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Purpose of Report 

 

To update Committee on the activities undertaken to communicate with our tenants.   

The Charter for Social Housing Residents was published by the Ministry of Housing 

Communities and Local Government on 17 November 2020. We welcomed the paper 

and its focus on resident voice and influence, placing a greater emphasis on enhancing 

two-way communication with our tenants, to achieve greater accountability to residents. 

 

Recommendations 

 

That the Committee/Council: 

1. Notes the contents of this report and the progress made by the Housing 
and Property directorate to improve and embed the importance of 
communication to our tenants in line with the Social Housing White Paper. 
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Decision Information 

Does the report contain any 
exempt or confidential 
information not for publication? 

No 

 

What are the relevant corporate 
priorities? 

Housing that meets the needs of all residents 

 

Which wards are impacted? All 

 

1.  Implications 
 

Taking into consideration implications relating to finance and procurement, legal and 

governance, risk and mitigation, health and safety, diversity and inclusion, staffing, 

community safety, mental health and wellbeing and the impact on the Council’s 

declaration of a climate change emergency, the following implications have been 

identified: 

 

Finance and Procurement  

 

1.1 There are no specific financial implications arising from this report. 

 

Legal and Governance 

 

1.2 There are no Legal or Governance implications as a direct result of this report 

 

Diversity and Inclusion 

 

1.3 All tenants and leaseholders have been consulted throughout this activity ensuring 

inclusivity of approach. 

 

Is an Equality Impact Assessment required?  

 

No 

 

Climate Change 

 

1.4 Key questions within the Big Listen Survey were asked in relation to energy 

efficiency upgrades to our tenant’s homes, to aid with our future investment 

strategies. 

 

 

 

 

 



2. Background to the Report 
 

2.1  As a landlord and in line with our corporate priority to provide, ‘Housing that meets 

the needs of all residents’ enabling effective and valuable two-way communication 

with our tenants is key. 

2.2 The Social Housing White Paper of November 2020 places a greater emphasis on 

the landlord to ensure that the voice of the customer is heard and is integral to 

how we evolve our services to meet and exceed their expectations. 

2.3 The current team have undertaken several pieces of work to embed the 

importance of communicating with our tenants, implementing a ‘You Say – We Do’ 

approach with the key activities delivered summarised below 

 

3. Key Considerations 
 

3.1 The Big Listen 2022 

3.1.1 In April of this year we launched our Big Listen survey to all tenants and 

leaseholders, we had a fantastic response rate of 29% which equates to 1,723 of 

the 5,960 invited to take part. Some of the headline results are summarised below 

with the Tenant Satisfaction Report 2022 appended as Appendix 1. We were the 

first social landlord to use the draft Regulator for Social Housings, Tenant 

Satisfaction Measures (TSM) question set. 

3.1.2 The overall satisfaction rating for residents of 72% is good but is 11% below that 

of the previous survey undertaken in 2011. 

3.1.3 Seven out of ten residents are satisfied with the quality of their home (68%), with a 

similar number happy that they are provided with a home that is well-maintained 

and safe (67%). 

3.1.4 Almost three-fifths of residents are satisfied with the way South Kesteven District 

Council deals with repairs and maintenance (58%). 

3.1.5 Two-thirds of residents find South Kesteven District Council easy to deal with 

(67%). 

 

3.2 Rant and Rave  

3.2.1 This innovative solution was launched in April of this year, providing us with the 

ability to monitor transactional satisfaction of our tenants via email or text (SMS). 

3.2.2  We have received results from 446 interactions via this system achieving a score 

of 4.5 out of 5. 

3.2.3  A screenshot of the results is attached as Appendix 2 – Rant and Rave 

screenshot. 

3.2.4  The value of this system shall continue to grow and is regularly reviewed by the 

departments management team to identify continuous improvement opportunities 

that can shape process and policy development. 



 

3.3 Supported Housing sessions 

3.3.1 As committee are aware we have extensive supported housing stock across the 

district. As a result of successful engagement sessions with residents at our 

Riverside complex earlier in the year we have made a commitment to run 

engagement events across our supported sites. 

3.3.2  So far this year we have run events at the below locations with a good turnout 

and positive interaction with our tenants. The sessions are held mainly in 

communal rooms with tea and coffee provided, we ensure attendance from the 

relevant Housing Officer, Supported Housing Officer, Tenant Engagement Officer 

and Councillors are invited to. We have also had the Police and our trades teams 

on hand to aid with any issues raised on the day that can be resolved. 

3.3.3  The sessions have been well received by all involved and enable us to raise 

awareness of the teams and the tenant’s main points of contact in relation to their 

tenancies. We have also included an overview of some of the sessions within our 

recent SKyline tenant’s magazine. 

3.3.4 The below table lists the events and attendance so far with more events planned 

throughout the year. 

 

Location Number of tenants in attendance 

Riverside several events Average of 15 

Manners Street 20 

Woods Close 15 

Almond Court 15 

Emlyn Gardens 15 

Hillary Close 16 

St Nicholas Close 15 

Stanton Close 20 

Manor Court 15 

Sandon Close 15 

 

3.4 SKyline 

3.4.1 Our main feedback mechanism to our tenants is our biannual tenant magazine 

‘SKyline’. This publication is produced with input across the council, ensuring that 

we share important messages around Health & Safety, Regulatory Compliance, 

Landlord Performance, News, Events and updates from our Cabinet Member and 

Director. 

3.4.2 SKyline is produced in a very professional manner with fantastic input from our 

communications team and Graphics Officer. The publication is professionally 

printed and mailed to all tenants; we also hold a small stock of the latest version to 

issue to our new tenants. We also place a number of copies in the member’s 

room. 



3.4.3 The latest versions are appended to this report as Appendix 3 – SKyline Winter 

2021 and Appendix 4 – SKyline Summer 2022. We shall also ensure some hard 

copies are available for committee members at the meeting of our summer edition. 

 

4. Conclusion 

4.1 The Housing team have been working hard to understand the views of our tenants 

to ensure that our customers voice is heard. We now have a robust transactional 

satisfaction platform Rant & Rave alongside a robust biannual feedback magazine 

to our tenants. We shall revisit the Big Listen survey in two years’ time to enable 

us to monitor and evaluate progress made and overall tenant satisfaction with the 

services that we offer. 

4.2 There is a clear understanding throughout the teams of the importance of the 

tenant’s voice and we shall continue to develop and expand our approach to 

ensure that we capture and utilise the experiences of our tenants to shape the 

delivery of the services that we deliver on their behalf. 

 

5. Reasons for the Recommendations 
 

5.1 Notes the contents of this report and the progress made by the Housing and 

Property directorate to improve and embed the importance of communication to 

our tenants in line with the Social Housing White Paper. 

 

6. Consultation 
 

6.1 The report outlines the consultation activity completed and embedded within the 

Housing Service. 

 

7. Background Papers 
 

7.1 The Charter for Social Housing Residents - The Charter for Social Housing 

Residents - Social Housing White Paper (publishing.service.gov.uk) 

 

8. Appendices 
 

8.1 Appendix 1 – Tenant Satisfaction Report 2022 

Appendix 2 – Rant and Rave screenshot 

Appendix 3 – SKyline Winter 2021 

Appendix 3 – SKyline Summer 2022 
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https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/936103/The_charter_for_social_housing_residents_-_social_housing_white_paper_accessible.pdf

