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Introduction

This strategy aligns with regulatory standards, 
sector expectations and Town & Country Housing’s 
(TCH) values. Our purpose remains clear: to 
embed, enable, influence and evidence impact – 
ensuring that every resident has the opportunity, 
confidence and a suitable platform to shape the 
place they call home.

To achieve this, we will explicitly: review the profile 
of engaged residents; proactively reach the ‘silent 
resident’; ensure engagement is representative 
of our wider resident base; and deliver focused, 
innovative engagement activity designed around 
residents’ diverse needs.

This strategy also commits to deepening 
our understanding of who engages with us, 
proactively identifying groups whose voices are 
missing (for example those under 30 years of age 
and over 60), and implementing targeted and 
innovative approaches to reach residents who do 
not traditionally participate (‘silent residents’). 
Ensuring that engagement is representative of 
our wider resident base will be a core measure of 
success.

This strategy reconfirms our commitments while 
setting a clearer direction for the next phase 
of growth. We want to expand both the reach 
of engagement, to ensure that more residents 
are involved, and the impact of engagement, 
to ensure that involvement leads to meaningful 
change.

Our new Corporate Strategy 2025–2028, 
aligned to the Peabody Group’s priorities, 
focuses on delivering: 

•	 Better services for residents. 
•	 Better homes and places. 
•	 Better together for colleagues.

Resident engagement is central to achieving 
all three. Listening to residents’ experiences 
and acting on what we hear will shape how 
we deliver services, improve homes, and 
strengthen neighbourhoods. Hence resident 
engagement has a pivotal role within the 
Corporate Strategy.

Building on the progress made through our 
first strategy (2023–2025), we now aim to 
deepen the human connection between 
landlord and resident and move further 
towards a culture where engagement is not 
an initiative, dependent on delivery solely by 
one specialist team, but an everyday way of 
working for all colleagues.

This Resident Engagement Strategy sets out 
Town & Country Housing’s ambition for how we 
listen to, learn from and work with the people 
who live in our homes.
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Our purpose is to Embed, Enable, Influence and 
evidence Impact — ensuring resident voices shape 
decisions, services, and neighbourhoods.

This strategy is the second of a planned series 
of three strategies, with the intention of taking 
resident engagement at TCH from conception to 
innovation. 

The Resident Engagement Strategy 2023-2025 
focused on building strong foundations. That 
strategy created seven formal framework 
opportunities for residents to get involved (five 
new, two reviewed), began embedding resident 
engagement across the business as a culture and 
not a stand-alone process delivered by one team, 
ensured compliance with new regulation from 
the Regulator of Social Housing and increased 
participation numbers from 19 formal resident 
engagement framework members to 1886 voices 
heard through resident engagement opportunities 
by year end 2024-2025. 

As we publish this new Resident Engagement 
Strategy our resident engagement numbers stand 
at 2274 voices heard so far this year, this equates 
to representation from almost 18% of all TCH 
households (Quarter 3, 2025-2026). 

We are recruiting at pace, thanks to the wide and 
innovative range of opportunities created for 
resident engagement clearly communicating the 
difference working together with residents has 
made, and through the organisation embracing 
resident engagement as essential to shaping the 
services we deliver.

It takes time to build a relationship with residents 
around resident engagement. Core services 
need to be delivered at their best, we need 
to demonstrate that we listen and learn from 
the resident voice, and we need to build trust 
between us and the resident. One example of 
how we are growing the relationship with resident 
engagement is the increase in participation with 
the conversation when consulting on the resident 
engagement strategies. In 2023, 900 people joined 
the conversation whilst in 2025 we heard from 1531 
residents.

Whilst we acknowledge there is always more to do,  
we are confident of future progress based on the 
progress made against the 2023/25 strategy. 

This strategy aligns with:
•	 �The Regulator of Social Housing’s Consumer Standards (revised 

2024 and proposed revisions 2026)
•	 The Tenant Satisfaction Measures (TSMs)
•	 The Social Housing (Regulation) Act 2023
•	 �The National Housing Federation’s Together with Tenants Charter
•	 �The principles of co-production, transparency, and accountability
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Our Vision

Our vision continues to be ‘One TCH delivering  
great customer experience’. We want every 
resident to feel listened to, respected and 
empowered to influence decisions about their 
home, community and landlord.

