Tenant Assurance Panel (TAP) Report to Housing Executive Group
Assurance on Compliance with the TIA Consumer Standards – Performance (Tenant Satisfaction Measures)
1. Introduction
The Tenant Assurance Panel (TAP) has reviewed the council’s performance information relating to Tenant Satisfaction Measures (TSMs), to provide independent tenant assurance on how well the organisation is meeting the Transparency, Influence and Accountability (TIA) Consumer Standards.
This report reflects the views of tenant representatives following review, discussion and challenge of the information presented.
2. Overall Assurance Judgement
TAP’s overall judgement is: Some Assurance.
This means that:
· We have confidence in several areas of performance reporting and engagement
· However, there are important gaps that need to be addressed to give full assurance
3. What Is Working Well
The Panel recognises a number of positive areas:
· Tenant feedback is actively gathered and used to inform service delivery
· Performance information is generally clear and honest, showing both good and poor results
· The ‘You Said, We Did’ approach demonstrates that tenant views are listened to
· There is evidence of improvement activity and willingness to acknowledge where things need to get better
· Opportunities for tenant involvement are encouraged
4. Key Areas Where Assurance Is Limited
While there are positives, the Panel identified several areas where assurance is only partial:
4.1 Communication
This was the strongest and most consistent concern.
· Information is not always easy to understand (e.g. technical wording such as “median” and “proportion”)
· Too much information is shared at once (especially in bulletins), making it difficult to engage with
· Limited visibility of key messages and outcomes
· Communication about repairs and planned works is often unclear, particularly around timing and expectations
4.2 Accountability and Follow-Through
· It is not always clear who is responsible for improvements
· Timescales for actions are missing
· There is limited feedback on whether actions have actually improved services
· Tenants are not always told what happens next when performance does not improve
4.3 Tenant Influence
· While examples exist, it is not always clear how tenant feedback directly shapes decisions
· More clarity is needed to link feedback to outcomes
4.4 Fairness and Inclusion
· There is limited evidence that all tenant groups are represented or considered
· Performance information is not always accessible to tenants with: 
· Different languages
· Different communication needs
· Some information (e.g. detailed reports) are not easily accessible to all tenants
5. Key Findings Against TIA Standards
Transparency
· Generally good – performance data shows both strengths and weaknesses
· However, improvements are needed to ensure information is: 
· Simpler to understand
· Easier to find
· Better explained
TAP view: Mostly assured
Influence
· Tenants are asked for feedback and this is valued
· Examples like “You Said, We Did” are positive
· However, links between feedback and decisions are not always clear
TAP view: Partial assurance
Accountability
· Improvement actions are identified
· But gaps exist in: 
· Clear ownership
· Timescales
· Reporting impact
TAP view: Partial assurance
Fairness (Diverse Needs)
· Limited evidence that all tenant groups are reflected or supported
· Accessibility of information remains a key issue
TAP view: Limited assurance
6. TAP Recommendations
The Panel asks the Housing Executive Group to consider the following actions:
Improving Communication
· Use plain English in all reports and communications
· Provide clear explanations of technical terms
· Produce shorter, clearer and more frequent bulletins
· Prioritise key messages at the beginning of communications
· Improve communication with tenants about repairs and planned works
Strengthening Accountability
· Clearly set out: 
· Who is responsible for each action
· When it will be delivered
· Provide updates on: 
· What difference actions have made
· What will happen if improvements are not achieved
Enhancing Tenant Influence
· Strengthen the link between: 
· Feedback received
· Decisions taken
· Outcomes delivered
Improving Accessibility and Inclusion
· Include a clear statement offering information in: 
· Different formats
· Different languages
· Make performance information easier to access without needing to read detailed reports
Further Work and Scrutiny
· Carry out tenant-led scrutiny of complaints handling
· Review communication around the capital programme from a tenant perspective
· Undertake a pulse survey on tenant communications
7. Key Message from the Panel
The main message from tenant representatives is clear:
“We can see that you listen and collect feedback, but communication, clarity and follow-through need to improve for us to have full confidence.”
8. Conclusion
The Tenant Assurance Panel is able to provide some assurance that the organisation is meeting the requirements of the TIA Consumer Standards relating to performance.
Stronger assurance will depend on:
· Clearer communication
· Better visibility of impact
· Greater accessibility for all tenants
· Stronger demonstration of accountability
The Panel welcomes the opportunity to continue working with officers and will review progress as part of future assurance activity.

