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FOREWORD
	The Rotherham Council Housing service wants to be the best housing provider in the
country, delivering high quality services and support, and peaceful, well-managed
neighbourhoods.
However, this can only be achieved through listening to and involving our tenants and residents who
are best placed to tell us about how we can improve their homes, estates and services.
Over the years the Council has been extremely grateful to all tenants and residents who have
committed their valuable time to work with us to strengthen our housing service. In recognition of this
dedication and commitment, Tpas (Tenant Engagement Experts) awarded the Council and tenants as
regional winners for ‘Excellence in Tenant Engagement’ in 2018.
We have also recently achieved the ‘Tpas PRO Landlord Accreditation in Resident Involvement’ for a
further three years from 2019 to 2022. This accreditation recognises the Council’s commitment to
resident involvement and ensures our approach is effective and offers the best value for money.
Looking forward the Council wants to further build upon our strong tenant engagement base by
widening and expanding opportunities for tenants to make a positive difference to our services and
future direction through a range of digital options. We also want to empower tenants through the
provision of tools, resources and support to enable them to make a difference to their neighbourhoods.
I would like to thank everyone who took part in the refresh and development of this Framework and
look forward to continuing to work with our tenants and residents to deliver the outcomes over the
next three years.
Councillor Dominic Beck, Cabinet Member for Housing, Rotherham Council

INTRODUCTION (The Vision for Tenant Involvement)
Our vision is to put tenants at the heart of everything we do ensuring that Council tenancies and
estates are sustainable and are set within safe, strong and cohesive communities.
In order to achieve this, we have developed four key outcomes in consultation with our tenants.
•	
Outcome One: Make tenant involvement an integral part of our business by involving and
consulting tenants to enable services to be shaped to meet their needs.
•	
Outcome Two: Widen and increase engagement by offering a range of ways that tenants can
get involved.
• O
 utcome Three: Enable tenants to make a difference to their neighbourhoods where
communities are healthy, safe and proud of where they live.
• O
 utcome Four: Maximise scrutiny and accountability to ensure that tenants have confidence in
our services by listening and working together to make a difference.
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NATIONAL CONTEXT
There have been a number of national challenges and changes which have significantly impacted
upon social housing and local authorities. Some of the recent key legislative changes and strategies
emphasise the importance of involving and empowering tenants in housing services and the benefits
this brings to services.

Regulatory Tenant Involvement and Empowerment Standard
The standard is a legal requirement for housing providers to ensure that tenants are given a wide
range of opportunities to influence and be involved in the development of policies, decision making,
scrutiny, right to manage and agreeing local offers.
The Tenant Engagement Framework ensures all aspects of the standards are incorporated in our
housing service delivery.

Social Housing Green Paper ‘A New Deal for Social Housing’
We plan to achieve these four key themes by:
•	
ensuring homes are safe and decent - we will improve our communication and engagement
with residents on safety issues, decency, energy efficiency and fire safety
•	
effective resolution of complaints - we will ensure that any learning points from complaints are
addressed and use this to improve our services
•	
empowering residents and strengthening the regulator - we will continue to be accountable
and provide information around our performance to enable scrutiny and provide tenants with the
tools to make sure their voices are heard and acted upon
•	
tackling stigma and celebrating thriving communities - we will work with our communities and
arrange community events and initiatives to tackle stigma and celebrate their achievements
•	
expanding supply and supporting home ownership - we will involve tenants and communities
in the development of new homes.

Social Housing Green Paper consultation workshop
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A connected society; a strategy for tackling loneliness
This Tenant Engagement Framework also has strong links to the national strategy for tackling
loneliness.
The Council’s Housing service has a range of initiatives in support of this agenda including:
•	tenancy health checks to identify loneliness and mental health issues, discussing potential support
and referrals and signposting to community activities
• working with Rotherham Federation of Communities to increase use of neighbourhood centres
•	installing Wi-Fi within our neighbourhood centres to enable tenants to get online which will
connect people, particularly older and disabled people
•	empowering residents with management of assets and pro-active involvement in their
communities through community asset transfer including community buildings, allotments and
greenspace
•	improving green infrastructure and community hubs through Ward Housing Hubs and
environmental works investment in our greenspaces, play areas and neighbourhood centres.

LOCAL CONTEXT
The Council is currently experiencing significant financial challenges resulting in some services being
reduced or removed. We are therefore extremely grateful to our tenants and residents who are taking
the time to improve services, their estates and neighbourhoods. The importance of tenant and resident
empowerment and involvement supports the delivery of a number of local key strategies, plans and policies.

