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1. Introduction  

In October 2020 Sunderland City Council made a return to providing Council Housing to 

meet the housing needs and aspirations of the people of Sunderland. Not two years later we 

now offer high quality socially rented homes, with services to match and recognise that with 

over 70 homes the time it right to work closely with our Tenants. 

This document acts as Sunderland City Council’s first stage plan for developing Tenant 

engagement within the Housing Service’s property portfolio. Key to shaping this strategy was 

the requirement from the outset to consult with and involve our current tenants to understand 

their thoughts and develop a better community narrative.  

The Housing Service will seek to develop a comprehensive Tenant knowledge base, 

whereby Tenant views and opinions help us to inform our service via regular engagement. 

The Housing Service will evolve and grow in line with our housing stock, Tenant needs and 

Tenant views. 

 

2. Legislation and Regulatory context 

This first strategy therefore operates in the context of high-level intentions and goals, which 

allow us to stay agile and respond to the growing needs of our tenants to achieve the 

Council’s aims and objectives.  As well as the above developing this active policy on tenant 

engagement and involvement has a regulatory context, as set out in the Regulator of Social 

Housing’s Consumer Standards.  

As a registered provider of social housing, we are committed to delivering against the 

standards set by the Regulator of Social Housing, including the Consumer Standards. The 

Ministry of Housing, Communities & Local Government's (MHCLG) Charter for Social 

Housing Residents: Social Housing White Paper published in November 2020 and the 

National Housing Federation's (NHF) Together with tenants both set out the case for 

landlords to further strengthen their relationship between residents and landlords.  

 

3. Scope  

This strategy sets out how tenants will be involved to influence service direction and 

improvements. For the purposes of this strategy, we define ‘tenant’ as a tenant, leaseholder, 

or other user of our services. 

The body responsible for co-creating, approving, and monitoring this strategy is the Housing 

Services Monitoring Group who are in effect the Housing Board who oversee and manage 

the Housing Service within the Council. 

 

4. Confidentiality  

To operate as an organisation, we may hold Personal Data about tenants, employees, 

boards, suppliers, and other individuals. The use of personal data is governed by the 

General Data Protection Regulation (the GDPR) and is supplemented by the Data Protection  



 

 

 

Act 2018 (DPA18). We take data protection very seriously and understand the impact that 

data breaches and misuse of data may have on data subjects as well as on our activities. 

Compliance with this policy is necessary for us to maintain the confidence and trust of those 

whose personal data we handle. 

 

5. How We Will Engage Tenants 

This strategy aims to position Sunderland Council’s Housing Service to be able to meet the 

evolving requirements of the regulatory environment. 

Our priorities for the first year of this strategy are to: 

• Engage with every tenant on suggestions for improvements to our housing policies or 

procedures. 

• Engage with every tenant regards our Complaints Policy and Procedures, in line with 

the Housing Ombudsman’s Complaint Handling Code. 

• Engage with every tenant on suggestions for making improvements to the services 

that they receive from us. 

• Inform tenants of the opportunity to be active members of the Housing Service 

Monitoring Group and Tenants Panel.  

• Promote inclusion and an open, transparent two-way relationship with our tenants, 

which puts people at the heart of what we do and improves the tenant experience. 

• Collect important information about our tenants and their households, which will be 

used to deliver the right services and / or support for them. 

• Engage with every tenant regards our Housing Strategy for Sunderland ‘Growth, 

Choice and Quality’ and to welcome their thoughts and / or suggestions to improve 

our future Housing Strategy’s and guide strategic direction. 

• Give everyone the opportunity to communicate with us or be involved with us and 

tailor our communication style to mee their needs. 

• Provide a ‘menu of opportunities’ which allow tenants to engage with our services.  

 

We will do this by: 

• Completing our first Tenant Care visits in early 2022. These will be continued 

annually as one to one personal consultations with every tenant in their home to 

better understand their household needs and aspirations, their views on our services, 

the neighbourhood where they live and how they prefer to be involved with us. 

