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Purpose of the Community Engagement Strategy 
 
The purpose of this strategy is to inform the organisation, customers and 
stakeholders of our approach to community engagement. 
 
This strategy will be shared with staff, residents and NEDs so that everyone 
can understand the benefits of planned tenant, leaseholder and community 
engagement across the organisation.  This strategy will be reviewed regularly 
with tenants, leaseholders and communities and our engagement methods 
will reflect the profile of the organisations tenants, communities and housing 
types.  For example we are the largest provider of supported living 
accommodation in the country, as well as the fourth largest provider of 
supported housing and are determined to ensure that our activities take full 
account of this unique customer profile. 
 
The Group considers community engagement as an important way to involve 
customers in key issues and objectives affecting them and the business. The 
range of opportunities available enables a transparent approach to delivery of 
services which provides accountability across all areas.  
 
The Group is working hard to improve the timeliness  and quality of customer 
insight data available to it. Such data is collected partly through ordinary 
engagement activities, but increasingly through other methods such as 
surveys and structured focus groups. Information gathered from all these 
sources will be used to influence the groups service and business priorities.  
 
To deliver engagement activities, the Group invests in both operational 
budgets and more specific community investment opportunities. This is 
managed and prioritised based on customer feedback, performance, insight 
and scrutiny.  
 
About Progress Housing Group 
Progress Housing Group (PHG) is a national housing provider that owns and 
manages approximately 11,000 homes, around 65% of which are in 
Lancashire and the remaining 35% (Supported Living and Keyworker 
accommodation) located throughout England and the borders region of 
Scotland. We provide a range of housing types to meet individual needs, such 
as housing for people with support needs, independent living accommodation 
for older people and housing for families, couples and single people.   
 
Our vision and values 
 



Our vision is to have a positive impact on people and communities by 
providing high quality homes, supporting independence and creating 
opportunities. We will focus on six key aims where we will measure our 
success and ensure that our values underpin our performance. The six key 
aims are:  
 

 Providing more and better homes  

 Supporting individuals and communities to encourage independence  

 Creating opportunities  

 Working as one team  

 Developing a stronger organisation  

 Putting customers at the heart of what we do  
 
We will support these aims with our values of being:  
 

 People-focused  

 Forward-thinking  

 Genuine  

 Expert  

 Collaborative  
 
Aims 
 
This strategy will help us to achieve our business plan aims by: 
 

 Helping us better understand the nature and needs of our customers 

 Helping us to make better decisions 

 Helping to foster customer loyalty 
 
This strategy meets the requirements of the Homes and Communities 
Agency’s (HCA’s) Tenant Involvement and Empowerment standard, in 
particular with reference to: 
 

1. Customer service, choice and complaints, by giving customers a 
real voice and opportunities to be heard 

2. Involvement and Empowerment, by providing a wide range of 
opportunities to influence and involve 

3. Understanding and responding to the diverse needs of tenants, by 
the use of customer insight to understand the different needs of our 
communities 
 

We will also ensure that we consult with tenants at least once every three 
years on the best way of involving tenants in governance and scrutiny (last 
review was done approx. 18 months ago). 
 
Where are we now? 
 
Engagement Strategy 



Historically we have had a community involvement strategy using traditional 

forms of involvement and engagement. This revised community engagement 

strategy takes into account the change in our working practices and desire to 

bring together customer insight to inform and direct services based on 

customer needs and demands.  

We recognise that involvement does not necessarily involve any active 

participation or even any choice or consent, but that engagement is generally 

regarded as something more active and assumes consent and that one 

party’s actions affect and are affected by the others. Clearly some forms of 

engagement will have greater effect than others. 

We recognise that there are challenges to this traditional approach that  

1. Traditional engagement mechanisms are not always effective in 

gathering large amounts of detailed information. 