Housing Service Plan 2019-20
Our aim is that residents live good quality lives in a place where people come together and contribute
as one community, where people value decency and dignity and where neighbourhoods are safe,
clean and well maintained.
A key priority within the plan is to make tenant engagement an integral part of our business by
involving and consulting tenants to shape services to better meet their needs.
The key objectives for tenant engagement within the service plan are:
•	understanding our tenants better and using
tenant profiling data to ensure we are meeting
our customer needs and expectations
• delivering more services digitally
• tenant scrutiny and challenge of performance.
Digital workshop at
Tenants Conference
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Council Plan 2017-20
Delivery of the Tenant Engagement Framework and the involvement of our tenants in housing services
and estate management activities directly contribute towards delivery of the Council priorities through
community based action and empowerment to improve the environment and offer a range of
activities to benefit people of all ages.

Housing Strategy 2019-22
A key aim of the Housing Strategy is to be the best housing provider in the country. In order to achieve
our ambition, we need to understand what our current and future tenants and residents want from us.
The Council wants to work with all communities to understand what future housing need will look like
so it can plan effectively and provide the types of homes that help people have a good quality of life.

Homelessness Prevention and Rough Sleeper Strategy 2019-22
The Framework supports the objectives of the Homelessness Prevention and Rough Sleeper Strategy
2019. We are working with our tenants to better understand their needs and how they would like us to
work with them in order to effectively support them to sustain their tenancies to prevent homelessness.

Thriving Neighbourhoods Strategy
The strategy sets out the Council’s aspirations to
put communities at the heart of everything we do
and to make people healthier, happier, safer and
proud by:
• 	working with communities on the things that
matter to them
• 	listening and working together to make a
difference
• 	supporting people from different backgrounds
to get on well together.

Gathering views about anti-social
behaviour at East Dene

We have geographically aligned some of our budgets on a ward basis to ensure investment and
involvement within each ward area. We are also building capacity to enable more tenants to become
involved and ensuring that projects align to ward priorities to benefit the wider neighbourhoods.

Financial Inclusion Strategy
We want to better understand what our tenants require from the tenancy and financial support service
in order that we can provide effective support to tenants to enable them to manage their finances and
sustain their tenancies.
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Digital Strategy
We want to improve our digital offer to enable our tenants to self-serve and get involved online. This
adds value to the Council’s Digital Strategy by putting technology at the forefront of our customer
journey. We are also installing Wi-Fi within a number of our neighbourhood centres to enable more of
our tenants and residents to get online.

Customer Access Strategy
The website refresh and Wi-Fi installation will save our tenants time spent on the phone as well as
reducing the number of calls and visits to the Council. This will enable us to target our resources more
effectively to prioritise the people and communities who need help the most.

Safer Rotherham Partnership Plan 2018-21
The Framework contributes towards the objective of building confident and cohesive communities
within the Safer Rotherham Partnership Plan through further involving tenants and building capacity
within our neighbourhoods.

Rotherham Joint Health and Wellbeing Strategy
We are working with Rotherham Federation of Communities to increase community based activities
and use of our neighbourhood centres. We have empowered groups with management of community
based assets to enable them to make a difference to their communities. We are identifying any care and
support needs and signposting to support available through our revised tenancy health check process.

Consultation and Engagement Policy
We will ensure our tenant consultation and engagement activities apply the standards and principles
established in the Council’s Consultation and Engagement Policy.

Tenants Open Day 2019
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2016-19 KEY ACHIEVEMENTS
We are very proud of all of the hard work and time that our tenants and residents have committed
during the last three years which has enabled the housing service to be strengthened as well as
achieve a number of key achievements.

1. Tpas Accreditation
In 2016, we achieved ‘accredited landlord’ status from Tpas in Resident Involvement Excellence for
a period of three years and we have been very successful in achieving reaccreditation this year for a
period of a further three years up until 2022.

2. Tpas ‘Excellence in Tenant Engagement Award’
In 2018 we won the ‘Excellence in Tenant Engagement Award’ at the Tpas North Regional Finals in
recognition ofthe Councils approach towards improving tenants engagement and the dedication,
time and commitment from our tenants.

3. Rotherham Tenant Involvement Strategy (2016-19)
The previous Rotherham Tenant Involvement Strategy (2016-19) had delivered some great
successes and has been showcased as good practice regionally and nationally.

4. Tenant Scrutiny Reviews
The Tenant Scrutiny Working Group was formed in April 2016 supported by Rotherham Federation
of Communities. To date, three reviews have been completed. The first scrutiny review identified
how we can improve engagement with young tenants. This has enabled more younger tenants to
become involved and changes to key service areas have been made to benefit younger tenants.
A scrutiny review of the repairs service enabled areas for improvement to be incorporated in the
tender for the repairs and maintenance contract. A recent review of the anti-social behaviour
(ASB) service has formed a number of recommendations which have been populated within an
improvement plan to be taken forward by the service.