• Regularly reviewing complaints and compliments to ensure continuous development 

and embed a learning culture.  

• Learning from complaints and compliments with findings published in our Annual 

Report, online and through social media channels. 

• Providing relevant information to groups and involved tenants in an agreed time 

frame to allow them to monitor how key organisational objectives are being met. 

• Developing a culture where tenant engagement is central to our decision-making. 

• Providing information, which is clear and understandable with key points 

summarised, using an inclusive range of methods and in a format to suit the intended 

recipient. 

• Outlining performance to every tenant within our Annual Reports. 



 

 

  

In April 2022 a new pro forma was designed to capture tenants views which reflects the 

resident profile; this responds to different needs in relation to equality strands and any 

additional support, which can be evidenced in the delivery of our services, engagement 

activities and communications to promote widespread engagement.  

A Term of Reference, Code of Conduct and Expenses Policy outlines how tenants will be 

engaged. This will help to attract and govern involved tenants. 

Up to two tenants are included on the Housing Services Monitoring Group, where they will 

oversee operational performance, strategy, governance and risk management including 

health & safety compliance. 

The Housing Service will support involved tenants to: 

• Review and implement our Tenant Service Standards and publish them on the 

Housing Service web page. 

• Attend tenant engagement networking events to gather best practice in resident 

engagement and increase their awareness of the wider housing sector challenges.  

• Engage in emerging social housing sector policy consultations and responses. 

• Assist in the development of Annual Reports to tenants, ensuring that it 

communicates the required performance results and information in a way that is 

interesting, easy to understand and jargon free. This will include (not exhaustive) 

information on performance against the Regulatory Standards, Tenant Satisfaction 

Measures; performance against the Services strategic commitments; detail on how 

income is being spent, complaint information and trends, impact from resident 

engagement and comparisons of the organisational cost structure and management 

costs. 

• Monitor and manage any dedicated budget to support tenant involvement. 

• Agree and prioritise a menu of community investment activities. 

• Assist in the development of our Newsletter is distributed to every tenant. 

• Prioritise income maximisation and sustainable living for all residents. 

• Identify and maximise employment and training opportunities for people living in our 

properties. 

• Encourage tenants to take pride and ownership of their home and neighbourhood. 

• Assist in the development of potential grant funding opportunities to directly benefit 

tenants. 

• Improve digital access and connectivity for tenants.  

• Attend estate walkabouts as and when required. 

Residents’ views and information obtained through tenant care visits and tenant complaints 
learning, will be shared via our website, tenant e-mails, annual report to tenants, tenant 
newsletters and social media. 
 
This first Tenant Engagement Strategy provides a foundation for partnership working with 
our tenants. The objectives and priorities are based upon what our tenants have asked for 
and we will work closely with other strategic partners to deliver them, to make our 
neighbourhoods safer and better places to live. 

 

 

 



 

 

 

 

This initial strategy seeks to build a two-way relationship with our tenants, whereby trust and 

mutual respect through transparency will be very important. We have listened to what 

tenants have asked for and this strategy sets out how we will deliver and build upon these  

priorities and aspirations in the coming years. The Housing Service will continue to engage 

with tenants to ensure that they are involved in decision making and in setting key strategic 

priorities for our business. 

 

Through the engagement strategy we will be supporting our tenants to make positive 

changes and to work collaboratively with other stakeholders to ensure that we get greater 

value for money. The Housing Service will work towards building a co-regulatory approach 

with our tenants, allowing them to play a full and productive role in the design, delivery, and 

evaluation of services in the future. 

 

This strategy will be the overarching agile document that will evolve around the development 

of tenant involvement and scrutiny. The Housing Service will build on these foundations and 

the future development of this strategy will be widely influenced by the views of our tenants 

and include several key themes. 

 

6.Themes 

The themes below form key areas which the Tenant Engagement Strategy will focus on. 

