreadthelatestapplicationsfortheBetter-ConnectedCommunityFund.Helptoassessiftheymeetthecriteria,improvecommunityspirit,orourcommunities.Youhavetheopportunitytoapprove,declineorquestiontheserequests.
	Figure
	Figure

	HousingAdvisoryPanelandHousingScrutineerroles
	HousingAdvisoryPanelandHousingScrutineerroles
	Doyouhavemoresparetimetoshare?Wanttomakearealdifference?TheHousingAdvisoryPanelandHousingScrutineerroleslookatthestrategicpoliciesandproceduresofthecouncil.Participatingineitherrolegivesyoutheopportunitytosharetenants’viewsinshapingandinfluencinghousingservicesandensuretenantsareapartofthedecisionswemake.
	HousingAdvisoryPanel:Thepanelismadeupoftenants,councillorsandcouncilstaff.Theroleofthetenantmembersistoprovidechallenge,leadershipandsupportwhilstsharingknowledgefromwidertenantvoiceengagementandthroughtheirownlivedexperience.TheywillactasasoundingboardandsourceofadvicefortheCouncil’sCabinetonissuesofconcerntotenantsandbeabletoinfluenceandshapethehousingservicesweprovide.
	HousingScrutineer:Asahousingscrutineeryouwillgettheopportunitytolookathowweworkandtakepartinanin-depthreviewofourservices.Askquestionsanddeepdiveintohowthingswork.Youwillthenreportbackanyfindingsandmakerecommendationsforserviceimprovements.
	Ifyouwouldlikemoreinformationonanyoftheaboveortogetmoreinvolvedindecisionmaking,pleasecontacttheTenantVoiceandEngagementTeamon01942486645or
	TVAET@wigan.gov.uk

	Figure
	Figure

	Alreadyanactivememberinyourcommunity?
	Alreadyanactivememberinyourcommunity?
	TenantandResidentAssociation(TRA):
	TenantandResidentAssociation(TRA):
	ATRAbringslocalpeopletogethertoformacollectivevoiceinthecommunityinwhichtheylive.Theyworkcollaborativelywiththecouncilandwidergroupstoimprovetheirneighbourhood,solvelocalissues,andimprovecommunityspirit.

	NeighbourhoodChampion:
	NeighbourhoodChampion:
	Wherenotenantsandresidents’groupexist,theroleofneighbourhoodchampionwillbepromoted.Thisroleprovidesthatlinkbetweentenantsandthecouncilandwillbealocalpointofcontact.

	TenantVoice–NeighbourhoodChampionsGroup:
	TenantVoice–NeighbourhoodChampionsGroup:
	Thetenantvoicegroupaimstobringtheneighbourhoodchampionsfromacrosstheboroughtogethertodiscusswiderconcerns,relayimportantinformationandbeasoundingboardtodiscusschangesinservices.IthelpsustoshapepoliciesandhighlightissuestopasstotheHousingAdvisoryBoard.

	TenantVoice–Eyes&EarsGroup:
	TenantVoice–Eyes&EarsGroup:
	Theroleoftheeyesandearsgroupistogiveaplatformforindividualtenantstocometogetherandsharetheirviewsonlocalissuesthataffectourhousingareas.Raisingissuesandworkingtogethertocreatesolutions.

	YouthVoiceChampions(new):
	YouthVoiceChampions(new):
	Ourchampionroleisforanyyoungperson(11-18)livinginacouncilproperty.Thisisanopportunitytoshareviewsandtomakeinformeddecisionsonissuesthataffectthem,theirhomes,andtheirlocalcommunities.Helpingustoshapetheservicesofthefuture.
	Figure

	Holdingeventstobringyourcommunitytogether:
	Holdingeventstobringyourcommunitytogether:
	Anytenantinterestedinholdinganeventortrainingtobringthecommunitytogether,improvetheplacesandspacesorincreasetenantvoicecancontacttheTenantVoiceandEngagementteamforsupportandtofindoutmore.
	Ifyouwouldlikemoreinformationonanyoftheabove,pleasecontacttheTenantVoiceandEngagementTeamon01924486645oremail
	TVAET@wigan.gov.uk
	TVAET@wigan.gov.uk
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	Livinginourshelteredaccommodation(inadditiontotheotheropportunities)
	Livinginourshelteredaccommodation(inadditiontotheotheropportunities)
	ShelteredVoice:(New)
	ShelteredVoice:(New)
	TheShelteredVoiceGroupbringstogetherrepresentativesfromacrossalltheshelteredschemestodiscusswiderissuesaffectingresidents,utilisingtheircollectivevoicetoinfluenceservicechangesandsharebestpracticeonimprovingengagementandensuringallresidentshaveavoice.