5. Housing Involvement Panel
The Housing Involvement Panel has had involvement and influenced key decisions and service
improvements such as the Housing Strategy, Housing Allocations Policy, Housing Revenue Account
Business Plan, shared accommodation for young tenants, repairs and maintenance re-tender,
Universal Credit and pre-tenancy workshops.

6. Repairs and Maintenance Contract Tender Steering Group
Tenants and leaseholders attended the steering group and had involvement in developing the
specification for the repairs and maintenance contract ensuring that the service meets the needs
and requirements of tenants.
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7. Annual Tenants Open Day and 100 Year Celebration of Council Housing
In July 2019, we held our annual Tenants Open Day which celebrated 100 years of Council Housing
along with the Rotherham Federation Awards Ceremony at the New York Stadium with a fantastic
turnout of nearly 200 tenants and a range of stalls providing useful services and information for tenants.
Some of the feedback from the tenants who attended said that it was:
“Well organised, interactive, makes tenants feel valued”
“Well run - very enjoyable.”

8. Garden Competition
The Garden Competition recognises tenants for their hard work in the maintenance of their individual and
communal garden areas. We have had a record number of entries and winners over the last three years.

9. Quality Standards Challenge Group
The Quality Standards Challenge Group monitors and challenges performance and service delivery
through reality checking and customer testing.
They have recently reviewed and refreshed the Local Offers ensuring that our performance checks
and measures reflect their requirements.

10. Ward Housing Hubs
Ward Housing Hubs across the borough provide tenants with details on housing performance within
their area, enabling them to have a say on changes to service delivery and allowing tenants to have a
say on how money will be spent on environmental improvements within their areas.

11. Tenancy Health Checks
We have revised our tenancy health check process to adopt a person, property and place based
approach ensuring that we proactively identify issues and provide appropriate support to our tenants.
This process is increasing engagement, building more capacity, improving community self-help and
resilience, preventing social isolation, improving health and wellbeing and maintaining independence.

12. Housing Hub 2019
A series of Housing Hub events took place during 2019 to give even more
opportunities for tenants to come and meet us and get involved, including
the Tenants Open Day, Rotherham Pride, Dinnington Carnival, Thurcroft
Gala, Ferham Park Fun Day and the Rotherham Show.
Rotherham Pride 2019
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Meet our tenants
Mary Jacques, Council tenant and
Chair of Rotherham Federation of
Communities, said: “I am on the
Tenant Scrutiny Working Group which
makes sure that Rotherham Council
does what it says it will – we add
the tenant’s voice and scrutinise a
service working with senior managers
and officers. We have a different
topic for each review. I’d definitely
recommend it as the Council have
shown us that they are listening to us
as we are already seeing outcomes
and improvements to housing services
which are benefiting tenants further.”
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Meet our tenants
Ella Webster, a Council tenant,
said: “I’m really proud to be involved
and help tenants and the Council
work together. It’s also a personal
achievement. I went into the first
meeting not sure what to expect; I
didn’t understand how communities
worked together or how tenants
worked with the Council. All I knew was
that I really wanted to get involved
in helping my local community. I’ve
gained so much knowledge and
confidence about housing issues since
taking part in the Housing
Involvement Panel and this helps me
help others.”
Ella Webster, was awarded winner of
the Community Champion Award at the
2018 ARCH (Association of Retained
Council Housing) Tenants Conference
in recognition for her outstanding
contribution.
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Case Study
St John’s Green – Working together to
tackle anti-social behaviour

The challenge was that adjoining the housing office
was a community centre that was still home to the
Tenants and Residents Association who, fearing they
would have nowhere to meet, lodged an objection.

With its narrow and dimly lit passageways and closed in
corners St John’s Green at Kimberworth was once a hot
spot for anti-social behaviour (ASB) and shoplifting.

Working together the St John’s Green stakeholders
including the Council Housing Team, Neighbourhoods
Team and the ward Councillors looked for alternatives
and found another building close by on Byrley Road,
Kimberworth.

Shopkeepers and residents were constantly reporting
vandalism and squatters in disused buildings while
parishioners at St John’s Church had stopped
attending evening services because they felt the area
was unsafe after dark.

With the help of Mears, the Byrley Road building
was renovated to a modern specification with a
brand new kitchen. The TARA moved into their
new accommodation and the old buildings were
demolished.