• Taking pride in your home and the area - empowering and enabling tenants, 
stakeholders, and community groups to take responsibility and to be proud of where 
they live. 

• Financial inclusion and income maximisation – providing opportunities for tenants to 

access one to one financial and/or welfare benefit advice. 

 

• Promoting health, wellbeing, and mindfulness - addressing the links between housing 

and health; both physical and mental.  Considering food and fuel poverty, promote 

the value of a healthy lifestyle and improved physical and mental wellbeing. 

• Supporting community activities - working with other departments and stakeholders 
to provide opportunities to bring local people together, create fun and meaningful 
experiences for residents to enhance their outlook and encourage them to look out 
for one another via an increased sense of community. 

• Maximising training and employment opportunities - working with other departments, 
stakeholders, and contractors to maximise opportunities for tenants and their families 
to access valuable training and employment support. 

• Tackling the fear of crime - working with tenants and the police to tackle crime and 
the fear of crime. 

• Digital Connectivity - working with internal partners and other stakeholders to 
improve digital access and more affordable online access for tenants to digital 
services. 

 

 



 

 

 

7. Monitoring 

We will monitor our success by:  

• The number of community projects and activities that are undertaken in the delivery 

of the Tenant Engagement Strategy. These will be subject to an impact assessment.  

This approach will allow the Housing Service to demonstrate that investment is 

achieving value for money and having a positive impact delivering the priorities 

outlined in this strategy.  

• Examining regular progress reviews with outcomes presented to the Housing Service 

Monitoring Group and reported to tenants via the tenant newsletters and Annual 

Report. 

• Publishing learning from complaints and tenant feedback on our website and through 

social media channels.  

• Monitoring the level of our tenants who wish to interact with us digitally and tailor the 

service to meet their needs.  

 

8. How We Will Achieve Delivery 

The Housing Service will utilise other opportunities for tenant engagement and community 

activities through a variety of ways including: 

• The delivery of our development and investment programmes which will bring 

employment and training opportunities and other social investment opportunities to 

the table. 

• Using the community budget to fund projects which will deliver against the key 

objectives of this strategy to improve community cohesion and the lives of our 

tenants.   

• Support our tenants to access services through our partnerships which may have a 

positive impact on their lives  

• Proactively exploring and maximising grant and match funding opportunities to 

benefit tenants and in our neighbourhoods. 

• In the interests of transparency and greater accountability to tenants, with effect from 

April 2022, all non-confidential performance reports will be published on the Council 

website. 

 

9. Future Strategy Development 

This Tenant Engagement Strategy sets out an initial social, regulatory, and business case 

for engagement and involvement and it will be aligned with our Housing Strategy and vision 

for housing in Sunderland. 

Tenant engagement and involvement requires dedicated resources, as the activity itself is 

both specialist and intensive. All Housing Staff will play a key role in the success of this 

strategy and to ultimately fulfil the Consumer Standard regulatory expectations as required 

by the Regulator of Social Housing. By evolving and delivering this strategy, the Housing 

Service will not only comply with the regulatory expectations, but it will cement trust and 

loyalty with its tenants, thus safeguarding the huge investment that the Council has made in 

the new housing stock and the surrounding environment. 



 

 

 

Actions: 

• Terms of Reference to be developed for involved tenants who are members of the 

Housing Services Monitoring Group.  

• Capture Tenant feedback and satisfaction through annual Tenant care visits.  

• Contact Tenants on a weekly basis who have accessed the repairs service to carry 

out a satisfaction survey. 

• Embed any learning and service improvement via tenant engagement and publish in 

the tenant newsletter, social media, and the website. 

• Housing Services and Building Services staff will be updated regards the objectives 

of this Tenant Engagement Strategy 

• Housing Services and Building Services staff will be trained on the new Tenant 

Service Standards when they have been developed, finalised, and agreed. 

• With the help of Tpas, those tenants who wish to be more engaged with Housing 

Services, will be offered training, mentoring and further support to do so. 