2. Those willing or able to engage are not necessarily representative of 

our customer base 

3. Traditional models sometimes focus on customer needs and not 

assets. Asset-based community-driven development (ABCD) is a 

bottom-up way of working with communities that focuses on community 

strengths and assets. If we ask people to look for deficits, they will 

usually find them. But if we ask people to look for successes, and look 

at the skills they can offer, this can produce a different outcome. 

4. Engagement can be relatively costly for the organisation  

So engagement is not enough by itself; we need also to place 

emphasis on customer insight. 

What will insight deliver? 

We aim to be a top performing housing provider at a national, regional or peer 

group level. To do this we have to provide the best services, offer high quality 

customer service and value for money to our customers. 

Having a real understanding of what customers want based on who they are 

and what their views are will aid us in delivering this strategy. Meaningful 

customer insight is provided by evaluating and translating information, 

gathered in a variety of ways. Different types of information can be linked 

together to achieve the maximum value and to understand the bigger picture 

In order to deliver our Community Engagement Strategy we will use customer 

insight intelligently and sensitively to ensure our obligations are met and to 

provide services that are equitable and fair to all members of the community. 

Both customer insight and engagement are important.  This strategy aims to 

increase our emphasis on the use of customer insight as well as a 

continuation of our traditional customer engagement opportunities. This 



strategy will closely link to the Group’s customer insight strategy which is 

currently being developed. 

What will we do differently? 

Engagement insight will focus increasingly on: 

1. Further developing mechanisms for real participation and control.  

2. Developing stronger links with representatives of key, less represented 

and/or hard to reach groups. 

3. Providing greater richness in relation to the information gained through 

our insight activities. 

 

Engagement framework for the future 

The core elements of our strategy are highlighted in the table below: 

Core activity Contribution to 
Business Plan 
Aims 

Key activities for the 
coming period 

Extend scrutiny activities 
(scrutiny here includes a range 
of activities including service 
reviews, specialist forums, 
tenant inspection, etc.) 

Customers at the 
heart 

Expansion and review of 
tenant champions 
Health champions, digital 
champions, green inspectors 

Develop and support the 
standing consultation groups, 
particularly in relation to less 
represented and/or hard to reach 
groups 

Tenants top 5 priorities 
Research based insight 
including STAR 
 

Support independent community 
groups, including independent 
management of community 
facilities, taking asset based 
approaches which utilise skills 
and talents within communities 

Community engagement 
activity, Asset Based 
Community learning 

Gather and use customer insight 
to drive continuous improvement 
of services 

Customers at the 
heart 

Proactive targeted work to 
develop services using 
information available, 
targeting in particular difficult 
to reach groups 
Customer Insight Strategy 

Deliver community investment 
fund activity 

Create 
opportunities 
 

Working parties developed 
Review impact 
Annual report 

Develop Progress Futures (this 
is covered in a separate 
Progress Futures Strategy) 

Create 
opportunities 

 

Progress Futures strategy 
More Positive Together 
funding 

Develop closer contact between Work as one Menu of involvement 



non executives and customer 
groups 

team 
 

available to NED 
Customer voice activity at 
Board meetings 

Support Learning Disability 
England as a means to give a 
voice to customers with a 
learning disability 

Support 
individuals to 
achieve 
independence 
 

Pay membership for tenants 
for Learning Disability 
England 
Active marketing and 
campaigning 

 
What do we need to do to deliver our aims? 
 
In order to achieve our aims we need to: 
 

 Gather and utilise customer insight data to deliver targeted outcomes 

 ensure there are opportunities that are accessible to all 

 Create more digital and online engagement opportunities. 

 Increase the number of tenant inspection and scrutiny opportunities; 
and increase the number of tenant inspectors. 

 develop more ways to engage tenants with a learning disability through 
the use of creative arts 

 build on the work of the Community Investment working parties, 
ensuring we can deliver projects that make a real difference to people’s 
lives 

 further embed a  ‘one team’ approach so that engaging and  consulting 
customers can be done across all services and managers are able to 
access information they need to do this themselves 

 Adopt asset based approaches to our work, recognising and mapping 
skills and assets in communities in the development of neighbourhood 
action plans. 