The Council’s Area Housing Office, situated in the
centre of the plaza was in need of repair, but the
housing service was reluctant to carry out the work
until an effective way to tackle the ASB had been
found.
The Housing Service asked the police to help them to
create a strategy to deal with the issues at St John’s
Green. The resulting crime prevention analysis report
was clear; demolish the area housing office to create
an open space.

		Paul Walsh, added: “The results have
been astonishing. ASB has reduced
and the area is a safer place. The ward
Councillors working together
		
with the TARA, Council officers, police
		
and tenants were pivotal in moving
the project forward. On-going landscaping has been
funded by the Ward Housing Hub budget and residents,
business owners and parishioners are once again
enjoying their local community hub.”

Paul Walsh, Head of Housing Operational Services
for Rotherham Council said: “It was so simple. We
weren’t using the building and we could visualise how
much better the area would be, especially with some
landscaping and additional lighting.”

		David Senior, Chair of the TARA said:
“It’s a big thanks to the Council and
all the stakeholders that we got this
done. Now even more friendships are
being made across the estate.”

Before

After

St Johns Green
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Meet our tenants
Stella Parkin, Council tenant and Chair of Housing Involvement Panel, said: “When I wrote
to the Council suggesting the borough should celebrate 100 years of Council Housing,
I had no idea where it would lead. It was great to co-produce this idea with the Council
and turn it into reality. Tenants embraced celebrating 100 years of Council housing by
sharing their photographs, memorabilia and stories for an exhibition which was launched
at the successful Tenant’s Open Day 2019 and is now touring the borough.
Left to right: Cllr. Dominic Beck (Cabinet Member for Housing), Cllr. Jenny Andrews (Mayor of
Rotherham), Stella Parkin (Council tenant and Chair of Housing Involvement Panel), Councillor
Chris Read, Leader of Rotherham Council, Cllr. Jeanette Mallinder (Mayoress of Rotherham).
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Meet our tenants
Now in its eleventh year, the Council’s Garden Competition recognises the achievements
of both established and newly aspiring gardeners who’ve made a beautiful and colourful
difference to their estates. The 2019 Best Garden award went to Kevin Tyler as his
garden had everything. With a wide variety of flowers, plants and additional features,
including an ornamental bridge and a handmade wooden caravan, it stood out as an
exceptional effort among so many wonderful entries.
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Meet our tenants
Winnie Billups, Council tenant and Chair of Quality Standards Challenge Group, said:
“I am the Chair of the Quality Standards Challenge Group. I have found it very rewarding.
We have carried out reality checking and customer testing to make further improvements
to services, such as void property cleaning checks, to ensure they are in a decent state
to let. And carrying out telephone surveys with tenants to ensure when their repairs
are carried out first time, that they are to their satisfaction. We share our evidence and
information with the appropriate service managers ensuring that they feedback to us how
they have improved the service as a result.”.
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Case Study
During a tenancy health check visit, Area Housing Assistant Beverley Rennie identified that
the tenant was struggling with her health issues and was feeling lonely. She said that she did
not have anyone to help or support her and was not sure what she was entitled to.
Beverley Rennie contacted various services on the tenant’s behalf. The tenant is now
feeling much happier receiving the support that she much needed.
Beverly Rennie was the winner of a Rotherham Federation Annual Award at the Tenants
Open Day 2019. She was put forward for the award by tenants for going the extra mile.
Pictured left to right: Cllr Jeanette Mallinder (Mayoress of Rotherham), Beverley Rennie (Area
Housing Assistant), Cllr Jenny Andrews (Mayor of Rotherham).
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TPAS TENANT ENGAGEMENT STANDARDS
The overall aim of tenant engagement is to understand the needs, expectations, aspirations,
achievements and experiences of Council tenants and to improve services as a result of this. TPAS
aim to achieve this through the six National Engagement Standards. The Council is a member of
TPAS and therefore works to the standards.

1 
Engagement Strategy
Make sure your tenant
engagement links directly to
business plan objectives.

2
Resources for Engagement
Your engagement has got to be
resourced to ensure it is effective
in delivering planned outcomes.

3 
Information and Insight
Provide access to information
at the right level, at the right
time, to the right people in the
right way.

4 
Influence and Scrutiny
Ensure tenants, leaseholders
and communities can influence
appropriately.

5 
Community Engagement
Engage with communities and
local stakeholders to develop
projects and plans to meet jointly
identified needs.

