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Introduction 

We provide more than 13,000 homes and whenever a resident needs 
to contact us, we want to make sure our services are ready and 
waiting to support them in the best way possible.

That’s why it’s so important that residents help shape and inform 
the services we provide. After all, these services are for you—and 
they’re mostly funded through your rent or service charges. Your 
voice matters, and it helps us make sure we’re delivering what you 
need, when you need it.

Listening to residents has always been a priority for TCH. From 
regular surveys to one-off focus groups, and our Resident Scrutiny 
Panel who independently review how we’re doing in key service 
areas; there are lots of ways to get involved.

The Resident Experience Committee, a subgroup of our Board, is 
focused on making sure that the organisation delivers the best 
possible service for residents. In our oversight and assurance role, 
we’re passionate about hearing how the resident voice is making 
a positive difference and making sure the right opportunities are 
available to make it easy for you to get involved, if you want to. 

We’ve supported and overseen the development of the Resident 
Engagement Strategy, which builds on what TCH already does and 
introduces exciting new initiatives and a dedicated team to ensure 
continuous improvement.

We think it’s been a year of significant progress. Over 1,800 
residents (that’s 14% of all TCH households!) shared their views 
through formal consultation processes. That’s a huge impact, and 
we’re so grateful to everyone who took the time to be involved.

A massive thank you to every resident who’s taken the time to 
share their thoughts and to all the TCH colleagues who’ve helped 
drive this work forward. None of this would have been possible 
without resident support, and we are excited about all the upcoming 
opportunities to work together with residents to continue to shape 
services going forward.

Warm regards, 
TCH Resident Experience Committee

The front cover shows members 
of our Resident Scrutiny Panel.

About the strategy 

The Resident Engagement Strategy 2023-25 set out Town & Country 
Housing’s (TCH) framework for delivering resident engagement. It was 
supported by an action plan detailing how we would realise our vision. 
This was developed from what residents told us about how you wanted 
to engage with TCH; from best practice in resident engagement; and 
to ensure compliance with the requirements of the Regulator of Social 
Housing - the government body that oversees how we deliver our services. 

The action plan built on our existing resident engagement work across our 
new operating area following the integration of Surrey-based Rosebery 
Housing Association into TCH. This helped establish even stronger 
foundations from which to grow at a time of internal change for TCH and 
external change for the sector.

Our aim with the strategy was to provide a range of opportunities for 
residents to get involved with TCH on their terms and in ways which work 
for them, to:

•	 influence services

•	 be there with us from the 
beginning when we are 
reviewing or creating 
services

•	 help drive the strategic 
direction of the business

•	 hold us to account

•	 feel listened to, respected, 
and that they can help 
influence what happens to 
them and their home

•	 be able to do all of this 
without fear of reproach, 
judgement or feeling 
ignored.

As the following information shows, delivery of the strategy objectives has 
helped us to make significant progress in the way that we work with, and 
learn from, our residents. 

However, we recognise that ongoing work is needed to grow and 
continuously improve. We are co-creating a new Resident Engagement 
Strategy for 2026-2028 with our recently formed Resident Voice Panel 
(RVP). We will also be actively consulting all residents so they can influence 
its direction. 

Understanding our residents, listening to and learning from them, and 
trusting in and supporting their ability to get involved is vital if we want 
to be a social landlord who is all about people, focused on our strategic 
priorities of better services for residents, better together for colleagues and 
better homes and places.



Impact to date 

TCH has a long, proud history of engaging residents in its work – from 
our Resident board members to the Resident Scrutiny Panel, which 
independently reviews our service delivery processes by measuring, testing 
and monitoring services.

Recognising the importance of this work, a dedicated Resident 
Engagement team was formed in 2023 to create and implement the 
Resident Engagement Strategy 2023-2025.

In the financial year 2023-2024 

19 
residents 

were formally involved 
across two framework 
resident engagement 
opportunities

Resident  
Scrutiny Panel

Focus groups

Our framework engagement 
opportunities comprise 
of dedicated resident 
engagement groups. We 
established these to regularly 
hear from and work with 
residents to continually 
improve the services we deliver. 
They are deliberately different 
in how they function so we are 
providing choice and flexibility 
in how people can get involved. 

We end March 2025 with 

89 
residents

formally involved across seven 
framework resident engagement 
opportunities: 

Resident Voice Panel

Resident Scrutiny Panel

Communications Group 

Complaints Panel

Focus Groups

Procurement

Resident Survey Group

Plus, Board and Resident Experience Committee  
with resident members

In 2024-2025 we delivered:

4x

4 x focus groups

2x

2 x procurements

5x

5 x new engagement 
framework opportunities 

2x

2 x Scrutiny 
projects

9x

9 x 
surveys

6x

6 x Resident Scrutiny Panel 
recommendations made to 
Board

1x

1 x newly integrated 
Resident Scrutiny Panel

10x

10 x resident 
training courses

49x

49 x meetings with residents

2x

2 x reviews by the 
Communications Group

The 89 residents regularly involved come 
from a mix of tenures:

General rented 53
Supported / Sheltered Housing 7
Shared Ownership 16
Leaseholder 6
Market / intermediate rent 7

Total 	 89

Of the 89 regularly involved residents, the 
resident voice is mostly represented in 
our areas of highest resident populations: 
Tunbridge Wells (22 people) and Epsom 
(19 people).