We want to do this with more focus on the human 
connection between landlord and resident, a 
particular theme from recent resident consultation 
in the creation of this strategy. 

To reiterate the message in the introduction, the 
emphasis of this strategy is to grow and develop 
resident engagement ‘reach’ and ‘impact’.

A key part of achieving this vision will be ensuring 
that resident engagement reflects the diversity 
of our resident base. We will use insight to better 
understand whose voices are represented, whose 
are missing and where focussed activity is needed 
to plug those gaps.

We will proactively identify and reach residents 
who rarely, if ever, engage with us—the ‘silent 
resident’. Using insight, targeted outreach and 
tailored and flexible engagement methods, we 
will remove barriers, build confidence and create 
accessible ways for these voices to be heard. 
Ensuring their experiences meaningfully shape 
services is a core commitment of this strategy.

The Customer Experience Delivery Plan (2026/27) 
and the Corporate Strategy set the overall 
direction for delivering excellent services. Our 
Resident Engagement Strategy supports this 
by making sure we have the right ways to work 
together with residents to shape, review and 

improve services that reflect their needs and 
priorities, while staying aligned with our business 
goals. Together, these approaches will help us 
build stronger, more human connections with 
residents.

We will use customer insight to inform all business 
decisions and will continue to forge a working 
relationship with residents based on respect, 
transparency and empathy. 

The strategy aims to create mechanisms 
to amplify the resident voice for the whole 
organisation, including our governing bodies, 
and to ensure that the need for and impact of 
engagement activity is clear, measurable and 
meaningful and understood by residents and 
colleagues alike.

Engagement is not an add-on – it is embedded in 
how we deliver great housing services, strengthen 
communities, and measure success. 

We will continue to prioritise meaningful 
collaboration and feedback, we will grow our 
resident reach so more voices are heard, and 
we will be accountable for demonstrating and 
communicating the impact the resident voice is 
having.
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Resident Influence
Listening to residents in the creation of 
this strategy has obviously been of vital 
importance. We set out to co-create this 
Resident Engagement Strategy with the 
Resident Voice Panel. Together we have 
drawn learning from: an evaluation of the last 
Resident Engagement Strategy; analysed who 
has contributed to engagement opportunities 
(and therefore have a better understanding 
of those individuals and groups who have not 
contributed), have listened to feedback from 
1531 residents (11.5% of the resident base) who 
responded to a consultation about resident 
engagement and delivered a workshop session 
to agree priorities and themes. 
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Theme 1: Enable
Review the profile of engaged residents regularly 
to ensure representativeness and use this insight 
to design targeted activity to reach residents 
whose voices are not currently heard (‘silent 
residents’). This will include creative and innovative 
engagement methods tailored to specific groups 
or communities.

Aim: 
Enable every resident to engage (should they 
choose to) in ways that suit their interests, 
strengths and lives.

Objectives:
•	 �Remove barriers to participation, ensuring 

inclusion across protected characteristics, 
as well as enabling digital access alongside 
alternative platforms for those who are unable 
to, or chose not to, engage digitally.*

•	 �Provide information that is relevant, timely,  
clear and accessible.

•	 �Build resident confidence, knowledge and skills 
to engage meaningfully.

Key Actions:
•	 �Offer multiple channels for engagement such as 

digital platforms, estate walkabouts, community 
events, door knocking and formal panels. 

•	 �Develop a Resident Skills Development 
Programme, including training, mentoring and 
peer support. 

•	 �Ensure continued access to information 
on service performance, including Tenant 
Satisfaction Measures (TSMs) through 
transparent, user-friendly reporting.

•	 �Strengthen face-to-face opportunities for 
effective engagement as well as to better 
capture and report on existing engagement 
activity within different settings, particularly 
with our Later Living communities, and those 
on estates and in rural communities, whilst 
maintaining our digital engagement tools. 