 

Tenant Scrutiny will be developed at a later date, and it will follow the Tpas 5 model 

principles when considering the development of the scrutiny model: Independent, Inclusive, 

Positive, Constructive & Purpose. This will enable tenants to be meaningfully engaged in the 

development, of policy; services; budgets and strategic development as well as any local 

offers for service delivery. Tenant scrutiny will sit at the heart of the housing services 

governance structure in the future, service quality reviews, performance monitoring and 

appropriate engagement and involvement activities will all be formally reported to the 

Housing Services monitoring Group for consideration and to highlight opportunities for 

positive change. 

Sunderland City Council will communicate and involved tenants in discussions which involve 

any significant changes in service provision in a timely manner. Housing Services will 

ultimately review the success of its tenant engagement, involvement, and empowerment, 

through management performance measures and biennial satisfaction surveys.  Measurable 

outcomes of the sector wide survey of tenants and residents ‘STAR’ will include the new 

satisfaction measures (TSMs) as prescribed by the Regulator of Social Housings Consumer 

Standard. Where future regeneration or planned improvements take place, Tenants will be 

fully informed and from the start they will be consulted as part of the project planning, 

delivery and monitoring of the scheme.  

 

 

 

 

 

 

 

 



 

 

 

 

10. Appendices  

Appendix 1 – Tenant Code of Conduct 

Code of Conduct – Tenant / Resident Involvement 

Sunderland Council’s vision is to forge a healthy, vibrant, dynamic future for the city and its 

residents and to make Sunderland a place where people can be proud to live, work and play, 

where no community is left behind. 

The Housing Delivery and Investment Plan aims to ensure that: 

• we deliver homes to meet our residents needs now and as they age  

• vulnerable residents can live in properties that support them to live independently for 

longer, in which they are enabled to live a happy, fulfilled life. 

• we tackle the empty homes which often blight neighbourhoods, breathing new life 

into bricks and mortar and creating attractive new homes for our residents. 

Housing Services are committed to maintaining the highest standards of conduct in all areas 

of our activity and expect that residents participating in meetings, workshops, training, and 

events, or representing the organisation to outside bodies, observe this Code of Conduct.  

 
Scope 
 
This Code of Conduct covers all meetings, workshops, training, and events hosted by 

Housing Services including:  

• Tenant Panels and sub-groups  
• Working groups, topic groups and other similar groups called for a specific purpose  
• Specific protective characteristic user groups, including language-based groups  
• Conferences and events, including annual tenants conference, advocate meetings 

and community activities held for tenants / residents 
  

It does not cover:  

• Meetings of the Housing Services Monitoring Group (these are covered separately in 
a specific Terms of Reference)  

• Focus groups and mystery shopping exercises or other one-off market research or 
consultation meetings  

• Independent Tenant / Resident associations and other groups, unless they choose to 
adopt this code of conduct themselves  
 
 

Purpose  
 

The purpose of the Code of Conduct is to ensure:  

• That all members feel welcome and are able to contribute fully at meetings, 
workshops, training, and events  

• That meetings are conducted in an open and business-like manner  
• That the highest standards of behaviour are always maintained by members 

 



 

 

 
 
 
 
Personal Conduct  
 

Those attending meetings, workshops, training, and events must: 

• Promote equality and diversity by not discriminating unlawfully or unfairly against any 
person 

• Treat all members, staff, and guests with respect 
• Not use any racist, sexist, homophobic or offensive language 
• Not make derogatory, inflammatory, or personal remarks about other people 
• Welcome new members and make them feel comfortable in meetings, workshops, 

training, events, and conferences 
 

Declarations of interest  

When an issue arises where members have a personal interest or could benefit personally 

from a decision, they should declare their particular interest, and the meeting will then decide 

if they should withdraw from the discussion and/or the decision. 

Members should notify the Chair if they have a personal interest or could benefit personally 

from a decision before the item is discussed. 

