
 

 

Resident Engagement Framework  

(2025) 

1. Introduction 

1.1  The Resident Engagement Framework is designed to ensure that the views of 

residents are fully understood and taken into account in the design, approval, 

delivery and monitoring of services provided by bdht. 

1.2 Engaging residents is vital to the success of bdht for a number of reasons: 

• To be an excellent landlord is a strategic objective – we can only achieve 

this if we listen to customers, understand their needs and develop 

services that meet those needs; 

• A regulatory expectation. bdht will only achieve G1 & C1 regulatory 

rating if it fully embraces the views of tenants and residents. 

• It is good business sense, engaging customers ensures we only provide 

services that customers want and value, we can identify service failures 

and, identify better ways to deliver services more efficiently.  

• Personal recommendation is the best and easiest way to build brand 

loyalty and new business. 

1.3 In addition to the reasons set out above, our vision, values and our charter 

sets out our commitment to listening and working with our customers.  

Vision: Our corporate vision commits to working in partnership with residents:  

 

 

Values: Listening and respecting peoples views is central to our organisations 

values:  

 

 

 

 

 

 

 

 

Listening Respect Inclusive Integrity 

Fair Honest Transparent 



Charter: The behaviours we expect from all of our teams are set out in our 

Charter, It places listening and respecting peoples views at its core:  

 

 

 

 

 

 

 

 

1.4 has adopted the “Together with Tenants” initiative, is fully compliant with the 

Housing Ombudsman’s 2024 Complaint Handling Code, and has completed a 

self-assessment against the Regulator of Social Housing’s consumer 

standards. 

2. Regulatory & Governance Requirements 

2.1 Whilst this framework is designed to take bdht beyond regulatory and 

governance requirements, these minimum requirements are set out here. 

• Transparency, Influence and Accountability Standard: April 2024 

• Consumer Standards Code of Practice: April 2024 

• NHF Code of Governance  

• NHF Together with Tenants  
 

2.2 Regulator Social Housing Transparency, Influence and Accountability Standard 

Engagement with tenants Registered providers must take tenants’ views into 
account in their decision-making about how landlord services are delivered and 
communicate how tenants’ views have been considered.”  
 

Information about landlord services Registered providers must communicate 
with tenants and provide information so tenants can use landlord services, 
understand what to expect from their landlord, and hold their landlord to account. 
 
Performance information: Registered providers must collect and provide 
information to support effective scrutiny by tenants of their landlord’s performance in 
delivering landlord services. 

 

2.3 bdht has adopted the National Housing Federation Together with Tenants 
Charter commitments relevant to this framework are: 

1. Communication – residents will receive clear, accessible and timely 
information from their housing association on the issues that matter to 
them, including important information about their homes and local 
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community, how the organisation is working to address problems, how the 
organisation is run, and information about performance on key issues. 

 

2. Voice and influence – views from residents will be sought and valued 
and this information will be used to inform decisions. Every individual 
resident will feel listened to by their housing association on the issues that 
matter to them and can speak without fear. 

 

3. Accountability – collectively, residents will work in partnership with their 
housing association to independently scrutinise and hold their housing 
association to account for the decisions that affect their homes and 
services and the quality of the homes and services they provide 

 

4. When things go wrong – residents will have simple and accessible 
routes for raising issues, making complaints and seeking redress. 
Residents will receive timely advice and support when things go wrong. 

 

2.4 bdht has adopted the National Housing Federation Code of Governance. 

Which sets out the requirement to engage tenants:   

 
Resident focus: the views, needs, safety and aspirations of the 
organisation’s residents and other customers are placed at the heart of the 
board’s decision-making. 
  
(1) There are policies, frameworks and opportunities that enable, encourage 

and support residents and other customers to engage with, influence 
and contribute to strategic decision-making, and in particular to decisions 
that affect their interests.  

 
(2) The board is regularly provided with insights and concerns from its 

residents and other customers and uses these to inform decisions where 
appropriate. 

 

(3) Ensuring the safety of residents and other customers (and that of the 
workforce and the wider public) is an overriding priority.  

 

(4)  The organisation regularly reports to its residents on how its 
commitments to resident focus have been delivered.  