•	 �Co-create innovative Resident Ambassador 
roles who can champion the resident voice, 
assist with the human connection, challenge 
stigma and act as peer-to-peer support. 

•	 �Continue to deliver on our commitment to 
resident engagement in building safety as 
outlined in the Building Safety Resident 
Engagement Strategy for Higher Risk Buildings 
2024-2026. 

Strategic Themes

* �This work will be done alongside and be informed by the 
organisations’ ongoing resident data project that aims 
to hold 90% updated resident data by April 2027 and will 
introduce a regular review programme to ensure data 
remains current.

Across all themes, we will adopt a targeted, 
data-informed and innovative approach 
to ensure we engage residents who have 
historically been under-represented, including 
those who are less confident, less digitally 
connected or less likely to engage proactively.
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Theme 2: Embed
Embed systems to analyse resident engagement 
by demographic, geographic and other relevant 
factors, ensuring that decision-making is informed 
by a representative resident voice. Identified gaps 
will be addressed through targeted engagement 
activity.

Aim: 
Continue to make resident engagement part of 
our organisational DNA.

Objectives:
•	 �Continue to embed engagement in governance, 

service design and delivery and performance 
management.

•	 �Demonstrate Board and the Executive Team 
are accountable for listening and responding to 
residents and have real and direct access to the 
resident voice.

•	 �Train and support all colleagues to understand 
and deliver meaningful resident engagement.

Key Actions:
We will continue to embed, and therefore protect, 
resident engagement in the culture of TCH by:

•	 �Continuing to deliver and grow the resident 
engagement framework of opportunities. 

•	 �Delivering an end of year Annual Resident 
Engagement Impact Report.

•	 �Continuing to feature a resident impact 
statement in all Board and committee reports, 
regular reporting of engagement outcomes and 
delivery against the action plan to Board and 
Resident Experience Committee (REC). We will 

also present regular resident insight reporting 
and shadowing opportunities to Board and 
committee members to bring them closer to the 
resident experience and amplify the resident 
voice.

•	 �Tracking and monitoring resident engagement 
across the business through performance 
objectives and outcomes.

•	 �We will introduce an Engagement Charter, co-
designed with residents, that defines our mutual 
expectations.

•	 �The Resident Scrutiny Panel will deliver a 
minimum of one scrutiny review per year and 
the scrutiny process will be continually reviewed 
to ensure effectiveness.

•	 �We will create a brand and identity for resident 
engagement so residents can feel part of 
something, better receive information about 
resident engagement and understand the 
difference their voice can make. 

•	 �Track and monitor implementation of the 
new approach to resident engagement in the 
recruitment of TCH staff, to ensure it is fully 
embedded.

•	 �Include resident engagement in the new 
induction process for all new staff. 

•	 �Executive Team to embed resident engagement 
delivery in each department’s team plan to 
ensure accountability, including performance 
measures for listening and learning from 
residents.
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Theme 3: Influence
Strengthen the influence of residents who do not 
traditionally participate by proactively seeking 
out their views using targeted, accessible, and 
innovative methods designed to overcome barriers 
to engagement.

Aim: 
Ensure residents influence decisions that 
matter to them — from everyday services 
to strategic priorities.

Objectives:
•	 �Strengthen resident influence at both local 

(neighbourhood) and strategic (corporate) levels.
•	 �Formalise feedback loops that show how 

residents’ views lead to change.

Key Actions:
•	 �Establish an approach to Estate Walkabouts, 

giving residents a direct say in local priorities 
and estate standards.

•	 �Introduce an annual tenancy anniversary check-
in process. This annual resident touch point will 
build trust, communication, create opportunity 
for feedback, reach the silent resident and will 
be another way to stay up to date with ‘who is 
behind the door’ by ensuring the resident data 
we hold is current and relevant.

•	 �Establish a clear marker which shows service 
improvement from resident engagement, 
actions taken and resulting outcomes, in the 
existing Lessons Learnt Tracker.

•	 �Review, and refresh (if necessary), resident 
panels and other engagement opportunities to 
ensure they are effective and representative of 
our wider resident body.