In addition to the 89 resident 
engagement members, our engagement 
activities and consultation opportunities 
have enabled us to hear from 1,886 
resident voices during 2024-2025.
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Summary of success 

The focus of the Resident Engagement Strategy has been about building 
solid foundations for resident engagement across the whole business, 
as well as ensuring compliance with the regulatory standards. It centres 
around four themes: Enable, Embed, Influence and Improve.

Enable

What we did: 
Based on resident feedback we 
created a framework of activities 
which enable choice and flexibility 
around how people can get 
involved with TCH.

Outcome: 
We have increased membership 
to 89 residents and heard from 
a further 1,886 via conversations 
and consultations. 

Next Steps: 
We are continually advertising and 
recruiting to opportunities, being 
mindful of representation and reward. 

What we did: 
Embedded a dedicated building 
safety resident engagement 
strategy.

Outcome: 
Local building safety 
conversations between residents 
and a dedicated compliance 
inspector have been created for 
those residents living in higher rise, 
higher risk property. 

Next Steps: 
To roll out the above approach  
to all homes/flats in blocks in 
2025-2026.

Embed
What we did: 
Embedded resident engagement 
as a priority for the business 
by improving our approach 
to resident engagement in 
recruitment, induction, appraisals 
and 1-1s.

Outcome: 
In year one 89% of staff had a 
target for resident engagement 
included in their work plan as part 
of the appraisal process. Resident 
engagement is also a key feature 
of the induction process. 

Next steps:
To increase this to 95% and 
improve resident involvement in 
recruitment. 

What we did: 
Resident engagement is now 
a regular agenda item at EMT, 
Leadership, staff briefings and in 
information cascades to colleagues. 

Our Resident Experience Committee 
(REC) now has a dedicated resident 
engagement representative to 
champion resident engagement and 
ensure the resident voice is heard.

Outcome: 
Resident Engagement is part of 
the golden thread.

Next steps: 
The refreshed 2026-2028 action 
plan and strategy will focus 
on standardising and further 
embedding these conversations 
across operational teams. 

Influence
What we did: 
Successfully recruited nine 
residents to the RVP to work 
strategically with TCH as our 
critical friends, shaping services 
and holding us to account.

Outcome: 
A representative panel by tenure 
and geography formed. 

Next steps: 
Work with the RVP to co-
design the 2026-2028 resident 
engagement strategy. 

What we did: 
Formed a Complaints Panel 
following recommendation from a 
Resident Scrutiny Panel review.

Outcome: 
This new panel has reviewed and 
devised new transactional survey 
questions to assist with achieving 
a more accurate response about 
the service received, rather than 
residents’ satisfaction with their 
complaint outcome.

Next Steps: 
To trial the new questions from  
July 2025.

What we did: 
Held a focus group to review the 
draft Corporate Strategy.

Outcome: 
Feedback from residents about 
the strategy resulted in a number 
of changes. The financial outlook 
was rewritten to be clearer, 
delivery performance will now be 
shared on the website, and the 
language has been checked to 
be clear and concise and free of 
‘housing association’ speak.

Next Steps: 
Resident feedback was incorporated 
into the final draft, which was 
presented to Board on 15 May 2025.



What we did: 
We asked the residents who form 
our Communications and Resident 
Survey Groups what they think 
about the way we communicate 
our Tenant Satisfaction Measure 
results.

Outcome: 
Feedback told us it would be 
good to know how TCH is meeting 
its own targets, and how it is 
performing compared to other 
housing associations. Residents 
would like to know what TCH is 
doing to improve low scoring 
areas. They also shared that some 
of the language was hard to 
understand, and that they would 
like a summary of the trending 
patterns where standards are not 
being met. 

Next Steps: 
We’re looking at the suggestion of 
introducing a ‘traffic light’ system, 
so it’s easier to see how we’re 
performing. We will include more 
information about our plans to 
improve services. We are reviewing 
what we write about TSMs, to 
make sure it’s clear and concise. 
We’ll also look at different ways 
we could show and share the TSM 
information, both on-and off-line.

What we did: 

In March 2025, we carried out a 
resident survey to learn if residents 
knew about our Tenancy and 
Money support service, and found 
it accessible. 

Outcome: 
Using resident feedback we agreed 
four actions for improvement. To 
date we have completed two: 1) 
exploring new ways – with our PR 
team – to reach residents more 
effectively and 2) updating our 
website with clearer language to 
explain which tenures (such as 
shared owners and leaseholders) 
can access the service, and 
requesting that the buttons linking 
to support services are moved 
higher up on the ‘Your home’ page, 
so they’re easier to spot.

Next Steps: 
Complete the remaining two 
actions by 

1	 Reviewing how the service is 
currently promoted and test new 
approaches, like focus groups, 
to see how we can connect with 
a wider audience and 

2	 Looking into whether 
information about the service 
– and how to access it – can be 
added to the MyHomeOnline 
portal. This is part of a bigger 
project, but we’ve asked to be 
involved when that review  
takes place.