 
Confidentiality and Openness 
 

Sunderland City Council Housing Service is committed to working openly and in a 

transparent way over all the decisions and actions in meetings, workshops, training, and 

events.  

Any items which are unavoidably confidential will be clearly marked “Confidential” and must 

be treated as such by involved tenants. 

If residents are to be involved in matters of a clearly confidential nature, such as the review 

of services and/or contracts, the Housing Service may set specific conditions for involvement 

with such work. 

 
Conduct at Meetings, Workshops, Training and Events 
 

Involved tenants and guests will always observe the following when taking part in all 

meetings, workshops, training, and events:  

• Always conduct themselves in a professional and reasonable manner and treat 
everyone fairly and with respect 

• Read and understand all papers prior to attending meetings 
• Arrive on time for meetings, workshops, training, and events 
• Keep mobile phones switched off during meetings except when an emergency is 

anticipated  
• Keep to the subject under discussion and contribute accordingly 

 



 

 

 
 

• Respect the right of other people to speak without interruption and allow everyone 
the opportunity to speak 

• Respect the views and opinions of others and accept that these may not always be 
the same as their own 

• Not discuss issues described as ‘confidential’ with any person or body outside the 
meeting 

• To adhere to the Chairperson’s instructions regarding agenda items and points of 
discussion 

• Not swear, use abusive language, or deliberately disrupt meetings, workshops, 
training, or events 

• Not attend forums when under the influence of alcohol, illegal substances etc. 
 
 
Breaches of this Code  
 

In the event of this Code being breached the following action can be taken: 

• A verbal warning will be given to members, staff, tenants, and guests if they are in 
breach of the Code of Conduct 

• Anyone in breach of the Code may be requested to leave the meeting, workshop, 
training, or event 

• In the event of serious or persistent breaches, a person may be permanently 
excluded from future attendance at some or all meetings, events etc hosted by 
Housing Services - alternatively, in such cases, a person may be excluded from 
some meetings 

• The power to exclude a person, from all meetings shall rest with the Senior Housing 
Manager 

• Any person permanently excluded from any meetings shall have the right to appeal 
to the or Assistant Director of Health & Housing Services for a hearing, to re-examine 
the decision 

• A final appeal against permanent or partial exclusion from future meetings can be 
made to the Housing Services Monitoring Group 

 
 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

Appendix 2 – Expenses Policy 

Tenant Involvement – Expenses Policy 

At Sunderland City Council we feel fortunate to have tenants who give up their time and 
energy, to help us to improve services for the benefit of all our residents.  These are people 
who volunteer to work with us in partnership, whether that is to simply complete a survey, or 
to attend meetings, workshops or events, tenant feedback is invaluable to us. 

Sometimes we ask tenants to take part in activities that require them to incur costs – for 
example travelling to a meeting and in these instances, we reimburse tenants with their 
expenses because we don’t want money to be a barrier to anyone who wishes to be 
involved with us. 

We have strict guidelines in place for claiming expenses which apply to all activities. All 
claims are checked and adherence to this policy is monitored. Any perceived abuses of the 
policy will be challenged, investigated, and fraudulently claimed money will be recovered. 

To make a claim for travel expenses, residents must arrange the travel with a member of 

the Housing Services Team before any bookings are made. For more information about 

claiming expenses for engagement activities, contact our Housing Management Team on 

0191 561 2715 or via e-mail at sunderlandhousingservice@sunderland.gov.uk  

 

1.Introduction 

We are committed to paying modest and reasonable expenses so that tenants are not out of 

pocket when we ask them to be involved in Sunderland City Council, Housing Services 

business.  

This policy contributes to the Council’s aims set out in ‘Growth, Choice, Quality – A Housing 
Strategy for Sunderland 2017-2022’, in particular: 

• Maximising housing growth and increasing the choice of housing 

• Making the best use of existing homes and improving our neighbourhoods 

• Supporting vulnerable people to access and maintain housing 

2.Equality and Diversity  

The Council is committed to promoting equality of opportunity and has procedures in place 
to ensure that all residents are treated fairly and without unlawful discrimination.  