 
Accountability: the board operates openly and transparently, and 
demonstrates accountability to key stakeholders including residents, other 
customers, partner statutory bodies, and its workforce.  
 
(1)  The board publishes an annual report of the organisation’s activities, 

performance and plans for future improvements which is accessible to its 
key stakeholders, and covers the matters referred to in this code.  

(2)  The organisation systematically identifies and regularly communicates 
with its key stakeholders and receives feedback about their views. In 



doing so it has regard to the communication needs of the diverse groups 
and communities it serves.  

(3)  Opportunities and information are provided for residents and other 
customers independently to scrutinise the work of the organisation and 
to hold it to account, and the board reviews these at least every three 
years to ensure that they remain fit for purpose.  

 

3. Objectives of the Framework 

3.1 The principal objectives of this framework are to ensure  

• Residents are able to engage with bdht in ways that suit them. 

• Residents feel confident to engage and receive appropriate support from 

bdht to do so. 

• bdht listens and understands feedback from residents. 

• bdht acts on feedback and uses insights gained from customer. 

engagement to inform decisions. 

• bdht is consistent in feeding back to both individual residents and wider 

groups of residents how it has taken residents views into account. 

• bdht maintains compliance with governance and regulatory 

requirements. 

3.2 Metrics will be used to assess the effectiveness of this framework. 

3.3 The main outcome measure will be the tenant satisfaction measure: “Does 

bdht listen to the views of residents and acts on those views”.  
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3.4 The graph shows that customer satisfaction in this area has increased over 

the past 2 years. It is still important that bdht continues to focus on listening to 

customers and innovating how we listen to our customers, and importantly 

demonstrating to customers where we have listened to them and the action 

taken because of their feedback.  

3.5 The benchmarking data shows that bdht falls in the second quartile with 

63.1% of customer satisfied bdht listen to their views and act on them. The 

corporate plan sets that an aspirational target to achieve 75% satisfaction by 

2027. Progress will be measured via our customer perception surveys.  

3.6 bdht will use a number of routine input, output and outcome measures to 

monitor the level of engagement taking place. 

Activity In Put Out Put Outcome 

Service 
Scrutiny 

Full 
membership 
maintained  
  
% of meetings 
attended 

Number of 
Reports to Board 

Recommendations 
to Board accepted 
and actioned. 

Focus Groups 

Number 
meetings held 
 
Number of 
residents 
contributing 

Number of 
recommendations 
made 

Number of 
recommendations 
accepted and 
implemented 

Customer 
Surveys 

Number of 
surveys issued 

Number of 
responses 
received 
 
Recommendations 
made 

Recommendations 
accepted and 
implemented 

Inspections 
Number of 
inspectors  

Number of 
inspections 

Level of 
improvement in 
service 
compliance 

Tenant Mystery 
Shopping 

Number of 
shoppers 

Number of shops 

Shoppers rating of 
the service 
 
Learning applied 

Community 
Walkabouts 

Number of 
walkabouts 
completed 

Number of 
residents 
engaging in 
walkabouts 

Increase in 
neighbourhood 
satisfaction 

Community 
Days 

Number of 
events held 

Number of 
residents 
participating 

Number of 
feedback 
responses 
received. 

 



4.  Resident Engagement Framework 

4.1 The Resident Engagement Framework comprises a number of principal 

elements: 

• Governance 

• Service Scrutiny 

• Service Monitoring, Service Design & Review, Community Involvement  

• Operational Engagement 
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4.2 Within the framework a number of resident initiatives are deployed:  

 

 

5. Governance  

5.1 Board - The bdht Board has ultimate responsibility for the governance of the 

organisation. The board will hear the customer voice by receiving a Customer 

Insight Report every 6 months. This will include complaint analysis and take 

themes from all aspects of customer insight.  

5.2  Customer Experience Committee – The Committee will consist of eight 

members, including four customers who live in bdht properties. It will support 

the Board by ensuring robust mechanisms are in place to capture and 

respond to the customer voice in relation to service delivery and compliance 

with Consumer Regulatory Standards. 