6 
Valuing Engagement
Ensure your tenant engagement
outcomes will benefit stakeholder
organisations, tenants,
leaseholders and communities.
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HOW WE WILL ACHIEVE OUR OUTCOMES
Outcome

1. Make tenant involvement an integral part of our business by involving and
consulting tenants to shape services to best meet their needs
•C
 ontinue to build upon our tenant engagement offer ensuring that we deliver high
quality tenant engagement services and achieve Tpas re-accreditation.
•C
 ontinue to improve our digital methods to enable performance, information on
housing services and ensure consultation on service changes is available online.

Actions

• I mprove engagement with our under-represented groups, such as younger tenants,
working tenants, disabled and BME (Black and Minority Ethnic) tenants to make a
positive difference to the services we provide.
• P romote tenant involvement at every opportunity including through our Home
Matters tenants magazine, events and tenancy health checks.
•W
 e will seek out best practice through benchmarking with other housing providers.
•R
 otherham Federation of Communities will deliver the Rotherham Digital Inclusion
Network meetings, inviting partners and tenants to contribute.
• E nable tenants to get involved in the health and safety aspects of their homes.

Impact
Measures

• Number of tenants actively involved in our services.
• Number of service improvements delivered as a result of tenant involvement.
• TPAS re-accreditation awarded.

Outcome

2. Widen and increase engagement by offering a range of ways that tenants
can get involved
• Work with under-represented groups to address barriers to involvement.
• P rovide a wider range of access routes and opportunities for on-line service access,
reflective of the demographics of our customer base.
• E nsure core customer data is captured and updated at every opportunity to enable
services to be developed and tailored to meet individual needs.

Actions

•R
 efresh the website promoting more self-service, with easier and quicker ways for
tenants to let us know what they think about our services and get involved in the
Ward Housing Hub online offer.
• E nable tenants to get online by installing Wi-Fi within a number of our
neighbourhood centres.
•D
 iscuss the range of options for tenant involvement at pre-tenancy workshops,
tenancy health check visits and joint engagement events with Rotherham Federation
of Communities ensuring that tenants can get involved in a way that suits them.

Impact
Measures

•
•
•
•

Increased web-forms and self-service options on the website.
Number of neighbourhood centres with Wi-Fi installation.
Increase in under-represented groups.
Different methods of involvement in place.
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Outcome

3. Enable tenants to make a difference to their neighbourhoods where
communities are healthy, safe and proud of where they live.
• P rovide support and training to individuals and groups to equip them with the
necessary skills, tools and knowledge to get involved.
• P romote active engagement by communities in general neighbourhood
stewardship.

Actions

•A
 lign Ward Housing Hubs with ward based working arrangements and provide a
flexible tenant engagement offer to enable more tenants to become involved.
• E mpower and enable tenants to make better use of our assets such as
Neighbourhood Centres, garages and housing land.
• S upport ward based working through providing on-going support to groups who
are making a difference in their neighbourhoods.
• P rovide tools and equipment to groups and individuals who want to make a
difference to improving and maintaining their communal areas.
•N
 umber of tenants and groups actively involved in improving their estates and
neighbourhoods.

Impact
Measures

• Number of TARA’s accessing support and funding opportunities.
• Number of asset transfers completed.
• Number of community based activities.

Picnic in the Park with Ferham and
Masborough residents 2019
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Outcome

4. M
 aximise scrutiny and accountability to ensure that tenants have confidence
in our services by listening and working together to make a difference.
•M
 odernise our approach to gathering customer feedback and satisfaction to
continuously develop and improve the service through a smart SMS service and
refreshed tenant satisfaction survey.
• F eedback all the outcomes and impact using Home Matters, social media and the
website, so tenants can see they have made a positive difference to services they
have influenced.
• Produce a Tenant Engagement Impact Report which will be published on the website.
•R
 eview the Local Offer and work programme for the Quality and Standards
Challenge Group to ensure that the performance and scrutiny measures that are in
place meet the needs of tenants and can be effectively monitored and challenged.
• P ublish performance monitoring on our website on a regular basis so that tenants
can see how we are measuring against our performance and effectively challenge.

Actions

•T
 enants Scrutiny Panel to continue to carry out scrutiny reviews of housing services
to ensure we are accountable and that service improvements are delivered as a
result of the review outcomes and recommendations.
• E nsure that we are open and accountable by publishing our performance in an
annual report to be shown in the Home Matters magazine and the website.
• I dentify appropriate and new innovative ways of collating feedback and
satisfaction and use this information to drive forward service improvements where
appropriate. These will also be published on our website.
• E volve the role of the Learning from Complaints Forum to enable them to be
involved in scrutinising complaints ensuring learning outcomes are embedded.
• Ensure that tenants can get involved in the health and safety aspects of their homes.
• P rovide opportunities for tenants to benchmark against other housing providers to
seek out best practice and areas for improvement.
• E nsure that any improvements made as a result of tenant involvement are fed back
to tenants.
• P erformance and local offers reports presented to Quality Standards Challenge
Group on a quarterly basis.
• Performance report presented to Ward Housing Hubs on a bi-monthly basis.
• Annual performance report published on the website and Home Matters magazine.
• SMS smart text service in place, increased customer feedback by September 2020.