 Use customer insight to inform how we can make best use of available 
funding to provide additional service and benefits to customers  

 
 

Measuring the Impact 
 
It is important that we understand the impact of the work we undertake.  This 
is necessary to ensure that we know what works; what difference has been 
made; and how effectively resources are being used.   
 
We want to measure the social value of projects that we implement.  This 
means quantifying and applying a monetary value to the outcomes and 
impacts of projects, as well as more importantly, measuring the difference our 
services make to our customers through case studies and use of the 
outcomes star model.   
 
We want to get more people involved, particularly younger people.  In order to 
do this we need to consider different ways to engage, including online 
opportunities.     
 



We want to ensure we deliver qualitative outcomes and will be moving away 
from setting a target for the number of customers we engage with in any given 
year.    More important will be measuring the outcomes of any engagement 
work.    In order to achieve this we will utilise the ‘Outcome Star’ an online tool 
that can be adapted to measure the impact we have on customers lives where 
appropriate. 
 
In order to ensure we are effective we will adopt the following principles when 
we engage with our customers 
 

 PHG Consultation principles 

Scope 
What’s in what’s 
out? What level of 
engagement? 

Here we consider what the scope of engagement is and who 
needs to be involved.  

Purpose 
Why is the 
engagement 
happening? What 
is it that our 
customers  know? 

We need to consider the purpose of the engagement, why are 
we doing it? What do we want to achieve? 
 

Outcomes  
What, specifically, 
should the 
engagement 
process achieve? 
(Prompt: are there 
any secondary 
outcomes as well 
as the main 
outcomes?) 

List the outcomes. What does successful engagement look like? 
Are we using the right methods to get the best outcomes? For 
example, do we need to ensure we tailor our approaches to 
customers with support needs? Can we use tools to help us 
measure success, such as the Outcome Star Model? 

Participants 
Who needs to take 
part for the above 
to be achieved, 
including those 
whose buy in you 
need 

Consider who we need to involve and how can we best reach 
them? How can we utilise customer insight to reach the right 
people? 
 

 
An action plan for what we want to achieve is included as Appendix 1 
 
Equality and Diversity 
 
Progress Housing Group is committed to recognising and celebrating diversity 
and promoting equal opportunities. 
 
We recognise the dignity and worth of each individual and promote mutual 
respect between groups based on understanding and valuing diversity, 
underpinned by a respect for equality and human rights. 
 



We will continue to work towards the widest representation from all sections of 
the community. We will try and remove all barriers to involvement, supporting 
communities wherever possible. 
 
We will also work in partnership with other organisations to embed good 
practice.  For example we will promote membership to Learning Disability 
England for all our supported living tenants by paying for their membership.  
This will help promote citizenship and empower them to have a say in issues 
which impact on them 
 
Nobody will be treated less favourably than any other person or group 
because of their race, colour, ethnicity or national origin or because of their 
religion, gender, sexuality, disability, appearance, age, physical or mental 
health condition or marital status.   
 
An Equality Impact Assessment (EIA) has been completed as part of the 
consultation and writing of the strategy 
 
 
Links to other strategies 
The Community Engagement Strategy will be supported by a number of other 
strategies including: 

 Progress Futures Strategy 

 Place Management Strategy 

 Equality and Diversity Strategy 

 Health and Wellbeing Strategy  

 Youth Strategy 

 Social Value Strategy 

 Customer Insight Strategy (in development) 
 
 
Conclusion 
This Strategy has outlined how we will support customers to be involved with 
the Group.  We believe that listening to the views of customers and providing 
a range of options for tenants to be involved will have a positive impact on all 
aspects of our service and help us to achieve the aims set out in our business 
plan. 
 
 
 
 
 
 
 
 
 
 
 
 


