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1 Survey new tenants (potentially 
at 6 week visits) to see if they 
have used or read the tenant 
handbook. Carry out further 
consultation to assess if a 
handbook is required in the 
future. We will make our survey 
information available to assist 
with this.

We agree that it would be useful to 
survey new tenants to assess how 
effective the tenant handbook is

1 A current review of the handbook is being 
undertaking by the Business Innovation 
Team to review the effectiveness and to 
make  recommendations for the future. 
The results of the Scrutiny Pool 
questionnaire have been shared with the 
review lead and will be taken into 
consideration as part of the current 
review. Any improvements will be shared 
with the Pool. In the meantime all new 
tenants will be asked to complete a 
telephone survey after 12 weeks of their 
tenancy start date that will ask : How 
useful do you find the Handbook that 
you were given at Sign up? And Have 
you used or read this handbook since 
you signed for your property?

Head of 
Neighbourhoods / 
Neighbourhoods 
Manager / Head of 
Business 
Innovation

01/06/2016 We took very careful consideration of the tenant 
review and I found the information informative and 
extremely useful.  We are as our Scrutiny Pool may 
be aware increasing our digital usgae across the 
orgainsation not only to improve and streamline our 
own internal working practices and save costs but 
also to improve our ways of communicating with our 
customers.  The Sign Up pack we were asked to 
review had become a cumbersome, time-consuming 
and paper-driven process.  Our primary aim was to 
look at ways of reducing this and so improve the 
customer experience on sign up.  We recognise not 
all have access to digital and realise that for these 
customers special dispensation must still be made to 
provide relevant information.  The Tenant Handbook 
being one part of our sign up offering we have 
looked to ensure that much if not all the information 
is readily available on our website or can be printed 
off for those customers without internet access.  We 
are also looking o work with colleagues in our 
Marketing Dept. to improve and develop a 'new 
tenant' portal area on our website specifically geared 
with information for incoming tenants.  I would 
welcome Scrutiny Pool review of our new 
process/tenant offering when it is establised.

Complete
2 Ensure leaflets are widely 

available in Offices, Community 
venues and Independent Living 
Schemes and online. Consider 
providing one sheet which lists 
all the leaflets that are available 
at sign up (In future we feel this 
may replace the handbook).

We agree that the number of 
leaflets is high but this is to cover 
the range of services we offer. The 
current review will take this into 
consideration. 

2 All leaflets are now available online and 
within communal venues and levels will 
be checked on a quarterly basis. A sheet 
detailing all leaflets is to be produced as 
requested. The current review will look at 
the possibility to digitalise the tenant’s 
handbook. 

Head of 
Neighbourhoods / 
Neighbourhoods 
Manager / Head of 
Business 
Innovation

01/06/2016 As per above in point 1.  We have reduced the 
number of leaflets in the sign up as it has moved 
away from a paper driven process to more intuitive 
process of more use to the incoming tenant.  The 
information remains readily available and retrievable 
should it be required on individual basis.  We now 
'pre-load' the sign up and the incoming tenant is (via 
an automated email 'welcome' letter provided with 
links to information on our website, a draft copy of 
their tenancy agreement, basic details on rent.

Complete
3 We feel that savings could be 

made and value for money 
achieved if a different approach 
to the handbook is taken. For 
example, consider revising the 
handbook to an in-house short 
information sheet. We will 
provide an example of this and 
other handbook formats we 
have collected during this 
review.

We agree that cost savings can be 
made in terms of the tenant’s 
handbook.  

3 The current review will take into 
consideration value for money as part of 
their recommendations. 

Head of Business 
Innovation

01/09/2016 As per previous comments.  Cost savings will 
definitely be realised not just with respect to tenants 
handbook but the review and changes adopted with 
the whole process.

Complete When VFM exercise has been completed this will be fed back to The Pool

Use of the Tenant Handbook


	COMPLETETenant Handbook