Impact
Measures

• Number of service improvements made as a result of scrutiny reviews.
• Outcomes and impact published on website to show difference made.
• Number of tenants who provide feedback.
• Tenants satisfaction survey results.
• Quality and Standards Challenge group minutes.
• Feedback on improvements to be included in Home Matters magazine.
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WAYS TO GET INVOLVED AND HAVE YOUR SAY
There are a number of ways that you can become involved in our services at differing levels and
formality to suit you. The list is not intended to be exhaustive, as new mechanisms will continue to
be developed to offer maximum choice and opportunities for people to get involved.

Customer
Inspection
Group/Learning
from Customers
Forum

Pre-tenancy
workshops and
Tenancy Health
check

Home
Matters (Tenants
Newsletter)
4 - 5 hours,
quarterly

Information

Consultation

Website
Complaints,
Suggestions and
Compliments

Consultation
Events

Digital
Inclusion

Housing
Involvement
Panel
Bi-monthly

Tenant
Scrutiny Panel
Monthly

Estate
Inspections
vary across
the wards

Engagement

Ward Housing
Hubs
will vary across
the wards

Tenants’ Open
Day/Housing Hub
Activities

Quality
Standards
Challenge
Group
Quarterly

Young Tenants
Forum (currently
supported by
Roundabout
Housing)

Community
Groups, TARA’s
etc

Empowerment

Rotherham
Federation of
Communities

Right to
Manage
Full time
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INFORMATION
The Council provides information about its services and how to get
involved or feedback
Pre-tenancy workshops and Tenancy Health check
Purpose: Provide information to tenants in relation to housing services and how they can get involved.
Key features: Opportunity for tenants to find out how they can get involved and access further services.

Website
Purpose: Keeping tenants up to date about the Housing Service. Easy access to information about
services, self-serve and how to get involved including online housing related consultations and
engagement activity e.g. Ward Housing Hubs.
Key features: Housing Twitter page and Housing/Tenant Involvement website developed and
continuous improvements will be made as part of the Corporate Digital Strategy and future website
improvements.

Home Matters (Tenants newsletter)
Purpose: Keeping tenants up to date on what is happening in the Housing service and ward areas
and providing information on performance.
Key features: Produced four times per year and sent to all tenants. Tenants can be involved as part
of the Editorial Panel, or they can send articles to the tenant representatives in their local areas.

Digital Inclusion
Purpose: To provide all tenants and residents with the opportunity to learn about IT, make the most
from the benefits of being online and get involved with social media.
Key features: Rotherham Federation of Communities run support groups and classes with tenants
and residents, targeting those who are not currently making use of IT and helping them with the
initial steps in understanding how IT can help them in everyday life. This could be paying rent,
saving money, connection with others and improved social interaction.
For further information or to get involved: Please contact Rotherham Federation of Communities
on (01709) 368515 or email on info@rotherfed.org
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CONSULTATION
The Council offers options and listens to feedback to improve its services.
Customer Inspection Group/Learning from Customers Forum
Purpose: The Customer Inspection group tests housing services and provides feed back in relation to any
issues identified to the respective service managers ensuring that learning outcomes are embedded.
Key features: Using a variety of access channels and methods e.g. mystery shopping, reality checking
exercises, observations, website tests, exit polls, journey maps, test performance against Local Offers.
Participants also conduct additional activities to see the service through the eyes of the customer.

Tenants Open Day/Housing Hub Activities/Consultation Events
Purpose: Updates in relation to housing performance and information about other services and
how you can get involved.
Key features: Allows a wider and diverse audience from the total tenant population, to attend at their
convenience and get involved and find out more information about housing services and consultations.