Improve
Additional examples of resident engagement work across TCH in 2024-25:

•	Development and housing management have been working with 
residents on Showfields estate in Tunbridge Wells to support them 
through the regeneration project that is regenerating homes in the area.

•	Contracts and Compliance have been developing resident engagement 
approaches into ensuring the building safety of our higher rise, higher 
risk buildings.

•	Customer Services are actively promoting engagement opportunities 
over the phone.

•	 Repairs have worked with Independent Living schemes in Cranbrook, 
listening and learning about what residents need from us and how to 
improve processes internally with the scheme manager.

•	 The Policy and Strategy team consulted with residents on the draft 
Corporate Strategy 2025-28.

•	Our Communications team has been talking to residents about the 
resident newsletter to understand if what we are sending them is what 
they want to hear about and if it’s presented in a way that is accessible 
and encourages engagement.

•	 Love Living Homes have now linked their website to TCH’s ‘Get Involved’ 
webpage to direct their residents to engagement opportunities and are 
regularly featuring resident engagement opportunities and outcomes in their 
resident newsletters.

Case study: Estate Services procurement
With more than 13,000 homes – from Margate to Epsom and Dartord 
to Eastbourne – our Estate Services contractors cover a huge area.

We recently reprocured the contract and, over the course of the project, 
more than 1,300 residents got involved. This included a range of 
opportunities, from online surveys shaping the final contact specification 
to being part of the interview panel to select the contractors.

Wayne, who lives near Dover, joined the interview panel for his local 
area and said that he valued the chance to be part of the process.

“�Having the opportunity to get involved helped me to feel 
able to own what was happening, and it gave me a sense of 
partnership and community,” he added.

“�The contractors took what we were saying on board, and that 
made me feel respected as a tenant. For the first time I really 
understood what it meant to be a stakeholder in a process. I was 
no longer merely a tenant, and it gave me pride in where I live.”

We are now forming Service Improvement Groups with residents to 
monitor the delivery of the new contracts.



Case study: Extra Care catering procurement
As part of the procurement of a new contract we consulted with all 
Extra Care residents at the end of June 2024 to understand what a 
‘good’ dining service would look like to them. A survey was sent out 
to 245 residents (across all four schemes) and 114 responses were 
received – a response rate of 46.5%. 

We also attended scheme meetings and menu meetings with 
residents to understand how people felt about the current service, 
what was worth keeping and what improvements could be made. We 
were keen to understand the residents’ perspective of quantity versus 
quality and the links to cost.

The outcome of this survey informed the specification of the new 
contract prior to going out to tender.

The second part of the resident engagement in the procurement 
of the new dining contract was to invite residents to be part of the 
procurement process as part of the evaluation panel. 

Three residents from two out of the four schemes volunteered. 
They attended a ‘Role of the Evaluator’ introductory session on 
16 September 2024. They then reviewed and scored the tender 
applications. Through conversation with the residents, we determined 
that they were only interested in the customer facing aspects of the 
tenders and felt more comfortable discussing the bids together and 
agreeing a score as a group (rather than through individual work). 
We happily facilitated this approach, wanting to make the process 
accessible for the client group while maintaining a compliant and 
professional approach to the procurement process. Therefore, the 
residents on the procurement evaluation panel met on 25 September 
2024 to score the bidders. The whole panel (residents and staff) then 
gathered on 25 October 2024 for the contractor presentations. Post 
presentations the panel collectively agreed their preferred supplier.

The resident evaluators, post procurement, told us how much they 
enjoyed the experience and being part of the panel. 

The new contract began on 1 April 2025. The Resident Engagement 
team will continue to work with all residents across all four schemes 
to co-design an approach to measuring and monitoring the new 
contract, along with TCH colleagues and the selected provider. 

Why not get involved? 

Join a community of fellow residents and get involved how and when  
it suits you. 

What’s in it for you? 

•	Be active in shaping and improving our services for all residents

•	 Earn shopping vouchers and other rewards

•	 Receive training

•	 Increase your knowledge about a range of housing services

•	Meet new people

•	Gain useful skills.

There’s a range of ways you can help shape our services, from completing 
surveys and giving feedback on services to being part of a focus group 
conversation or attending regular meetings.

You are the expert about your home and the community you live in and we 
want to hear about your experience.

Find out more: https://tch.org.uk/get-involved/

Resident Scrutiny Panel 

In 2024-25, the Resident Scrutiny Panel based in Kent and East Sussex 
reviewed the complaints service. As a result an improvement plan 
was developed, part of which involved the establishment of an early 
intervention service, aimed at resolving some instances of resident 
dissatisfaction to prevent escalation to the complaints stage.

Likewise, the Resident Scrutiny Panel based in Surrey examined the damp 
and mould service and as a result, relevant policy areas were reviewed.

In early 2025, both panels were combined to form one panel who have 
since undertaken their first service review of the Neighbourhood Housing 
Management service.



Monson House, Monson Way, 
Tunbridge Wells, Kent, TN1 1LQ
Tel: 01892 501480
www.tch.org.uk


