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Working with the Tenant and Leaseholder 

Committee (TLC) has been hugely insightful and 

equally rewarding.  

I personally decided to get involved in order to 

contribute to helping improve the services, policies 

and procedures that the council provides to tenants 

and leaseholders. However, there have been many 

occasions where we have helped the council make 

informed decisions to assist the wider community.  

It has been a great platform to influence change 

constructively and positively whilst working with a 

diverse group of equally committed tenants, 

leaseholders and council staff.  

Max – Engaged Leaseholder – Member of the Tenant 

& Leaseholder Committee. 

 

Introduction  

Dacorum Borough Council’s housing service owns around 
10,000 rented properties, as well as the freehold of 
approximately 1,700 leasehold flats 
 
Listening to the views of our Tenants and Leaseholders is 
important to us and essential in ensuring our services are the 
best they can be. 
 
The housing service is committed to encouraging Tenants and 
Leaseholders to feed back and let us know what they think 
about our services.  This document showcases the impact 
Tenants and Leaseholders have had during 2019-2020 by 
getting engaged in activities with Dacorum to ensure an 
excellent housing service for all.  
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Why Get Involved? 

By getting involved, our Tenants and Leaseholders make a difference by:  

 Reviewing, influencing and working with us to improve Dacorum’s housing services 

 Being a critical friend and holding the housing service to account by setting 
standards, and scrutinising performance. 

 Feeding back and working with us to improve the area and community they live in. 

 Gaining skills, knowledge and experience, building confidence and meeting new 
people. 

Why is involvement important? 

We believe the best people to tell us what our services are like are those who receive 

them.  By tailoring our services to Tenants and Leaseholders’ needs and aspirations, we 

can provide the best services we can for all. 

The Government is also committed to empowering social housing residents. The Charter 

for social housing published in November 2020 outlined the importance of the tenant’s 

voice being heard.  Legislation released as a result of the Grenfell enquiry echoed this.  

Through our tenant engagement and menu of involvement opportunities, we are 

committed to listening to and empowering our tenants. 

Impact of Engagement: 

Across 2019-2020, Tenants and Leaseholders took part in 1623 individual engagement 

opportunities.  

These interactions spanned a variety of communication methods, including face-to-face, 

telephone, text and via virtual video applications. 
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Examples of changes as a direct result of focus groups: 

You said: We should learn from complaints.  

We did: In 2021 a dedicated housing complaints officer will focus on 

lessons learnt and identifying areas for improvement.  

You said: Develop a mechanism for residents in properties with communal 

areas to report health and safety concerns. 

We did: In 2021, a new initiative called Block Champions will be launched 

to do this. 

You said: Residents in arrears need more support and advice to help 

them.  

We did: We reviewed our approach to income collection to maximise 

support, guidance, and improved communication for people in arrears. 

 

 

Focus Groups and Customer Journey Mapping: 

Just over 100 Tenants and Leaseholders took part in these enjoyable 

informal sessions, which allow participants to feedback on their own 

experiences of services, or give opinions on new ideas.  Over 2019-2020, 

Tenants and Leaseholders joined us to talk about: 

 Leaseholder services  

 Under 25s’ experiences of housing 

 Resident Engagement 

 Accessible aids and adaptations 

 Private Sector Housing 

Feedback from Tenants and Leaseholders at these sessions directly feeds 

into our drive for continuous service improvement. 
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Chapel Street, Hemel 

Hempstead 

 – Replacement bin store & 

garden path 

 

Before 

After 

Douglas Gardens, 

Berkhamsted 

 – Garden refurbishment, 

planters, flowers & bee garden 

 

Before 

In progress 

Impact of Covid 19: 

Unfortunately, when the Covid-19 restrictions came into 

place many of our estate improvement projects were put 

on hold.  However, as restrictions ease, we are looking 

forward to them starting again. 

 

  

Resident Involvement Grant: 

This grant empowers Tenants and Leaseholders to make 

improvements to their block or local area.   
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Formal Engagement: 

Every 2 months our formal committees meet to discuss 

policy, strategy and new projects. They directly influence the 

housing services and input into all policy and strategy 

reviews. 

 

 During 2019-2020 our dedicated members reviews included: 

 The Homeless and rough sleeping strategy 

 The Get involved strategy 

 Private sector housing strategy 

 The housing services Covid-19 response 
 
Examples of changes as a direct result of committees: 
 
You said: You asked for the opportunity to influence Policies and 

new ways of working at the start of their development.  

We did: Set up a new Policy and Good Practice working group to 

work with Officers to review and develop policies.  

You said: Tenants who are impacted by Covid-19 may need 

additional support with rent and Universal Credit claims. 

We did: We rolled out new income software which helps us identify 

Tenants who are more at risk of arrears and provide them with 

support and information, at an early stage. 

In addition, a dedicated housing complaints officer will be recruited 

to focus on lessons learnt and identify areas for improvement  
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Informal Engagement: 

Throughout 2019-2020, we have delivered regular informal 

engagement events, both face-to-face before Covid 19 

restrictions and via video meeting apps during lockdown. 

These informal and fun events enabled over 150 Tenants and 

Leaseholders to give feedback directly about the housing service. 

 

Examples of changes as a direct result of informal engagement 

events: 

 

You said: You wanted engagement activities to be more accessible  

We did: By using video meeting apps, we have enabled Tenants to 

get involved in their own home, breaking down barriers to 

engagement, such as caring responsibilities and travel limitations. 

You said:  You were concerned about social isolation in Supported 

Housing. 

We did:  Set up a project working with the members of the 

Supported Housing Forum to develop an action plan to tackle 

loneliness and social isolation amongst our supported housing 

residents. 
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Social Value: 

Our Tenant Academy scheme offers free training to all our 

Tenants and Leaseholders.  During 2019 and up until lockdown 

in March 2020, 784 residents took part in courses. 

Since lockdown restrictions - when face-to-face courses were 

not possible - we have focussed on developing a new online 

training platform to enable Tenants and Leaseholders access 

training via the internet. 

 

 

Examples of the face-to-face training delivered by Tenant 

Academy 

Digital inclusion:  

 29 residents took part in tablet training to build their skills 

and confidence online to enable them to access online 

services. 

Life Skills: 

 25 residents took part in decorating and DIY skills courses 

to help them to look after and maintain their homes. 

 

 12 residents took part in cooking on a budget courses, which 

gave them the skills to cook for their family and friends for 

less. 
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What’s next for 2021-22? 

We are constantly looking for ways to enable Tenant and Leaseholders to give feedback, influence and have their say about  
our services and performance as a housing service.  

Coming soon: 

 

 

 

 

 

 

 

 

 

 

Would you like to know more about how you can get involved? 

Find out more about how you can get involved with us at our website: www.dacorum.gov.uk/get-involved 

Alternatively, why not sign up to our fun and interactive (no commitment) find out more sessions, which take place 

regularly via Zoom.   

If you want to come along, let us know by sending an email to:  talk-to-us@dacorum.gov.uk  

 

Meet DOT, our new digital Tenant and Leaseholder 
training platform. The system will allow residents to 
access training to help them maintain their tenancy 
improve their well-being and develop skills for work. 

 
 

Block Champions – Giving a voice to residents living in 
blocks of flats or properties with communal areas. 
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