Financial Inclusion Workshop
with Young Tenants Forum

Complaints, Suggestions and Compliments
Purpose: Tenants can make a complaint, suggestion or compliment about Council services.
Key features: Tenants can contact the Council in a number of ways:
Web: www.rotherham.gov.uk/complaints
Email: complaints@rotherham.gov.uk
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ENGAGEMENT
Working together. The Council and tenants decide together on what
is best and work in partnership to carry out the work.
Tenants Scrutiny Panel
Purpose: The panel provides an opportunity for tenants to scrutinise and challenge service delivery
identifying areas of concern and opportunities for improvement.
Key features: Scrutiny Reviews are used to challenge landlords’ services and standards with the aim
of improving performance and service delivery, value for money and tenant satisfaction. Once the
review is finalised, it is then reviewed by Senior Managers and Officers and the recommendations
are worked through and an action plan for addressing the recommendations is created. The Council
works through this plan to ensure service improvements and issues are addressed.
This action plan is reviewed at monthly scrutiny meetings to monitor the improvements, with
outcomes then fed back to all who took part in the process.
For further information or to get involved: Please contact Rotherham Federation of Communities
on (01709) 368515 or email on info@rotherfed.org

Quality and Standards Challenge Group
Purpose: QSCG (Quality and Standards Challenge Group) monitors and challenges performance
against the Local Offers and housing services.
Key features:
• the group work monitors performance against each of the Local Offers
•	the group undertake telephone surveys with tenants to gather feedback in relation to service
delivery
• they look at areas for improvement identified through performance evidence.

Young Tenants Forum
Purpose: Young Tenants have a say in how housing
services and policies can meet their needs.

Young Tenants Forum at the
Tenants Open Day

Key features:
• feed into the Housing Involvement Panel
• get involved in consultations and events which
affect them
• improve their skills and confidence through training
• get to meet other tenants through social activities.
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Ward Housing Hubs
Purpose: An opportunity for tenants to work with the Council on issues that matter to them,
including the quality of our services, our performance and how we can continue to improve. Hubs
are supported by an annual budget which is used to make improvements within neighbourhoods.
Key features:
•	the Ward Housing Hubs at ward level will continue to shape the delivery of Council housing
services and enable greater coordination of ward based budget management arrangements
•	projects delivered by the Hubs support both community and Council objectives, such as creating
safe, clean and attractive neighbourhoods and align with the Housing Services’ general housing
and estate management functions
•	responding to ward based performance information in relation to housing and estate
management issues
• a hub to discuss and consult upon any changes to services.

Estate Inspections
Purpose: Meeting Council Officers, local Councillors and representatives from other agencies who
work in your area to identify issues on the estates and how they can be improved.
Key features: Having an influence on what is undertaken to improve the local community and feeding
back information on issues. Getting local housing and environmental issues dealt with and resolved.

Before

After

Improvements to Lyme Tree Park as a result of Ward Housing Hub funding
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EMPOWERMENT
Tenants are involved in making decisions about services
Housing Involvement Panel
Purpose: To act as a consultation and service development forum and decision making panel for
housing services.
Key features:
•	to play an active role in developing policies and strategies to continually enhance the quality of
housing services
•	to oversee the Tenant Engagement function and ensure it is playing an effective role in service
improvement and the sustainability of housing and neighbourhoods across the borough.

Rotherham Federation of Communities
Purpose: The organisation supports communities to grow and develop, working with them to
build their sense of belonging, community pride and spirit. They work with and through grassroots
tenants and residents’ community groups that are committed to bringing communities together,
giving all communities a voice and creating local solutions to local issues.
Key features: Their work helps create communities that works and builds new and existing
community-led groups which:
• give all tenants and residents a voice
• make communities happier places to live and work
• help people to create local solutions to local issues
• influence strategic stakeholders enabling them to better understand local needs
• work together to create shared solutions to Borough-wide problems
• support community groups to form and develop their communities
• ongoing support to committee members of groups
• support community projects/ideas and help bring them to life.

Rotherham Federation of Communities Community Organisers
The Community Organiser approach starts where people are ‘at’ and delivers opportunities they
feel they want and can do. The approach is effective at engaging tenants and residents in activities
and volunteering because it is open from the beginning about the need for local people to step up
and help deliver, breaking down community expectations that things will be done for them and
beginning to build community belief that local people can do things for themselves.
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Community Organisers:
• listen to communities to find out what really matters to them
• bring likeminded residents together to support communities to make changes themselves.
Tenants can get involved by contacting Rotherham Federation of Communities on (01709) 368515
or email on info@rotherfed.org

Right to Manage
Purpose: Housing law in England gives local authority tenants a collective right to take on the
management of the Council housing where they live.
Key features: This is where a local tenants’ group believe that they could provide a better or more
cost effective service, like arranging repairs or estate cleaning, if they were to have direct control of
the money that the Council spends on that service.
When tenants join together to manage their own homes they set up a ‘tenant management
organisation’.

