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Note and actions from the 4th July 2019 Tenant Advisory Panel Meeting  

Together with Tenants feedback  

(afternoon session was joint with the Member Steering Group) 

1. The Panel considered the summary of the feedback received during the Together with Tenants 

consultation and the response from the National Housing Federation. It was agreed that an 

updated action plan and set of recommendations should be distributed to the early adopters as 

soon as possible allowing sufficient time for the proposals to be tested in a wide range of 

organisations and settings.  

 

2. The Panel and Member Steering Group had a detailed conversation about the proposed changes 

to the action plan and the wording of the Charter commitments. In summary, they asked for:  

 

 The Charter commitments should be communicated in a clear and simple way which 

requires no further explanation.  

 

 It is important to clearly state that tenants, residents and others should be able to 

speak up without fear of reprisal and risk to tenancy. The Charter needs to be 

‘tenure blind’ and include temporary housing residents.  

 

 Important to have a central consistent standard that all tenants and residents can 

expect – whoever your landlord is – and no-one is left behind in relation to having a 

voice and being heard.   

 

 Supporting materials should show what brilliant looks like and what good looks like 

but be clear that this is about continuous improvement and organisations will 

approach things differently depending on their starting point and context.  

 

 Respect is important, mutual between both parties, and a commitment to existing 

tenants and not just new tenants. This needs to be practical respect and not just 

fluffy words.  

 

 There should be a clear link to regulation and consequences where failure or bad 

practice is identified. This may either be where organisations are not working 

towards meeting the commitments in the Charter, or where they are not acting in 

the spirt of the plan, for example by not setting up effective oversight.  Tenant and 

resident oversight and reporting of the charter should be part of the evidence and 

assessment considered by the regulator so they can take action where necessary. 

Whilst this is outside of National Housing Federation control, the link to the 
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governance code will support this aim and the point will be made to government 

and the regulator.  

 

 Communication should be clear from the outset that this is about changing the 

culture, ensuring it is embedded and becomes normal practice. The aim is to create 

an equal partnership.  

 

 Tenant and resident oversight and Board reviews of progress should consider 

multiple sources of evidence and consider creative ways to hear tenants’ views and 

ensure diversity and inclusion.  

 

 Communication with tenants and residents should be fluid and two way and based 

on mutual respect – using digital where appropriate, accessible 24/7, transparent 

way, two-way/360 ensuring no-one is left behind.  

 

 There should be a clear commitment to robust tenant and resident oversight 

scrutiny. There should be a clear onus on providing logistical and practical support 

for scrutiny panels to work independently and effectively.  

 

 Communication should be informed by what’s tenants want – housing associations 

should make a real effort to find out what’s important to tenants and residents, not 

just providing generic performance information and good news. 

 

3. The National Housing Federation will consider the feedback and make changes to the plan, 

and more specifically the commitments and circulate next week for final comments. The 

broader feedback on implementation and medium-long term changes will be reviewed 

alongside the early adopter process and updates made to the October and December 

meetings of the Tenant Advisory Panel.   