5.3 It will review the effectiveness of customer service delivery and assess how 

customer feedback has influenced service design and improvement. The 

Committee will provide constructive challenge to ensure services meet 

customer expectations and deliver value for money. 

5.4 The Committee will commission scrutiny reviews into any service area where 

concerns have been identified by either the Committee or the Customer 

Insight Panel. These reviews will be evidence-based, drawing on sources 

such as customer insight, performance data, and complaints. 
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6.  Service Scrutiny  

6.1 Customer Insight Panel – The Customer Insight Panel will consist of up to 

11 bdht customers including leaseholders and shared-owners. The role of the 

Customer Insight Panel is: 

• To scrutinise the services as requested by the Customer Experience 
Committee; spending time understanding and scrutinising services, 
working alongside staff and managers to understand areas for 
improvement and create an action plan which will be monitored by the 
Customer Experience Committee   

• To report to the Customer Experience Committee any concerns about 
the services they scrutinise; 

• To report outcomes of scrutiny and enquiry groups to the Customer 
Experience Committee. 

• To provide a 6-monthly assessment of performance to the Customer 
Experience Committee. 

 

7. Service Monitoring 

7.1  Tenant Mystery Shoppers - bdht recruits and trains tenants to undertake 

“mystery shopping exercises”. A minimum of 50 individual “shops” are 

targeted per year. Mystery shopping is managed and administered by the 

Customer Insight Team.   

7.2 Service areas to be “shopped” and scenarios to be used are set each month 

by the Customer Insight Team taking into account feedback from “shoppers”, 

the Executive Management Team and other indicators of service performance 

(e.g. KPIs, complaints, satisfaction surveys). In addition newly introduced 

services or on-going key business initiatives will be tested. 

7.3 “Shoppers” rate the service received for both technical accuracy and customer 

service. Specific outcomes are fed-back to service managers to raise any 

issues with individual teams/team members. A summary of findings is 

reported quarterly to Customer Experience Committee and EMT.    

7.4 Resident Inspectors - Tenants, leaseholders and shared owners can help 

bdht ensure communal cleaning and grounds maintenance services are 

delivered to standard by acting as “Resident Inspectors”. bdht provides 

training for Resident Inspectors to assess services delivered against the 

agreed bdht standard. 

7.5 Inspectors are provided timetables when services are scheduled and report 

monthly to the Customer Insight Team through a pro-forma stating if each 

component of the specification has been delivered to standard. 

7.6 Results are reported to the Environmental Services Team monthly and form 

the basis of a Key Performance Indicators reported monthly to the 

Performance Scrutiny Group (Senior Management Group) and quarterly to the 

Customer Experience Committee. 



7.7 Customer Complaints - bdht is not perfect and, regrettably, on occasion 

services will not be delivered to standard. bdht welcomes complaints as an 

important opportunity to not only rectify any individual service failure, but also 

to apply any learning to prevent any repetition. 

7.8 A summary of complaints received, their outcomes and key learning are 

reported quarterly to the Customer Experience Committee and EMT by the 

Customer Insight Team. Board also receive a bi-annual summary of all 

complaints received. A summary of complaints received is also included in the 

Annual Report to Residents.   

7.9 bdht has appointed a dedicated Board Member with responsibility for 

overseeing complaints. This Board Member meets bi-monthly with the Head 

of Customer Experience to review complaint trends, discuss key learnings, 

and develop a comprehensive understanding of customer concerns. 

In addition to these responsibilities, the Board Member also serves on the 

Customer Experience Committee, ensuring that insights from complaints are 

embedded into broader service improvement discussions. 

7.10 Customer Compliments - bdht can learn not only when things go wrong 

(complaints) but when they go particularly well. Compliments for individual 

members of staff provide an opportunity for all team members to learn. 

Compliments are celebrated, highlighted at staff meetings and within the 

organisation.  

8. Service Design & Review   

8.1 Focus Groups - bdht will facilitate focus groups alongside the Customer 

Insight Panel to provide qualitative customer feedback to understand service 

user experience, needs and priorities.  

8.2 Focus Groups can be used in the design of new services, although these will 

often take the form of a Customer Journey Mapping Group (see below). 

8.3 Focus Groups will also be used to garner qualitative data to enable results 

from quantitative customer surveys to be better understood. 

