
Newham Housing Services Improvement 
Programme Resident Challenge Board

Monday 15th September 2025
6-8pm
Canning Town Library



Welcome



Agenda
Desired Action-OutcomeLeadItemTime

ChairWelcome and Check-In (Board members)6.00pm

Approve minutesChairRecord of meeting approval6.05pm

Clarity on terms of referenceCRTerms of Reference and Code of Conduct6.10pm

Recommendations on prioritisation of 
messaging and communication methods

CP/AYPresentation/Discussion on Communications Plan 6.15pm

Recommendations on what success 
looks like

SW/UAPresentation/Discussion on Resident Involvement Strategy6.45pm

For informationCTPresentation/Discussion on Tenant Satisfaction Measures7.15pm

For informationCBY/CRResponses to Recommendations: Vulnerability Screening for PCFRA7.30pm

Identify next topicChair/SGForward Planning7.45pm

ChairAny other business7.50pm 

ChairCheck-out (Board Members) – a word or phrase only7.55pm

ChairNext meeting – Monday 20th October at Venue TBC8.00pm



Check-In



Record of Meeting Approval



Terms of Reference and Code of Conduct



Improving Your Homes

Communications plan and approach to improving
transparency



Background
 

• In October 2024, the Regulator of Social Housing (RSH) issued Newham Council a C4 grade and 
regulatory notice for failing to meet the required outcomes under the Consumer Standards. In 
response, a new improvement plan: Improving Your Homes, was created to address concerns and 
improve homes for all tenants and leaseholders. 

• The regulator identified the following failings in relation to how we communicate with tenants: 
• Limited evidence that Newham Council provides a range of relevant and accessible information for 

tenants about its landlord services 
• Limited evidence that Newham Council provides a range of relevant and accessible information for 

tenants about how it is performing 
• No evidence of it keeping tenants informed when things go wrong 

Within the Transparency and Resident Access theme of the improvement plan we have set out a new plan 
and approach to improve our communication.



Communications Plan

Objectives 
• Share important information that requires action from the resident 

• Share information alerting residents to safety advice and information 

• Share information that informs residents of new working practice 

• Reassure tenants that we are taking action 

• Reassure tenants that the council has a credible programme of improvement 

• Increase tenant involvement in engagement activity 

• Improve resident access to understandable performance data  

• Develop tools to support regular and systematic communication to tenants  

• Improve tenant satisfaction with Newham’s Housing Service 



Communications Plan

Measuring Success

• Regular positive communications materials are issued and acted upon (calls to action are monitored)
• Web information is reviewed, simplified and traffic increased
• Tenants sign up to new and dedicated methods of communication – open rate/engagement figures reach 

industry standards
• Regular tenants’ bulletin is distributed, and open rate exceeds 40%
• Increase of 10% in tenant engagement data (completing surveys / attending events and activities) in first 

year



Communications Plan
Key communications assets:

• Housing resident e-newsletter every two months with hard copies available at housing hubs

• Infographics for social media and webpages to improve accessibility of information and provision
of performance data

• New Webpages

• Coordinated approach to design and display of posters for housing blocks

• Letter Template and associated guidance



Communications Plan

Inclusivity:

All communications must give due consideration to accessibility and inclusivity. Lead officers should consider
the following:

 Resident facing communications should be written for a reading age of 9-12 – this should be achieved by
utilising AI tools

 Resident facing communications should give consideration to residents for whom English is an additional
language and those who have visual or hearing impairments

 Communications should give consideration to residents who experience barriers to digital participation due
to disabilities, lack of access to a suitable device or support required to navigate systems.



Work so far



New letter template



Launch of Improving Your Homes

The Improving Your Homes improvement plan was launched in 
May 2025. 

This included:

• Publication of the improvement plan: hardcopies and 
downloadable PDF

• Publication of new webpages that can be translated into 
multiple languages

• Publication of 6 videos to aid accessibility of information. 
These include subtitles that can be translated via Youtube
functionality.

