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Dave Richmond: City Manager Neighbourhoods and Housing 



Its Never (D)‘Ull

A North East Town..



Oh…. and a bit about Housing 

25,000 Homes 
250000-350000 people
Strategic LA of the Year UKHA 2018
Some great new housing…..some not so great old housing…… 
Outstanding Approach to Regeneration Winner UKHA 2017
We spend a lot on improvements ……
National Energy Efficiency & Healthy Homes – Council of the Year 2017
Massively reduced our resources on TP over the years…..
Excellence in Scrutiny TPAS National 2016
We are taking some risks……
‘First LA to offer shared tenancies’- Crisis 2018  



Tenant Engagement in Hull

Tenants Compact 
Tenants Forum- Executive and TaRAs
Scrutiny Groups 
Mystery Shopping, Patchwalks , Task and Finish
MSLG
Facebook, Twitter and Facebook Live ( a little)
Digital Champions:  training and embedded in DWP
Tenants Academy 



Organisational Culture…. 



Key Questions we need to ask 

Why are we doing this?
What's in it for …….
How ready is the organisation to listen?
What difference will it make? The use of learning logs. 
Is tenant engagement the best way? 
Are there other/better means to gain insight? 
How will you support tenants to actively engage?



Can you afford not to.....



A bit of a plug…….



Changing our approach 

to customer involvement 

Linda Levin, Projects Director



Irwell Valley Homes...

• Provide affordable homes and services across Greater Manchester to over 16,000 

customers in over 7500 homes.

• Offer homes for affordable rent, social rent market rent and shared ownership.

• Provide homes for people with dementia, mental health issues, learning and physical 

disabilities, and those who have been made homeless or been affected by domestic 

violence.

• Provide services and support to customers to help them sustain their tenancies.

• Maintain and invest in our customers’ homes.

• Are building 1000 new homes to meet housing demand.

• Employ over 280 colleagues and have a combined turnover of £35.7m



Our journey in the last 18 months…

Small group of 
committed customers & 
transactional surveys

12 month 
strategy in 
consultation with 
customers & 
new corporate 
strategy 

Increase in 
numbers and 
choices of 
opportunities, 
informing 
business 
transformation





The next stage of our journey: 

improved listening and action 

Analysis of all 
customer feedback

Co-creation 

Accountability 



CX 2019
Customer and Community 

Engagement

Shauna Morton
Head of Community Investment 

Bolton at Home.



Bolton at Home

• BH manages 18000 homes across the Bolton borough.
• We work almost exclusively in Bolton in terms of CI.
• Our communities and neighbourhoods are predominantly 

recognised as disadvantaged.
• We have a mix of predominantly white neighbourhoods, mixed 

and neighbourhoods where over 50% are from BME 
communities.

• Issues like DAV and CSE are frequently linked with our estates
• There is evidence of increases in extremist behaviour in our 

communities 
• The highest levels of unemployment, poverty and indebtedness 

are invariably found in our communities within the borough.
• The lowest levels of educational attainment and paid 

employment are also found on our estates.
• Austerity measures have impacted significantly on the people 

we work with.
• We have seen significant increases in the use of foodbanks, 

loan providers and alcohol, and drug abuse.



Community Investment

Investment in Communities of approximately £2 
Million.

This pays for staffing.
• Community Development Officers

• Arts Officers

• Urban Care and Neighbourhood Officers

• 6 Ucan Centres and 12 Community Centres

And local projects and initiatives.

• Small grants fund (up to £500)

• Projects targeting specific groups

• Supporting the VCS

• Long term initiatives



next page

Engaging people in their Community using Arts.

Portraits



Engagement through Addressing Local Need

• Pantry

• Debt advice

• Rent arrears

• Careline

• Drug and Alcohol Misuse

• DAV

• ASB



Engaging Communities through local employment 
Intiaitives

• Peer Navigators

– Local People

– Long term Unemployed

– Low skills base

– Tenants



Community Investment

• Use every interaction as an opportunity  to engage people in their 
community.

• Be led by the communities needs, not by organisational agendas.

• Take risks and be prepared to fail.

• Accept that sustainability is not always possible.



Customer Experience Conference

25th February 2019

Louise Thompson
Head of Business Services



Who are 
Tpas?









Blended Engagement 

• Social Media

• Portals

• Website

• Text

• Whats App 
groups



Scrutiny –
where are we 
at?





Tpas Survey 2017/18



Different Approaches





Does your strategy remove the barriers?