8.4 Area or Tenure based Focus Groups enable bdht to better understand the 

needs of specific groups of service user. 

8.5 Customer Journey Mapping Groups - These are process specific focus 

groups enabling bdht to understand the customer experience when engaging 

with a particular service process. The CJM allows bdht to understand, when 

customers engage with the service, key touch points in the process, customer 

feelings when engaging and the relative importance to customers of each 

point in the process. CJM groups are particularly useful when designing or re-

designing customer facing services. 

 



8.6 Customer Surveys - Customer surveys provide quantitative feedback on 

customer perceptions of bdht and services received. Surveys deployed by 

bdht fall into two main types; perception surveys and transactional surveys. In 

addition one-off surveys may be commissioned to support a particular project 

or service review. 

8.7 Customer Perception Surveys - bdht undertakes customer satisfaction 

surveys in accordance with the RSHs Tenant Satisfaction Methodology. 

Results from surveys are reported to Board, the Customer Experience 

Committee and Executive Management Team. Results are disseminated to all 

team members.  

8.8 Results are reported based on tenure: all rental, social/affordable rent, market 

rent. leasehold and shared ownership. Social and affordable rental results can 

be further broken down between general needs and housing for older people.   

8.9 A summary of results of the customer survey results is reported to customers 

through the Annual Report to Residents. 

8.10 Focus Groups (see section above) will be used to provide qualitative data to 

assist explain and understand quantitative results from the customer survey’s. 

The Customer Insight Report to the Customer Experience Committee and 

Board will provide any learning obtained quantitatively and qualitatively to help 

improve satisfaction and achieve corporate targets. 

8.11 Customer Transactional Surveys -To continuously track performance in 

service delivery bdht deploy a number of satisfaction surveys linked to 

individual service transactions. These surveys are all reported through to the 

individual service managers. 

8.12 A summary of overall transactional satisfaction for each service area is 

reported to the Customer Experience Committee quarterly. An overall 

summary of results shall also be reported to Board monthly through Corporate 

plan metrics. The Transactional surveys undertaken are: 

• Response Repairs 

• Gas Repairs 

• Gas Servicing 

• Equipment & Adaptations 

• Planned Works 

• Service Complaints 

• ASB reporting 

• New Lettings 

8.13 Transactional Analysis - Customer service transactions are analysed 

routinely by the Customer Insight Team across key operational areas such as 

routine repairs, stock turnover, income collection and ASB. Transactions are 

reviewed in detail as part of service reviews.  



8.14  Read & Review Panel – The panel is made up of over 50 customers who 

actively contribute to the review of policies, strategies, and customer 

communications. Their feedback plays a vital role in shaping our services and 

improving the clarity and effectiveness of our communications. 

9. Community Involvement 

9.1 Community & Estate Walkabouts - Officers from bdht conduct “community 

walkabouts” each year to identify issues of local concern. Residents and 

partner agencies are invited to attend and publicised on the bdht website. 

Every estate has at least one “walkabout” per annum but larger estates are 

inspected more frequently with up to three “walkabouts scheduled each year. 

Estate walkabouts are focused on identification of potential health and safety 

hazards. 

9.2 Community Days - Community days are run each year in parks located 

within our largest estates. These community days allow all staff to run stalls 

and interact with the community. Hundreds of residents engage with bdht staff 

throughout the day.  

10.  Operational Engagement 

10.1  The framework provides the organisation with mechanisms to capture and use 

customer insight consistently and systematically through a structured 

approach. These mechanisms will undoubtedly help build relationships with 

our residents to ensure that at all levels of the organisation our residents voice 

is heard, understood and fully incorporated into decision making. 

10.2 However, bdht recognises that more formal mechanisms as set out above will, 

on their own, not deliver the outcomes that we are targeting. Previous 

customer insight shows that most customers do not want to engage “formally”, 

and even customer surveys (perhaps the least time consuming of all 

engagement activities) generate at most a 40% response rate. Most 

customers engage with bdht in a transactional manner, when they report a 

repair, ASB, make a rent payment, access the Independent Living service etc. 