	ShelteredForum:
	ShelteredForum:
	JointheShelteredandTenantVoiceandEngagementTeambi-annuallytocometogetherwithothershelteredresidents.Getthelatestnewsandupdates,catchupwitholdfriendsandletusknowhowtheservicesareworkingforyou.
	Figure
	Figure


	LivinginourHigh-Risebuildings(inadditiontothewideropportunities)
	LivinginourHigh-Risebuildings(inadditiontothewideropportunities)
	HighRiseChampions:
	HighRiseChampions:
	WherenoTenantsandResidentsgroupexiststheroleofhigh-risechampionwillbepromoted.Thisroleprovidesthatlinkbetweentenantsandthecouncilandwillbealocalpointofcontact.

	HighRisePanel:
	HighRisePanel:
	isagroupoftenantsthatproofreadletters,documents,flyersetctoensuretheyareinplainEnglish,easilyunderstood,andwrittenintherighttone,specificallyaroundthehealthandfiresafetyofthebuildings.


	TheRoleoftheTenantVoiceandEngagementTeam
	TheRoleoftheTenantVoiceandEngagementTeam
	TheTenantVoiceandEngagementTeamareavailabletosupportindividualtenants,tenantgroupsandwidercommunitygroups,aswellaswidercouncilstaffandpartners,encouragingengagementwithhousingservicesandlocalcommunities.Theteamwilltakeresponsibilityfortheworkoutlinedinthisstrategyandwillpromotethetenantvoiceinallarenas.
	TheTenantVoiceandEngagementOfficerscansupportwith:
	 
	 
	 
	Encouragementandsupportfortenantstoparticipate

	 
	 
	Facilitatingfocusgroups,smallsurveys,creatingsurveytoolsandtemplatesandco-ordinatingconsultations

	 
	 
	Ensuringfeedbackfromfocusgroupsandconsultationsaresharedwithparticipantsandusedtoshapeourservices

	 
	 
	Providingadvicetostaffandtenantsonundertakingtenantengagement

	 
	 
	Planningcommunityeventsinvolvingtenantsincluding‘popup’events,consultationsandfocusgroups

	 
	 
	Maintainingandrefreshingthetenantengagementdatabase,includinganannualcheckinthatthetenantwishestoremaininthedatabase,howtheywouldliketogetinvolvedandtheimpacttheymake


	Figure
	Alongsidethevolunteeropportunitiesthattheteamsupportwealsoengagewithinlocalcommunitiestoprovideavisiblepresenceandbuildrelationships.TofindoutwhoyourlocalTenantVoiceandEngagementOfficeris,ortogetmoreinvolvedpleasecontacttheteam.
	VolunteerSupport
	VolunteerSupport
	Theteamwillsupportanytenantswishingtogetinvolved,wewillhelptofindsolutionsforanybarriersthatmaypreventourtenantsfromhavingavoice.Wewillworkwithtenantstoprovidetrainingandwillregularlycontactourvolunteerstoensuretheyfeelliketheyarebeingheard,listenedto,andmakingadifference.

	Funding
	Funding
	Theteamcanadviseonfundingthroughthebetter-connectedcommunityfundthatoffersupto£2000toimprovecommunityspirit,thespacesthatmattertocommunities,training,andtenantvoice.WealsosupportTRA’sthroughourannualgrant.Theteamcanalsosupportwithexternalfundingapplicationsandcollaborativeworking.
	www.wigan.gov.uk/TenantVoice
	www.wigan.gov.uk/TenantVoice
	www.wigan.gov.uk/TenantVoice



	SettingupalocalTRA
	SettingupalocalTRA
	Needsupportonsettingupanewgroup?Theteamcansupportwithpracticaladviceonsettingupacommittee,openingabankaccount,applyingforfundingandallotheradvicethatrequired.

