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How can you have your say on the strategy?

You can send your comments to:
Transformation team, North Wales Housing, Plas 
Blodwel, Broad Street, Llandudno Junction, LL31 9HL

      01492 563232
      transformation@nwha.org.uk
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Introduction 
 
The Tenant Participation Strategy sets out our 
commitment to developing effective consultation 
and involvement, so that by working with our tenants 
and service users we can continuously improve our 
services.

We have built its aims around the views of our 
tenants, service users and staff who help us identify 
what we are doing well, and where we need to make 
improvements. 

The strategy tells you how we will achieve good  
tenant involvement, how we are going to consult with 
you and use your views, and how we are going to work 
with you so that you can influence what we do and  
hold us to account.

We have considered the NWH Business Plan, its 
priorities and outcomes in the development of this 
strategy. A copy of the NWH Business Plan is  
available on request.

This Strategy is for both General and Supported 
Housing Tenants.
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Welcome to the 
North Wales Housing 

(NWH)  
Tenant Participation 

Strategy 
2015–2018



What is tenant participation about? 
 
Tenant participation is about tenants and service 
users taking part in the decision making process  
and influencing decisions about their housing: 
 
• Policies
• Conditions
• Related services 
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The pyramid of participation –  
TPAS Cymru’s vision of tenant participation
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About the strategy 

Our aim is to improve our services by fully involving 
tenants and service users in developing and influencing 
how these services are provided. 

Working together we will: 

•  Increase the participation of tenants and services 
users in the planning and operation of services

• Improve the quality of participation
•  Promote a wide range of options for tenants and 

service users to get involved
•  Improve the culture and practice of involving tenants 

and service users across the organisation
•  Improve our feedback to tenants and service users 

so that we can prove where they have influenced or 
shaped services

•  Encourage involvement of under-represented groups 
such as young people and sheltered housing tenants

•  Make sure that we communicate effectively with our 
tenants and service users, and provide good quality, 
accessible information

•  Improve the quality of life in the communities in 
which our tenants and service users live

•  Increase skills and training opportunities for our 
tenants and service users
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The National Principles for Public Engagement 

These principles were developed under the guidance 
of Participation Cymru and were endorsed by the 
Welsh Government in March 2011. 

These principles have been adopted by NWH and 
should underpin how we engage with our tenants and 
service users.

The 10 principles are...
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Will it make a difference? 
 
You should only be asked what you think if we:

• Listen to what you have to say
• Can change things that need to be changed
• Can keep things the same if needed

Ask the right people 

The right people should be asked to take part. 

These can be:

• People who use a service now
• People who might use the service in the future
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Give everyone a chance
 
• You should be given enough time to take part
•  You should be helped to take part in the way you 

want to

Work with other organisations 
 
•  Sometimes other organisations e.g. Local Authority 

Departments, other Social Landlords etc. want to 
find out the same things and get the same people 
to take part. We should talk to each other and see if 
we can work together to save time and money.
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Talk and write clearly 
 
•  Information should be given in a way you are able  

to understand
• We should not use difficult words and language
•  Information should be given in Welsh and English  

and other languages if needed

Make it easy for people 
 
We should think of things that might make it hard for 
people to take part and find ways to make it easier.  

This means we should do things like:
 
•  Hold meetings in rooms that are accessible for 

disabled people to get into and use
•  Make sure that we hold events and activities in places 

that you can get to by bus and train
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Time and money 
 
•  We should make sure we have enough money and 

time. We need to have enough time to run meetings, 
talk to people and understand what you have told 
us. We may need to spend money on hiring rooms 
for meetings, buying lunch for people or paying for 
people’s transport.

Help people learn and develop
 
We could help people learn:

• How our organisation works
• How to be more confident to say what they think
• How to get involved in their community
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Doing it better next time  
 
 When we ask people to take part we should think about 
how we can do it better next time. This means we 
should:
 
• Ask you how easy it was for you to take part
• See if the right people took part
• Make sure we have found out what we need to know

Tell you what has happened after you have 
taken part 
  
 When we have listened to what you have said we 
should let you know what we are going to do. We 
should: 

•  Tell you if we have made a decision that we think 
you will agree with

•  Let you know about a decision which we think 
you may not agree with

•  Tell you if we are changing a service because of 
what you said

•  Let you know why we are not able to do what you 
asked for
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What You Told Us 

A consultation exercise was undertaken to determine 
the views of tenants and staff on tenant participation. 

Face to face consultation was undertaken with tenants 
at the Tenants Fun Day, while Bus Stop consulted on 
our behalf at various schemes. A series of tea and cake 
drop-ins took place so that tenants could provide input, 
while residents at our hostels were able to provide 
input during house meetings. 

