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 1. Background 
The Scrutiny Pool were informed that in preparation for the launch of the National 
Housing Federations Together with Tenants charter and Social Housing White paper 
the Board and Senior Leadership Team at Progress Housing Group (PHG) were keen 
to proactively review the customer engagement activities carried out by teams across 
the Group.   
 
We support the review on customer engagement, and we wished to focus our scrutiny 
activities on an area that would support and complement this review. Therefore, we 
chose to review PHG’s self-assessment of the Together with Tenants Charter to 
assess how PHG meet the requirements of the Charter and to identify if there were 
any areas for improvement.  
 
2. What we chose to look at 
We looked at all six aspects of the Together with Tenants Charter which are: 
 

• Relationships 
• Accountability 
• Communications 
• Quality 
• Voice and influence 
• When things go wrong  

  
3. What we reviewed 
We conducted the scrutiny by: 

• Receiving a briefing on Together with Tenants 
• Reviewing PHG’s self-assessment against the standard 
• Reviewing the evidence provided to demonstrate how the requirements of 

the charter were being met.  
 
4. What is working well? 
We found that PHG complied with all six aspects of the Charter to a high standard. 
There are lots of opportunities for tenants collectively and individually to 
communicate and share their views with PHG on the services they receive.  
 
We felt that robust evidence was provided that clearly met the requirements of the 
Charter. In addition, PHG had identified areas where they felt they could improve 
further. 
 
This report is a summary of our findings from all six areas of the Charter. There 
are individual reports from each aspect of the charter which outlines in more detail 
what we thought was working well. 
 
5. Observation  
Whilst undertaking the review we looked at many internal documents which 
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contained jargon and abbreviations. Whilst we appreciate that this has its use for 
speed of reading etc. we felt that it may not always be easily accessible for all 
staff. We ask you to consider how to make all your communications clear and easy 
to understand for all, internally and externally.  Developing this internally may lead 
to better communications with customers. 
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5.  Our findings and recommendations 
Summarised below are our recommendations from all six aspects of the charter. 

 Our recommendations STAR Theme 

Relationships 1. Ensure that external contractors receive training on the code of 
conduct 

2. Annually support a See the Person event at PHG 

3. Ensure that the Customer Contact Charter is visible and easy to 
access 

4. Ensure transparency is enhanced across departments to aid clear 
communication with tenants. 

Communication 

 
Communication 
 
Communication 
 
Communication 

Communication 5. Consider how to ensure consistency across the group and with 
external contractors on the standard required for communication with 
tenants 

6. Utilise the Supported Living Pictorial tenancy across the group 

7. Following the success of the welfare checks provide the option of an 
annual call to tenants to discuss how they are finding the service 

8. Consider the introduction of a framework to ensure that effective and 
timely consultation methods are in place and that best practice is 
shared across the group. 

Communication 

 

Communication 

Communication 

 

Communication 

Accountability 9. At the next Quarterly Scrutiny Pool meeting review arrangements for 
chairing and facilitating the group 

10. Work with the scrutiny pool to produce a short summary format to sit 

Communication 
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alongside scrutiny reports 

11. As part of the ‘engagement template’ make it explicit that colleagues 
need to consider how accountability (honesty, transparency and 
responsibility) is built into activities. 

Communication 

Communication 

Voice and 
influence 

12. Put in place guidance across the group on how to effectively provide 
feedback to tenants 

13. Build capacity within the scrutiny pool to chair online meetings  

14. Provide refresher training on scrutiny to raise its profile as a way for 
tenants to give their views and inform decisions. 

Communication 
 
Communication 
 
Communication 

Quality 15. Manage tenant expectations more effectively by detailing what is 
covered and not covered in planned improvement works consultations 

16. Review if changes to the text and font size would make the communal 
service poster more accessible. Consider where to display the poster 
so that it is accessible to those in wheelchairs and mobility scooters.  

Communication 

 

Communication 

When things go 
wrong 

17. Put in a place a process that ensures that when customers report 
issues on site to PHG staff that issues are recorded in a consistent 
way that ensures that feedback, advice or support is given to the 
customer in a timely manner. 

Communication 

 
7. Support provided for the Scrutiny Review 
The group wishes to express its thanks to all those staff members who have supported and assisted with this scrutiny review. 
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