	CommunityCuppa
	CommunityCuppa
	Jointheteaminyourlocalareatohaveabrewandfindoutmoreaboutwhatishappeninglocally.Findouthowyoucangetinvolvedortellusyourviews.

	TalkandTidyTuesdays
	TalkandTidyTuesdays
	TheseareheldthelastTuesdayofthemonthfromMarchtoOctober.Theteam,workalongsideourcaretakers,NeighbourhoodTenantOfficers,andwidercouncilstafftoholdpopupeventsacrosstheborough.Welookatcleaningupthearea,talkingtothetenantsaboutissuesandgettinginvolvedwithestateinspectionsandlitterpicks.
	Figure

	EstateInspections
	EstateInspections
	EstateinspectionsenabletenantswholiveonourestatestojoinWiganCouncilstaffinappraisingtheirneighbourhood,noticingconcernsandissues,andaddressingenvironmentalproblems.Estateinspectiondatesandtimeswillbepublishedonourwebsite.

	Training
	Training
	Trainingisimportantasatooltohelptenantsandstaffmakeinformedviewsordecisions.Theenvironmentweworkin,andourcustomerexpectationsareconstantlychangingandsubsequentlytrainingfortenantsandstaffshouldbepartofanongoingprocessofreview.
	 
	 
	 
	Toinitiallyconductatrainingneedsanalysisofalltenantparticipationstaffandtenants’groups

	 
	 
	Todrawupacomprehensivetrainingprogrammefortenantparticipationstaffandtenants’groups

	 
	 
	Toputtogetherinductionandrefreshertrainingprogrammesforindividualtenantvolunteersandgroups

	 
	 
	Tomonitoreffectivenessandsatisfactionwithtraining

	 
	 
	Tocontinuallymonitorandadjustourtrainingplantonewneedsandopportunities



	Linkstothewidercommunity
	Linkstothewidercommunity
	WiganCouncilcannotachieveeverythingsetoutinthisstrategyinisolation.Ajoined-upapproachisneededandthisstrategylinksinwithandsupportsotherstrategiessuchasWiganBorough’sHousingStrategy,TheDeal2030CouncilStrategyincorporatingthelatestupdatesthroughProgresswithUnity(anewera),YouthParticipationStrategyandtheEqualityandDiversityStrategy.
	Additionally,wewillcontinuetocollaboratewithourlocalcommunities,tenantandresidents’groups,otherpartnersandagenciesinacoordinatedwaytomeettheneedsofourtenants.Wepromisetoworktogetherto:
	-

	 
	 
	 
	Buildstrongerlinkswiththelocalpartnerorganisations.Offeringsupportintranslatingthecommunities’needsandaspirations,contributingtomoreconnectedcommunities

	 
	 
	StrengthenlinkswithTownshipManagersandco-ordinateactivityforthebenefitoflocalcommunities

	 
	 
	Strengthenlinkswithlocalcommunity,tenant,residentgroups,andcommunitychampions


	Figure
	What:
	What:
	What:
	How:

	Strengtheningandimprovingcurrent
	Strengtheningandimprovingcurrent
	 Activelypromoteourengagementopportunities

	tenantengagementstructurestoenableincreasedparticipation.
	tenantengagementstructurestoenableincreasedparticipation.
	 Worktogethertoremovebarrierstogettinginvolved Bemorevisibleinourcommunitiestobeabletopromotetenantengagement. Createnewvolunteeropportunitiesfromlisteningtoyourfeedback

	Toactivelypromoteopportunitiesfortenantparticipationinternallytohousingstaffandexternallytotenants,councillors,andourpartners.
	Toactivelypromoteopportunitiesfortenantparticipationinternallytohousingstaffandexternallytotenants,councillors,andourpartners.
	 Newsletters Socialmedia WiganCouncilwebsite Eventsandmeetings Communitynoticeboards Staffmeetingsandinternaltrainingtoembedtenantengagementinallhousingroles

	Ensuringalltenantsandhousingstaffhaveaccesstorelevanttrainingaboutvoiceandengagementandunderstandthebenefits.
	Ensuringalltenantsandhousingstaffhaveaccesstorelevanttrainingaboutvoiceandengagementandunderstandthebenefits.
	 Provideandpromoterelevanttrainingopportunities Offertailoredtrainingforeachvolunteerrole. Provide1:1supportandadvicetoensurevolunteersfeelvaluedandlistenedtoo.