An online survey was undertaken along with a 
consultation in the Clwb Seren Newsletter. 

The Residents’ Advisory Panel reviewed current practices 
and identified areas for improvement. 

Staff had the opportunity to attend two tenant 
participation workshops to provide their input, while 
5 members of staff from different service areas took 
part in tenant participation project team meetings. An 
online survey provided an opportunity for all staff to 
provide their input.

A Consultation Report is available on request.
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What we are doing well 

The consultation exercise identified areas of tenant 
participation in which we need to improve, however it 
also identified aspects in which we are performing well: 

  Frontline staff across the organisation proactively 
lead on tenant engagement activities and a range of 
activities have taken place

  Tenant profiling and insight project has taken place. 
The information collected is to be used to identify 
suitable tenant participation practices and the skills 
required

  The Older Person’s Day is a popular and well 
attended event

  The Residents’ Advisory Panel has developed and 
grown and is involved in shaping services

  A range of activities are undertaken at the Sheltered 
and Extra Care schemes involving a large number 
of residents, including IT Classes, Gardening Club, 
Bingo etc.
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  Support is given to tenants who wish to set up
 residents’ associations and groups
  We have increasingly been working in partnership 

with other organisations e.g. the Conwy Community 
Voice – Conwy Together (Housing Associations 
Collaboration).

   Bus Stop (Mobile Community Development 
Project) have undertaken a series of projects: 
Grow your Own – a health and wellbeing project 
that encourages residents to grow their own fruit 
and vegetables; ASB sessions held with the police 
to reduce anti-social behaviour; Digital inclusion 
sessions.

  A wide range of methods are used to keep tenants 
and service users informed. We have also begun 
to use social media more frequently as another 
option alongside the other more traditional methods 
to engage with tenants and service users (although 
improvement is required)
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 •  More needs to be done to encourage tenants from 
remote areas to participate

  •  The tenant’s fun day is mostly attended by tenants 
with young children. Different options are required 
so that other tenants and service users can meet 
staff and learn more about the organisation

 •  More options for getting involved and having a say 
are required

 •  Greater consistency is required in the recording 
of tenant participation activities

 •  The value of tenant participation activities needs 
to be measure

 •   More needs to be done to develop digital forms 
of engagement, the website and Facebook

Areas to improve 

Although we have identified areas of tenant 
participation in which we are performing well, 
we also recognise that there are certain areas that 
need improving:

  •  Work needs to be done to ensure that tenant 
participation is mainstreamed across the whole 
of NWH

 •   An increased awareness of the importance of tenant 
participation is required across NWH

  •  More needs to be done to raise awareness about 
tenant participation activities 
to increase the numbers of participation events

 •  More emphasis needs to be put on effectively 
sharing information with tenants

 •  Greater feedback needs to be given to tenants 
following consultation
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How you can get involved 

We want to use your experiences to put you at the heart 
of decision making by providing a range of options to get 
involved in what affects you and your neighbours. We will 
offer the following ways of getting involved; however this 
list is not exhaustive and new ways of getting involved 
could be developed over time: 

Have your Say!
We want to encourage all tenants and service users to 
get involved in shaping our services and provide you 
with as many opportunities as possible to do this. 
Tenants and service users can contact us be letter, email, 
and phone or in person at our offices. 

We will use a number of satisfaction surveys which ask 
tenants and service users about specific areas of our 
services, for example customer satisfaction forms used 
by our repairs service. From time to time we will include 
short surveys within the Clwb Seren newsletter and rent 
statements. 

While we will continue to offer the more traditional 
methods as outlined above we will provide greater 
engagement opportunities digitally, on our website, 
and through social media. 

Residents’ Advisory Panel
The Residents’ Advisory Panel is a group made up of 
residents who have become an important part of 
the on-going management and governance of the 
organisation. We will continue to promote and support 
the work of the Panel while also strengthening its role in  
the governance of NWH. 

Events and activities
We will continue to organise an Older Person’s Day  
event, and we will organise a greater variety of events 
and activities to engage with a wider section of tenants 
and service users. These events and activities should 
give tenants and service users an opportunity to get 
involved at NWH. Events and activities will also give 
tenants and service users the opportunity to learn  
and develop new skills.
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Sounding Board
We will provide a greater opportunity for those who 
don’t have the time or don’t wish to attend regular 
meetings. The Sounding Board is a database of tenants 
and service users who are interested acting as a ‘reader’ 
of leaflets, forms, policies etc. and providing feedback. 