3. Claims 

Before claiming any expenses, involved residents must submit the following information to 
the Housing Management Team including: 
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• Name of the account holder (e.g., Mrs A B Smith) 

• Bank account number and sort code 

• An e-mail address for remittance 

• Tenants must provide these details via a signed written letter or email from an 
‘identifiable’ email address 

Tenants should always submit expenses claims in writing to the Housing Operations 
Managers along with relevant receipts, to ensure that their claims are processed and 
paid accordingly. The following guidelines will then apply: 

• Mileage will be paid in accordance with current HMRC approved mileage rates. 

• Copies of bus or train fare tickets should be provided as part of the claim. All tickets 
for travel outside of Sunderland (e.g., for an event) should be booked via a Housing 
Operations Manager 

• If an involved tenant does not have their own means of transport, the Housing 
Service can make arrangements for a taxi (tenants could be asked to share a taxi 
with others attending an event, unless they have a reason for not doing so). A 
Housing Operations Manager will deal with the taxi company and will process 
invoices accordingly. Residents may not book their own taxis. 

• Reasonable costs will be reimbursed for car parking, upon production of a receipt, for 
meetings or events held at times when free parking is not available. 

• Registered carer and support expenses should be discussed with the Housing 
Operations Managers and could be paid to enable you to attend a meeting, if you 
have to provide care for a family member or you have to arrange care for children 
under the age of 14 years, out of school hours.   

• Receipts for all expenses claims should be provided and tenants are required to 
submit their expense claims within a month of the activity, where possible. 

• A Housing Operations Manager is available to provide guidance to residents who are 
entitled to claim expenses and will support people who require further assistance. 

• Claims for expenses will be processed in a timely manner and residents should 
inform a Housing Operations Manager if payment has not been received within 20 
working days of submitting their claim. 

4. Breaches of Policy 

If a tenant submits a claim outside the scope of this policy, a Housing Operations 
Manager will discuss the appropriate action to be taken.  

 

 

 

 

 

 

 

 



 

 

 

 

Appendix 3 – Terms of Reference  

Terms of Reference – Tenant Panel 

The Housing Service Tenant Panel (TP) is an independent group of Tenants who will ensure 
that our services are effective and that the way we work takes into consideration tenant 
priorities and perspectives. 

In accordance with the Consumer Standard and as part of co-regulation, the TP, rather 
than the government, will make sure that we are doing what we should be. 

The TP will produce reports and recommendations for service improvements, to assess 
and improve tenant satisfaction and to deliver better value for money for our residents. 

1. Introduction 

The TP will work on behalf of the tenants of Sunderland City Council, to ensure that the 
Housing Service is of the highest standard, with tenants at the heart of decision making. 
The main aim of the TP is to provide a ‘tenant led’ focus, an independent check and, if 
necessary, challenge Housing Services in relation to the department’s business functions, 
service delivery, standards and to help improve performance.  

2. Role of the Tenant Panel 

A Tenant Panel (TP) will take an independent view of the Housing Service’s performance 
and assess it against the expected standards, local offers, the Regulator of Social 
Housings, Tenant Satisfaction Measures (TPMs), and benchmarking reports.  

The TP will report to the Housing Services Monitoring Group. A programme of service 
reviews for the Housing Service will be agreed with the Housing Service Monitoring Group 
on a remit of service quality and performance. Further details are outlined in the Tenant 
Engagement Strategy. 

The TP will consist of up to 10 tenants with the TP led and supported by the Housing 
Operations Managers who will also be the main link between the TP and the Housing 
Service Monitoring Group and Council. 

A programme of service reviews for the Housing Service will be led by the Housing 
Operations Managers for agreement by the Senior Housing Manager on a remit of the 
following:  

• Service quality and performance; and 

• Organisational and local service standard 

The TP’s remit will not cover non-landlord activities of the Housing Service. 