• Publication of the first edition of the Improving Your Homes 
newsletter



New Webpages
Web pages launched on 16 May 2025

Web Analytics info:

By 20 May:
• Views - 300 
• Page views - 393
• Unique visitors - 253

By 28 May (additional):
• Views - 198
• Page views - 286
• Unique visitors - 174

The HSIP webpage also linked to 
from supporting pages: Co-Create 
and Homelessness and Housing 
landing pages



Accessible videos 

Data from
28.5.25



Open rate readership 
info:

• 40% - 24 hours post 
launch

• 50% - 5 days post 
launch 
(28.5.25)

Housing Newsletter
22 May 2025 first edition of newsletter launched. 
All past publications are available on the latest news section of the webpage 



Housing Newsletter first edition: 
May 2025

newham.gov.uk



Focus for this edition was the 
latest Tenant Satisfaction 
Measures (TSM) results

Open rate readership info:

• 41.5% - 7 days post launch

• 50.06% - as of 28.8.25

The TSM good news story was 
also featured in the council’s 
wider weekly resident newsletter

Housing Newsletter 30 July 2025 edition

newham.gov.uk



Additional newsletter 4 July - RIS

newham.gov.uk



Interactive web page created 
to highlight good TSM results.

Web Analytics info as of:

31 July:

• Page views - 690
• Unique visitors - 508

28 August:

• Page views - 551
• Unique visitors - 452

Better and clearer use of statistics

newham.gov.uk

We will be introducing a new of repairs dashboard and dedicated 
data and performance webpage later this month.



newham.gov.uk

Greater use of council social media
Content posted across digital platforms YouTube, X, Nextdoor & Facebook 
highlighting the good Tenant Satisfaction Measures results and newsletter.



Multi-media and news release

newham.gov.uk

Voice over video infographic and a press release launched to promote TSM 
results. 

Data from:
5.8.25 - 221 views   |   28.8.25 - 237 views



newham.gov.uk

Onsite information 



Other Council media

newham.gov.uk

e.g. TSM results highlighted in the Council’s wider weekly resident newsletter.



Draft Comms Plan September '25 – March '26 (1 of 2)
Comms plannedItemDate

Press release
Publication of the strategy 
on co-create

Cabinet Adoption of Resident Involvement Strategy16 Sept

Newsletter 
Social Media

Improving Your Homes Newsletter: Primary focus on Repairs Response to Backlog.30 Sept

Improving Your Homes 
WebpageLaunch of Repairs Dashboard on dedicated 'performance and statistics' webpage30 Sept

Review and phased 
improvement of service 
webpages

Commencement of access to services project to review and improve service webpages. 
Fire Safety to be picked up as first key task.30 Sept

Briefing slides
PDF Improving Your Homes 
PDF
Accompanying narrative for 
press release (tbc)

12 month review members briefing and public issue.
To include revision of public facing improvement plan to reflect progress 07 Oct

Webpages
Posters
Video
Stakeholder briefings

Awaabs Law communications27 Oct



Draft Comms Plan September '25 – March '26 (2 of 2)

Newsletter
Social Media

Improving Your Homes Newsletter: Primary focus on Awaabs Law (Including Damp and Mould, 
Stock Conditions Surveys and HHSRS)28 Nov

Survey / engagement
Poster
Press release

Diverse Needs Strategy ConsultationJanuary

Newsletter
Social MediaImproving Your Homes Newsletter: Primary focus on Diverse Needs Strategy ConsultationJanuary

Newsletter
Social Media

Improving Your Homes Newsletter: Primary focus on Resident Involvement Strategy 
achievements so far to include Resident Challenge BoardMarch

To be determinedTOM communications to include internal comms plan and resident engagementTBC

Updates to Co-Create page 
as challenge cycles progressResident Challenge Board progress documentedOngoing

Newsletter
WebpagesPeriodic sharing of safety informationOngoing

Comms plannedItemDate



Next steps: Access to service information

Development of phased project to improve access to service information 
via the council's website.
1. Content review of information on landlord services
2. Develop a prioritised schedule for review
3. Production of draft content
4. Sequenced launch of improved webpages

We are keen to receive recommendations on prioritisation of messaging.



Any questions?