Members of the Sounding Board will also be able to 
take part in occasional surveys, focus groups, and hear 
about new ways of getting involved as they develop. 

Young Ambassador Programme
We will provide greater opportunity for younger people  
to participate. The programme will support young 
people aged 16 to 25 to improve their communities, 
influence how the organisation communicates with 
young people, and make sure young people have the 
chance to have their say about decisions that affect them. 

Residents’ Associations and groups
If tenants are interested in setting up a Residents’ 
Association they will receive support and training. They 
will also receive assistance with start-up costs. Some 

tenants may wish to come together as a group to put 
on events and activities in their communities. These 
groups could also access support. 

Our hostels will also provide regular house meetings 
for its residents. 

Clwb Seren Newsletter Editors and Contributors
We will continue to use the Clwb Seren newsletter to 
give you information and invite you to get involved in 
events, activities, and consultation when they are 
happening. Tenants and 
service users will be invited 
to take part in the editorial 
process, and also contribute 
good news stories about their 
neighbours and communities.
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Tenant Participation activities
The pyramid includes our tenant participation activities  
in their approximate order of influence and demand for 
skills and knowledge. This is not exhaustive as tenant 
participation ideas and initiatives will continually develop 
over time. If tenants and service users wish to move up 
the pyramid, training and support will be provided to 
increase their skills and knowledge whilst increasing 
their influence.

Group Board

Landlord Services

Residents’ Advisory Panel

Sounding Board and 
Young Ambassadors Programme

Clwb Seren Editors and Contributors

Residents Associations, 
Groups and Hostels house meetings

Have your say!

Events and Activities
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Supporting you to get involved 
 
We will:

 
  Provide transport or pay expenses where 

appropriate to get to activities

 Ensure activities are accessible

   Provide information in different formats 
(for example different language formats as required)

 
 Support tenants and service users to access training
 
 Provide information to keep you informed
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Keeping you informed 
We will provide timely, relevant information so tenants 
and service users are well informed, equipped to 
participate and given feedback showing the benefits of 
being involved. 

Newsletter
We will issue our newsletter Clwb Seren twice a year, 
with an opportunity for tenants and service users to 
participate in developing its content. 
 

Calendar
We will issue our calendar in December, again with an 
opportunity for tenants to participate in developing its 
content. 

Website
We will use our website to give details of our services 
and how to be involved. 

Social Media
We will use Facebook and Twitter to give details of our 
services and how to be involved. 

Text messaging
We will develop our text messaging service to keep you 
informed of events and activities. Tenants and service 
users will choose whether they wish to receive these 
text messages. 

Leaflet and other formats
We will provide and distribute information in a range 
of formats. Tenants and service users will choose how 
they prefer to receive this information.

Tenant Participation Strategy for 2015–2018 18

Introduction / What is tenant participation about? / About the strategy / The National Principles for Public Engagement / What you told us / What we are doing well / 
Areas to improve / How you can get involved / Supporting you to get involved / Keeping you informed / Tenant participation budget / Monitoring and review



Tenant Participation Budget 

Our tenant participation budget will be reviewed  
each year to ensure effective delivery of the Tenant 
Participation Strategy’s actions including: 

 • The work of the Residents’ Advisory Panel
 • Young Ambassador Programme
 • Sounding Board
 • Costs of events and activities, including:

   Transport and out of pocket expenses
   Venue hire and catering costs
    Advertising/promotional costs
   Translation costs
    External conference/network events places 

for tenants
    Training for tenants
    Surveys and questionnaires
    Setting up and supporting residents associations 

and groups
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A tenant participation report to document all activities, 
feedback, and social value of investment will be submitted 
to our Landlord Services Board. The results of the report 
will also be available to view on our website and in the 
Clwb Seren newsletter. 

This Strategy is not exhaustive as tenant participation 
ideas and initiatives will continually develop over time. 
These ideas and initiatives will become incorporated into 
the strategy as they arise. Nor is the strategy a rigid set 
of ideas as this can obstruct rather than facilitate progress.

Monitoring and review 

An action plan will map out how we will achieve the aims 
of the Strategy. The action plan will be reviewed every  
12 months. 

A project team will meet on a quarterly basis to monitor 
the progress and identify areas of improvement. 

All tenant participation activities will need to be recorded 
and feedback obtained from participants. 

The above records and feedback will be used as evidence 
to measure the social value of investment of our tenant 
participation activities. 
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Find out more:

01492 572727

customerservices@nwha.org.uk

Facebook/northwaleshousing

@northwalesha

www.nwha.org.uk

Engage Listen Act
Your Future, Our Future
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