•	 �Strengthen the resident role in the responsive 
repairs service.

•	 �Ensure the TCH resident voice is heard and 
impact is evidenced in Peabody policy 
alignment.

Theme 4: Impact
Demonstrate impact not only through volume 
of engagement, but also through improved 
representativeness of the resident voice and 
evidence that targeted engagement has 
successfully brought in underheard groups.

Aim: 
Demonstrate and celebrate the real difference 
resident engagement makes.

Objectives:
•	 �Measure and report the outcomes of resident 

engagement, not just activity levels.
•	 �Use data and stories to evidence improved 

services and satisfaction. 
•	 �Evidence impact of how we are continuously 

learning from feedback and adapting our 
approaches in response to that feedback.

Key Actions:
•	 �Publish our Annual Resident Engagement 

Impact Report, co-authored with residents.
•	 �Use case studies and resident stories to show 

how engagement drives better homes and 
better places.

•	 �Commission an independent review (TPAS) 
or a resident led evaluation of engagement 
effectiveness every two years. 

•	 �Feed learning from the resident voice into 
strategic planning and continuous improvement. 
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Measuring Success

We will measure success using:

•	 �Tenant Satisfaction Measures (TSMs) outcomes, specifically but not 
limited to; Overall Satisfaction, Listen and Acts on Views, Contribution 
to Neighbourhoods.

•	 TCH Corporate Strategy 2025-2028 success measures*
•	 Resident engagement participation rates (diversity, reach and method)
•	 Evidence of resident influence on policy, service design and investment
•	 Evidence of service improvements resulting from resident input
•	 Two yearly independent assessment of engagement effectiveness
•	 Qualitative feedback from residents and staff.

* �The table below details the success measure for resident engagement in the Corporate 
Strategy 2025-2028:

Success Measure Current 
Position1 2026 2027 2028

Improve overall resident satisfaction score. 73.4% 76% 78% 80%

Increase resident voices heard, as a proportion of 
total households. 17% 12% 18% 25%

Increase the number of service improvements 
under consideration resulting from resident 
feedback.2 

66.7% h 50% 25% 25%

Increase ‘landlord listens and acts’ TSM score. 70% 72% 73.5% 75%

Demonstrate lessons learned from feedback by 
reducing the proportion of stage one complaints 
escalated to stage 2. 

33.8% 22% 17% 12%

Demonstrate lessons learned from feedback by 
reducing proportion of all complaints related to 
 a communication failure.2

35% h 20% 40% 50%

1 Current position shows data as at Q3 2025/2026.
2 Compared to Q3 2024/2025.
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Governance and 
Accountability

Equality Impact 
Assessment

Conclusion

TCH Board holds ultimate responsibility for resident engagement 
and, with its Resident Experience Committee sub-group, receive 
quarterly updates on engagement activity, feedback and impact, 
and compliance with regulatory expectations, including reporting 
of scrutiny review outcomes directly to Board by Resident Scrutiny 
Panel members.

The Resident Voice Panel will continue to act as a critical friend, 
holding TCH to account and, jointly with staff, will oversee delivery 
of this strategy. 

An equality impact screening assessment is undertaken when all 
TCH policies, strategies or services are developed or subsequently 
reviewed. This enables TCH to determine any negative impacts 
on the nine protected characteristics and plan any mitigations to 
reduce or eliminate these as required

We understand that residents may experience multiple barriers to 
engagement, for example due to disability, digital inclusion and/
or ethnicity. This strategy’s Enable theme explicitly addresses this 
through multiple types of engagement, via targeted outreach and 
through capacity building. Additionally, continuous monitoring of 
resident engagement and satisfaction by protected characteristics, 
coupled with the planned reflection and independent assessment 
points in the Impact theme above will identify areas where 
intervention is required. 

This strategy marks the next stage in our journey: from building 
strong foundations to growth, from listening to acting, and from 
engagement as activity to engagement as culture.

Through Embed, Enable, Influence, and Impact, Town & Country 
Housing will ensure every resident has the opportunity, confidence, 
and platform to shape the place they call home.
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