Housing Resident Involvement Strategy 2025 – 2030
Presentation to Resident Challenge Board
15th September 2025



Timeline

25th March-14th

April
Survey on 

principles for 
resident 

involvement

1st May – 18th

May
Sharing 

findings and 
resident 

workshops

19th May –
2nd July

Drafting of 
the Resident 
Involvement 

Strategy

2nd July – 23rd

July
Consultation 
on Resident 
Involvement 

Strategy 

24th July – 8th

September
Finalisation
of Resident 
Involvement 

Strategy 

9th

September –
16th

September 
Approval of 

Resident 
Involvement 

Strategy

From 17th

September

Launch of 
Resident 

Involvement 
Strategy



Survey overview
• In April 2025 we published a survey on our Newham Co-Create website, which was open for just 

over two weeks
• It asked residents to provide feedback on ten proposed principles which could form the basis for 

a new Housing Resident Involvement Strategy
• The survey also asked residents for their views on how the Council should best communicate with 

residents, and what information they thought it was most important that the Council shared.
• Because not all residents are comfortable using online surveys, we also held drop-in sessions at 

libraries and visited residents in their homes around the Borough
• We received over 100 responses with feedback on proposed principles, activities and 

communication preferences



Key ideas from the survey
• Residents said that the most important principles are transparency, accountability and 

responsiveness 
• We need to work to rebuild trust
• Residents are most keen to get involved in improving their blocks, estates and local 

neighbourhoods
• Residents want to be kept up-to-date with information on repairs and changes to their blocks, 

estates and local neighbourhoods



Workshops overview

• Two sessions:
• On 12th May 2025 online
• On 15th May 2025 at Stratford Town Hall

• Residents were split into tables (in-person) or breakout groups (online) for 
each of two activities

• The workshops were designed to take into account feedback from the 
survey, in particular focussing on what local resident groups, activities and 
events residents would like to see.

• Participants were asked to consider the feedback from the survey



In-person workshop



Key ideas from the workshops 
Resident ideas included:
• Bringing together a core group of engaged residents who can represent their local area
• The Council coming out to meet residents on their estates to see what needs to be improved 

and doing repairs then and there 
• Making better use of the many community organisations and hubs that already exist in 

Newham
• Making accessing housing advice and contacting the Council easier
• Empowering local people to improve their estates and communal spaces
• Having informal opportunities to speak to housing staff and build community on estates



The final principles in the strategy

Transparency 
and 

accountability

Listening and 
responding

A voice for 
local 

communities

Supporting 
collaboration

Being 
inclusive of all 

residents

In response to resident feedback during the initial survey and as part of the workshops, the initial 
ten principles were reduced to five. The final set of principles underpinning the strategy are:



Consultation overview
• The draft Resident Involvement Strategy was published on the Newham Co-Create site from 2nd July - 23rd July, 

and invited to take part in a survey via the Co-Create site. 

• In order to ensure that residents who do not feel confident completing online surveys could still take part, 
drop-ins were hosted at libraries around the borough where residents could access support completing the 
survey:

• Canning Town Library on 9th July

• Green Street Library on 10th July
• Stratford Library on 17th July

• East Ham Library on 22nd July

• 48 residents responded to the survey 
• Th Council also conducted internal consultation with targeted meetings with the Resident Involvement Team, 

Housing Liaison Team and Youth Empowerment. Drop-in sessions were arranged at Dockside and Bridge 
Road Depot for Members and colleagues.



Summary of other comments from the 
survey and emails

The council needs to take 
action and follow through 

on promises

We need more Council 
homes available for those 

on the Housing Register

There needs to be 
something specific for 

leaseholders

Surveys are good but need to 
be specific to an area or 

problem

The Repairs Contact Centre 
is  hard to reach – phones 

are not answered and calls 
cut off

Tenants report issues to the 
Council  but aren’t seeing 

results

Build engagement around 
each individual tenant

The Council needs to 
demonstrate the impact of 

getting involved

Removing or merging 
existing groups risks 

disempowering residents



Including young people’s views

• The Equalities Impact Assessment indicated that resident involvement in housing-related groups 
and activities is often low among younger people

• The Council therefore held a workshop for young people living in the Borough to discuss the 
principles and different engagement activities proposed.