 

 



 

 

 

3. Potential Programme of Work 

Review and consideration of the following:  

• Performance reports including TSMs on a quarterly basis and recommendations for 
improvement. Consideration of performance against KPIs, Service Standards, local 
offers and recommended proposed changes. 

• Feedback from Mystery Shopping exercises and recommendations for improvement. 

• Annual Report to Tenants. 

• Any new or updated Housing Service Strategies.  

• Complaints monitoring on a quarterly basis and the learning gleaned from them. 
Analysis of satisfaction survey results. 

• Benchmarking reports. 

In depth service reviews of individual service areas within Housing Services (generally 
once a year) and with the assistance of the Housing Operations Managers the production 
of an outcome report for consideration by the Housing Services Monitoring Group. 

4. Accountability 

The TP will report to the Housing Services Monitoring Group and reports published on the 

Council website.  Their work and findings will also be communicated through the Tenants 

Newsletter and Annual Report. 

5. Membership 

Up to 10 places will be available for membership and will be open to all tenants of 

Sunderland City Council. Expressions of interest will be made via the annual Customer 

Care and Comfort Visit and applicants will be selected based on those considered to be 

best able to help the TP to meet its aims and objectives following an informal application 

and interview process.  

There is a requirement that successful applicants will comply with the requirements of the 

role as outlined in the Tenant Engagement Strategy and commit to undergo any training 

and development required as part of their role. 

Terms of office will be 3 years. Members who have served 3 years may be re-selected but 

may be considered alongside other suitable applicants through the selection and interview 

process. 

Interviews for membership to be carried out by an interview panel comprising the Senior 

Housing Manager and a representative of the Housing Services Monitoring Group. 

Membership vacancies will be advertised in the Tenants Newsletter and through the 

Council’s website. 

 

 



 

 

 

6. Frequency of Meetings 

As and when required with a minimum of 4 meetings per year to be timed to occur at an 

appropriate interval prior to Housing Services Monitoring Group.  

The lead officer for the TP will be the Housing Operations Managers and additional 

support, resources, and access to information, will be provided by the Housing Services 

team. 

The Housing Operations Managers will provide support to the TP and will act as the main 

link between the TP and the Council. They will also administer expenses claims on behalf 

of the TP which will include support to get to and from meetings. The Housing Operations 

Team will ensure that reports are submitted to TP meetings in a timely fashion. All 

requests for information will be granted in accordance with the Council’s access to 

information protocol.  

Appendix 4 - Menu of opportunities  

 

Menu of Opportunities 

1. Housing Services Monitoring Group 

From the highest level we encourage our tenants to be active members of the Housing 

Services Monitoring Group to influence business and strategic matters affecting the service. 

2. Tenant Panel 

A panel made up of tenants who meet four times a year to help scrutinise and review the 

delivery and performance of the service. 

3. Tenant Champions 

Tenant Champions support the service by working within a dedicated areas and passing on 
information to others about a variety of issues such as welfare reform, energy efficiency or 
helping others to complete application forms. They also have the opportunity to influence 
service delivery by carrying out tasks on behalf of the service such as inspecting empty 
properties to ensure they are to lettable standard and providing feedback. 

4. Task and Finish Groups 

Tenants could may encouraged to take part in Task and Finish Groups. These groups come 
together to problem solve or deliver a specific aim and objective within a specific time limit. 

5. Consultation 

Sunderland Council Housing Service may consult with local community groups and tenants 
on matters such as future housing developments, estate management services and policies 
and procedures. 

 



 

 

 

6. Surveys and Questionnaires 

Sunderland Council Housing Service offer a range of surveys to collect the views of their 
tenants and assess satisfaction of our service delivery in order to identify areas of 
improvement. 

7. Social Media 

Sunderland Council Housing Service may use social media to share news and information 
that we believe would be of interest to our tenants. If you are interested in any of the above 
areas or please do not hesitate to email us at: 

sunderlandhousingservice@sunderland.gov.uk 

 

 