In all these interactions residents will, at least subconsciously, be judging us 

on our customer service, including how well we have listened to them, 

understood their enquiry and responded. How well we do this on each 

operational transaction, will in large part determine if they perceive that we 

have listened to their views and then acted on those views. It is vital that each 

and every member of staff understands this and delivers services accordingly. 

Failing to order the correct repair, failure to return a phone call etc all 

undermine residents belief in us listening and understanding. 

10.3 Delivery of consistent service excellence is, in itself, a key strand in customer 

engagement. How we do so is subject to Customer Care & Access to 

Services Policy.  

 



11. Customer Insight in Decision Making 

11.1 All reports to EMT, Committees of the Board and the Board, which require a 

decision, include a mandatory section on how residents have been engaged 

to inform the recommendation subject to the decision. 

12. Digitalisation 

12.1 Increasing numbers of bdht residents have access to the internet. bdht is 

accordingly increasing use of social media and digital communication to 

engage with customers. 

12.2 A significant minority of customers do not yet have digital access to services 

(in particular, but not limited to, older age groups). Digital engagement is not, 

therefore, viewed by bdht as a separate engagement forum but a mechanism 

supplementing and complimenting more traditional engagement activities. 

12.3 bdht will use social media as an additional mechanism to seek customer 

feedback and monitors social media to identify any issues raised reflective of 

bdht and bdht services and neighbourhoods. 

13. Acting on Views 

13.1 Listening to residents is the starting point, it is what we do with the insight that 

will make all the difference to customers in terms of the services we deliver 

and the neighbourhoods in which they live. Without action customer 

satisfaction will not increase. 

13.2 It is important therefore that senior managers and Board are not only aware of 

customer feedback but understand what actions have been taken as a result. 

The Board, Customer Experience Committee, Customer Insight Panel, Senior 

Managers and staff will receive regular updates on customer insight gained 

and action taken. 

 

 Type of Update Frequency Comments 

All Teams 
Team Specific 
Insight Reports 

Quarterly 

The Customer Insight Team 
provide team specific results 
from mystery shoppers, 
customer Inspections, 
customer surveys, 
compliments and complaints 
together with a summary of 
issues arising.  

EMT 

Customer 
Insight Report 

Quarterly  

Customer Insight Team 
provide a report outlining 
areas of feedback and 
learning.  



Customer 
Experience 
Committee 

The Committee 
receive specific 
reports 
summarising: 

• Complaints 
and 
compliments; 

• TSMs 

• Customer 
Surveys 

• Focus Groups 

• Tenant 
Inspections 

 

Quarterly 

Produced by the Customer 
Insight Team. The Committee 
report any items of concern to 
Board. 

Board 

Customer 
Insight 
Summary 
(Including 
Complaints 
Summary)  

 
 

6 Monthly 
 
 
 
 

Customer Insight Team report 
summarising customer 
feedback and identifying any 
key themes. Complaint 
Handling Code requirement. 

 

 

14. Closing the Loop – Reporting Back  

14.1 Closing the loop is essential to building satisfaction. In order to agree that bdht 

acts on their views we need to demonstrate that we have done so. Doing so 

builds a virtuous circle in that the more residents believe we act on their views 

the more they will engage and the more satisfied they will become.  

14.2 In addition to operational/transactional feedback taking place daily, bdht will 

keep residents informed about how customer insight has been used to inform 

decisions, including: 

• Use of social media to set out learning applied from complaints, mystery 

shopping and other engagement; 

• The annual report (full web version) 

• Annual Report summary issued to all residents 

• Local Newsletters.  

 

 

 

 

 



VERSION CONTROL 
 

Version Date Reviewed Reviewed By  Approved By 

V1 July 2011 Tim Young Board 

V1.1 December 2012 Tim Young Board 

V.2 July 2016 Tim Young PRC 

V.3 July 2019 Tim Young PRC 

V.4 November 2023 John Whitwam Board 

V.5 September 2025 John Whitwam Board 

 

Date Changed 

By 

Details of Changes Version 

Number 

Approved 

By 

September 

2025 

John 

Whitwam 

New Version – Full re-write of the policy to align with the new 

Committee Structures. 
5.0 Board 

 