• The workshop had 20 attendees: 9 young women, 1 non-binary person, and 10 young men.
• The feedback provided comments on each of the five principles, and three proposed levels of 

engagement activities: local, area-based and strategic or borough-wide.
• The most positively received aspects were estate inspections and estate action days, and some 

participants commented that t local housing champions could work if there were clear incentives 
and proper recognition.

• Their feedback also reflected some of the same concerns raised through the survey: a lack of 
trust that their feedback will be acted upon, a lack of time or conflicting responsibilities meaning 
residents are unable to take part in formal groups, and a need for incentives



Key comments from young people

Transparency
They want regular updates and proof 
that their voices are heard and acted 

upon.

Accountability
They want the council to act on its 

own observations and 
responsibilities, not just expect 
residents to report problems.

Incentives
People should be paid or 

compensated for meaningful 
involvement.

Proactive outreach
The council should be coming to 

residents, not waiting for residents to 
come to them.

Inclusive engagement
Make activities more accessible to 

those with time, money, 
language, and digital barriers



Changes made as a result of 
consultation feedback

In addition to a number of small changes to improve the readability and quality of the final strategy, the final 
strategy includes the following changes:

• Making clear the role of complaints in transparency and accountability
• Setting out the ways in which we intend to get in touch with residents

• Setting out our intention to improve residents’ experience with the Repairs Contact Centre

• Including surveys in the list of ways in which we will seek resident opinions and feedback
• Simplifying the proposed structure and making the strategy more achievable by focussing on local resident 

groups and strategic groups rather than creating area-based groups.

• Introducing a leaseholder group
• Explaining which activities the Council intends to lead and where the Council will take a facilitating role



Theme for discussion – what does success for the 
Resident Involvement Strategy look like?



Tenant satisfaction measures – lessons learnt

Colin Thomas, Head of Housing Governance



What will be covered today:

• Recap on the Tenant Satisfaction Measures 
(TSMs)

• The Council’s performance compared to others in 
the sector

• The collation process – what we have learnt



TSMs – recap

• In September 2022 the Regulator of Social 
Housing (RSH) introduced 22 TSMs, that 
all providers of social housing are required 
to use to report on the performance of 
their housing service.

• The RSH has set rules for the collation of 
each of the 22 TSMs so that they are all 
collated in a standard way, and to allow for 
the performance of different social 
landlords to be compared.    

• 12 TSMs are gathered from a perception 
survey

• 10 are calculated from management 
systems and processes

• The performance year runs from 1 April 
to the 31 March

• There have been two years of reporting 
under the TSM framework: 2023-24 and 
2024-25

• The survey fieldwork for the 2023-24 
survey finished late (in April 2024); this is 
why the 2024-25 TSM survey was 
included in the Improvement Programme 



How are we performing?

• The Council’s TSM scores are available on our 
website:  https://www.newham.gov.uk/housing-
homes-homelessness/housing-performance

• Tenant survey: overall satisfaction increased 
from 59% in 2023-24 to 71% in 2024-25. 
The average for London councils was 60% in 
2023-24 to 62% in 2024-25

• But the Council used an in-person survey 
method (as opposed to a telephone on 
online survey), which tends to give better 
results than other survey methods

• But for the management TSMs:

o Achieved better performance than the London 
council average in the completion of emergency of 
repairs, and all the landlord compliance areas 
(safety checks for gas safety, lifts, asbestos, fire 
risk and legionella)

o But performing worse than the London council 
average in the areas of routine repair completions, 
Decent Homes compliance, and the relative 
number of anti-social behaviour cases and 
complaints

• Key for following slides: Green, better than London 
council average; Red worse than the London 
council average; White equals the London council 
average



Our performance
London 
councils 
average 
(median)

Newham 
Council

Tenant satisfaction measure TSM no.