Community Groups and Tenants & Residents Associations
Purpose: Anyone who wants to form or requires support to manage a community group or Tenants
and Residents Association.
Key features: Rotherham Federation of Communities provides training and support to set up
and manage a community group. This includes a wide range of practical advice and services
such as community accountancy, legal, insurance, various collective services, help with funding
bids, marketing and communication services including advice and practical resources to produce
newsletters, posters and other resources, mentoring and support for community leaders and
organisations in relation to safeguarding including DBS checks for community leaders. Support with
book-keeping and yearly examination of accounts is also provided.
Tenants can get involved by contacting Rotherham Federation of Communities on (01709) 368515
or email on info@rotherfed.org

HOW WE WILL SUPPORT YOU
Although some of our tenants feel they would like to be more involved, there may be personal
difficulties such as transport, child care, and choice of venue just to mention a few. The Tenant
Involvement Team, Neighbourhoods and Rotherham Federation of Communities will work with
tenants to remove these barriers and trial new and innovative ways to getting involved.
We will reimburse ‘out of pocket’ expenses subject to budget and need.
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Training
Rotherham Federation of Communities provides training on the Council’s behalf including:
•	training for Community Strength which is delivered in committee organisation, community
development, diversity and practical skills and increasing tenant’s knowledge in mentoring,
housing issues and confidence building
• development of the Rotherham Digital Inclusion Network to enable tenants to get online
•	as well as helping new Tenants and Residents Associations (TARA’s) and Community Led
Organisations (CLOs), crisis support is given to groups undergoing change, tackling difficulties
and obstacles, including support with closure
• adult community learning courses and taster sessions
• training to support tenants to access community facilities
• PTTLS (Preparing to teach in the Lifelong Learning Sector) Training for Trainers Courses.

Digital Inclusion
Rotherham Federation of Communities runs support groups and classes with tenants and residents,
helping those who are not currently making use of digital technology and helping them with the
initial steps in understanding how it can help them in everyday life. This could be paying rent, saving
money, connection with others and improved social interaction.
Their aim over the next three years is to increase the number of sessions they deliver and the
number of places available for digital inclusion. They want to provide all tenants and residents with
the opportunity to learn about technology, make the most from the benefits of being online and
getting involved with social media.
For more information about these
courses, please contact Rotherham
Federation of Communities on
(01709) 368515
or email on info@rotherfed.org

Dan Barron
Rotherham Federation Digital Inclusion Officer
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TENANT INVOLVEMENT STRUCTURE
The diagram reflects the current governance structure for tenant involvement, how matters are
escalated and how decisions are made.

Current Tenant Involvement Governance

Tenant Involvement Team

Quality Standards and
Challenge Group

Housing Involvement Panel

Thriving
Neighbourhouds
Strategy

Rotherham Federation of
Communities Scrutiny Panel

Tenant
Engagement
Framework
Housing Strategy

Young Tenants Group
Ward Plans

Ward Housing Hubs

Tenants Residents,
Elected Members,
Parish Councillors,
Council Officers

TARA’s
(Tenant and Resident
Association)

Rotherham Federation
of Communities
Community Organisers

Council
Neighbourhood
Teams

EQUALITY
Equality and Diversity means treating everyone in a fair way and with respect. It is not about treating
everyone the same. Sometimes people have to be treated differently to give each person the same
chance to do well and feel part of their community. There are many reasons why people could be
discriminated against – the law calls these reasons ‘protected characteristics’ - age; disability; gender
reassignment; marriage and civil partnership; race; religion or belief; sex and sexual orientation.
We will make sure all groups and individuals have equal access and opportunity to engage in
activities.
We require all groups and individuals involved with tenant involvement to act to promote equality
and welcome participation from all of our community.
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MONITORING AND REVIEWING THIS
FRAMEWORK
We will monitor our progress against this Framework by:
•	actively monitor the Action Plan against each of the four new outcomes to ensure we are
meeting the outcomes of the Framework
•	use the Housing Involvement Panel to monitor and review the Framework against the action
plan bi-annually and progress will also be reported to the Improving Places Select Commission.

HOW TO GET INVOLVED
Anyone interested in getting involved can contact us:

Tenant Involvement Team

Rotherham Federation of Communities

Web: www.rotherham.gov.uk/tenantinvolvement
Email: customerinvolvement@rotherham.gov.uk
Phone: (01709) 822100

Web: www.rotherhamfederation.org
Email: info@rotherfed.org
Phone: (01709) 368515

Garden Competition Winners 2019
Left to right at the front: Cllr. Jeanette Mallinder (Mayoress of Rotherham), Cllr. Dominic Beck (Cabinet Member of
Housing), Cllr. Jenny Andrews (Mayor of Rotherham).
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