	Encourageinputfromalltenantsintheco-designanddeliveryofmaintenanceandimprovementworksintheirarea.
	Encourageinputfromalltenantsintheco-designanddeliveryofmaintenanceandimprovementworksintheirarea.
	 Focusgroups Consultations Surveys Feedbackfromcomplaintsandwebsite

	Raisingawarenessofequalopportunityissuesandadoptingatargetedapproachinconsultinghardtoreachgroups,activelyremovingbarrierstoparticipate.
	Raisingawarenessofequalopportunityissuesandadoptingatargetedapproachinconsultinghardtoreachgroups,activelyremovingbarrierstoparticipate.
	 Createvolunteeropportunitiestosuitallrequirements,removingbarrierstoparticipation Identifyunderrepresentedgroupsandactivelypromoteopportunitiestoensurewegettheviewsofallourtenants. Worktogetherwithourtenantstoidentifynewwaystoengagewithawideraudience

	Ensuringthereare
	Ensuringthereare
	 Reviewourconsultationprocessesona

	adequateconsultation
	adequateconsultation
	regularbasis.

	processesinplace,
	processesinplace,
	 Offervariouswaystobeconsulted–Surveys,

	whichareconstantly
	whichareconstantly
	consultationevents,focusgroups,website

	reviewed,andthat
	reviewed,andthat
	etc.

	tenants’rightsto
	tenants’rightsto

	consultation,
	consultation,
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	informationanddevolvedpowers,aremadeknowntotenantsandleaseholders.
	informationanddevolvedpowers,aremadeknowntotenantsandleaseholders.
	informationanddevolvedpowers,aremadeknowntotenantsandleaseholders.
	 Ensureweconsultourtenantsonsubjectsthatcanimpacttheirlives,homes,andcommunity. Advertiseanyconsultationsinavarietyofwaystoreachalltenantsthatwouldbeaffectedbythechange. Ensurealltenantrightsarepublicised,easytofindandunderstand.

	Strengtheninglinkswiththewidercommunitybysupportingcorporateandcommunitywidestrategies
	Strengtheninglinkswiththewidercommunitybysupportingcorporateandcommunitywidestrategies
	 Worktogetherwithtenants,tenantandresidents’groupsandwidercommunitygroupstoimprovetheplacesandspacesthatmeanthemosttothem WorkwithwiderWiganCouncilteamsandpartnerorganisationstostriveforacleaner,greener,safer,andinclusiveborough PromotefundingopportunitiesthroughourBetter-connectedcommunityfund

	Constantlymonitoring,reviewing,andrefreshingthisstrategy.
	Constantlymonitoring,reviewing,andrefreshingthisstrategy.
	 Regularlyseekfeedbacktoensureallpointsraisedwithinthisstrategyremainrelevantandworthwhile,worktogethertorefresh,andbringnewideasonhowtoengagebetter

	Ensuringfeedbackfromsurveys,consultationsandserviceagreementsaregiveninatimelymanner,whichareeasilyunderstoodandopenlypublicised.
	Ensuringfeedbackfromsurveys,consultationsandserviceagreementsaregiveninatimelymanner,whichareeasilyunderstoodandopenlypublicised.
	 Produceanannualreportonourperformance,showingclearlyhowweperformagainstcurrentgovernmentstandards Demonstratehowtenantshaveshapedservicesthroughourtenantengagementopportunities Workwithourreaderspaneltoensurealldocuments,letters,websiteetcareplainEnglish,jargonfreeandeasytounderstand Usingfeedbackfromtenantstoimproveservicesandcontinuallyreviewourpoliciesandprocesses.


	Formoreinformationortocontacttheteam:TenantVoiceAndEngagementTeam-or01942486645.
	TVAET@wigan.gov.uk

	Figure
	VisitourWebpages:
	www.wigan.gov.uk/TenantVoice
	www.wigan.gov.uk/TenantVoice
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