62%71%

Proportion of respondents who report that they are satisfied with the overall service 
from their landlord

TP01 

65%72%
Proportion of respondents who have received a repair in the last 12 months who 
report that they are satisfied with the overall repairs service

TP02 

62%65%

Proportion of respondents who have received a repair in the last 12 months who 
report that they are satisfied with the time taken to complete their most recent repair

TP03 

63%67%
Proportion of respondents who report that they are satisfied that their home is well 
maintained

TP04 

69%77%Proportion of respondents who report that they are satisfied that their home is safeTP05 

53%63%
Proportion of respondents who report that they are satisfied that their landlord 
listens to tenant views and acts upon them

TP06 



Our Performance
London 
councils 
average 
(median)

Newham 
Council

Tenant satisfaction measure TSM no.

73%77%
Proportion of respondents who report that they are satisfied that their landlord 
keeps them informed about things that matter to them

TP07

72%84%
Proportion of respondents who report that they agree their landlord treats them fairly 
and with respect

TP08 

27%45%
Proportion of respondents who report making a complaint in the last 12 months who 
are satisfied with their landlord’s approach to complaints handling

TP09 

63%78%
Proportion of respondents with communal areas who report that they are satisfied 
that their landlord keeps communal areas clean and well maintained

TP10 

67%70%
Proportion of respondents who report that they are satisfied that their landlord 
makes a positive contribution to the neighbourhood

TP11 

59%68%
Proportion of respondents who report that they are satisfied with their landlord’s 
approach to handling anti-social behaviour

TP12 



Our Performance
London 
councils 
average 
(median)

Newham 
Council

TSM no.

76174CH01 - Complaints relative to the size of the landlord (Stage 1) – complaints per 1000 homes

188CH01 - Complaints relative to the size of the landlord (Stage 2) – complaints per 1000 homes

70%68%CH02 - Complaints responded to within Complaint Handling Code timescales (Stage 1)

71%33%CH02 - Complaints responded to within Complaint Handling Code timescales (Stage 2)

24560NM01- Anti-social behaviour cases relative to the size of the landlord (cases per 1000 homes)

00NM01- Anti-social behaviour cases relative -hate crimes only (cases per 1000 homes)

7%26%RP01 - Homes that do not meet the Decent Homes Standard*
84%84%RP02** - Repairs completed within target timescale - non-emergency repairs

94%99%RP02** - Repairs completed within target timescale – emergency repairs



Our Performance
London 
councils 
average 
(median)

Newham 
Council

TSM no.

100%100%BS01- Gas safety checks (completed)

99%100%BS02 - Fire safety checks (completed)

99%99%BS03 - Asbestos safety checks (completed)

99%100%BS04 - Water safety checks (completed)

96%99%BS05 - Lift safety checks (completed)



Nationally – tenant satisfaction

Overall satisfaction (sourced from Housemark, a benchmarking club for social landlords) 

The national average TSM score for overall satisfaction was 73%, and higher than last 
year’s score of 71%. In addition: 

o Local authorities scored lower in overall satisfaction than housing associations by 
an average of 8.6 percentage points

o London based organisations had overall satisfaction scores that were 10 
percentage points lower than housing providers based elsewhere

o Housemark say they have observed a correlation between satisfaction scores and 
inspection scores from the RSH; i.e. higher scores for overall satisfaction correlate 
with better inspection ratings. And so, the Council’s satisfaction scores will stand 
out given our 2024 inspection judgement



TSM definitions – they are open to  
interpretation

The Ombudsman’s Complaint Handling Code 
states:

A complaint must be defined as: ‘an expression 
of dissatisfaction, however made, about the 
standard of service, actions or lack of action by 
the landlord, its own staff, or those acting on its 
behalf, affecting a resident or group of 
residents.’

Are Members Enquiries, and service 
requests, complaints?

Data accuracy matters 

• The Council does a number of statistical 
returns (or reports) to the RSH and the 
Government

• Where the returns cover similar areas the 
interpretation of the rules needs to be 
consistent

The collation process – lessons learned



Any questions?



Responses to Recommendations: Vulnerability 
Screening for Person-Centred Fire Risk Assessment



Next Steps and Forward Plan



Any other business



Check out (word or phrase)



Next meeting – Monday 20th October 6-8pm at 
Venue TBC


