
Customer engagement scrutiny review – October 2021

In September 2019, our Scrutiny Pool, made up of 
volunteer tenants, chose to review our approach to 
customer engagement.

Customer engagement is what we all do at Progress 
Housing Group every time an employee meets, speaks to 
or contacts one of our tenants or customers. So we all do it 
all the time.

It is important that we listen to what our tenants and 
customers have to say and act on what we hear.

Every contact is a chance to affect our tenants and 
customers positively, so we want to get it right.

The Scrutiny Pool carried out the whole review virtually, using Zoom; due 
to COVID restrictions, this was a first for the group and showed the 
commitment of our volunteers. Thank you, everyone.

The Scrutiny Pool used the recently launched Together with Tenants 
Charter from the National Housing Federation as a basis for the review.

The charter has 6 areas:
• Accountability • Communication
• Quality • Voice and influence
• Relationships • When things go wrong

They looked at the details set out in each area and considered if 
Progress Housing Group met this or not.

The Scrutiny Pool found that Progress Housing Group met the requirements in each of the six 
areas of the Together with Tenants Charter.

This is great news, as it means we are on the right track.  

However, everything can always be better. With this in mind, our Scrutiny Pool made 18 
recommendations to help us to make things better for our customers and tenants.

This included:
•   Improving the consultation process, including when things will be done. 
•   Training on our code of conduct for external contractors.
•   Continued support for the ‘See the Person’ campaign.
•   Providing a pictorial tenancy agreement guide for all tenants. 
•   Training for Scrutiny Pool members and discussion over chairing arrangements.
•   Making transparency across departments and teams better.
•   Ensuring letters from Progress Housing Group and external contractors are the 

same quality.

Now that the Scrutiny Pool have told Progress Housing Group what they found 
during their review, we have put together a plan to put all 18 recommendations 
in place by the end of March 2022.

The Scrutiny Pool meets every three months and will be given an update on 
how we are doing with the plan.

When all 18 recommendations are complete, the Scrutiny Pool will confirm that 
they are happy to say their review is complete.

Our Scrutiny Pool also updates our Group board every three months to tell 
them how we are progressing with the work.

If you would like to read more information about the report and the findings of 
our Scrutiny Pool, you can find this by following this link.
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https://www.progressgroup.org.uk/scrutiny/
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