
Customer Engagement and Involvement at Blackpool Coastal 
Housing (BCH) 
Deciding on a home is one of the most important decisions we all 
make and this strategy forms the basis of our agreement to 
outline how customers will be involved in the decision-making 
processes affecting the delivery of their housing service as well as 
how we will support you in building better communities. 

The overall aim of customer engagement and involvement at BCH 
is, for us as your landlord, to understand the needs, expectations 
and aspirations of you, our customers so that we can continually 
improve the services we deliver. 

This Customer Involvement and Engagement Strategy 2016-18 
demonstrates how we will continue to encourage customer input to 
shaping and delivering a high quality housing service. 

BCH has a long, established commitment to engaging with and 
involving customers in the issues that affect or interest them and 
we know the importance of this to improving service delivery and 
inspiring people to build better communities. 

This strategy has been designed to offer choice and flexibility, to 
mirror the make-up of our customer base, promote equality and 
diversity and develop links with all under-represented groups 
including BME (Black, Minority and Ethnic) groups, young people 
and those with vulnerabilities or disabilities.  

Definitions 
The word ‘customer’ in this document refers to anyone accessing 
any of Blackpool Coastal Housing services. 

Objectives 
i. To ensure that customer engagement and involvement is an

integral part of BCH.
ii. To be accessible to all and ensure that all customers are fully

supported to make meaningful contributions about the
services they receive

iii. To ensure customers have confidence in our services.
iv. To use customer involvement as a way of achieving better

value for money.
v. To ensure that we meet all statutory requirements

demonstrating best practice in accordance with government
legislation and guidance.

Equality and Diversity 
As a housing provider we believe in making involvement easy and 
accessible to all our customers regardless of age, disability, gender, 
race, religion or belief, or sexual orientation (Equality and Diversity 
Act 2010).  

We will always aim to be inclusive in our approach to customer 
involvement and engagement and treat all tenants with fairness 
and respect.  

We will make every effort to understand and respond to the diverse 
needs of our customers and opportunities for involvement will be 
accessible to all. 

Value for money (VfM) 
Value for Money, is a top priority that runs throughout BCH, from 
the Board and Senior Management Team, to our frontline staff. VfM 
is about making the best possible use of resources (i.e. staff and 
money) so that we can pass the savings and benefits on to our 
customers.  

As part of the Customer Engagement and Involvement Strategy we 
will consider value for money in two ways: 
i. We will work with our customers to identify efficient ways of

delivering our service and use our customers’ priorities and
recommendations to better inform how we allocate our
resources and deliver what is important.

ii. Involvement will be outcomes focussed so that we can
better demonstrate how involvement has made a difference.

Learning about and learning from our customers 
Our Customer Involvement and Engagement strategy 2016-18, is 
intended for anyone living in a BCH home or accessing any of our 
housing services; you may be a tenant, leaseholder, family member, 
homeless applicant or living in our temporary accommodation.  

In offering choice and flexibility, we will explore digital and other 
innovative tools to make engagement and involvement as 
accessible as possible. When involving customers we will be open, 
consistent and clear on the reasons for involving you and respect a 
customer’s choice to be involved. 

No matter where you live or how you want to get involved we want 
to offer a service that’s right for you and ensure our service is 
reflective of our tenant and leaseholder population. 

We will value all input from our customers and will always feedback 
on how you have influenced our way of working. 
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Customers and Information
Customer involvement and engagement at BCH is about keeping 
our customers informed, providing opportunities for customer 
input into what we do and how we do it and also for us to learn 
more about who our customers are.  

Keeping customers informed is vital to managing expectations and 
achieving customer satisfaction. As someone who has chosen to use 
our services we want to make sure you have the information you 
need and that you’re updated on any decisions made in relation to 
the services you receive from BCH. 

We will use a range of communication channels from social media 
to getting out and about in the community as a way to keep you 
informed. 

Customers and Consultation
We know that you are in the best place to tell us what works and 
what doesn’t and by finding out and listening to your wants and 
needs we are also better placed to offer the best possible choices 
from the services we deliver.  

We want our customers to directly influence the quality of the 
services we provide so that we are always able to consider how 
proposed changes to service delivery will affect you.  

By finding out what customer’s think we can build a better 
understanding of the issues that are of utmost importance and will 
work together, with our customers, to tackle these.  

We will use a variety of planned and responsive activities to capture 
your views to better understand customer needs and consider 
these in our decision making processes.  

The information and insight captured will inform the development 
of our service to you. 

Customers and decision making
When the decision making process is shared we expect our 
customers to have an active role in deciding on matters that affect 
the delivery of your housing service 

Working with tenant and leaseholder representatives, local 
professionals, Councillors and BCH staff we provide opportunities 
for you to be involved in regulating, scrutinising and challenging the 
housing services we deliver. 

This level of involvement includes being part of TOWER the Tenant 
and Leaseholder Scrutiny Panel or becoming a Tenant Board 
Member.  

How we will support you 
Working to include the widest possible range of customers, we will 
help to overcome barriers to involvement.  

We will offer a range of training and support to make sure 
customers are provided with the right information and in the best 
place to make meaningful contributions as an involved customer.  

We fully appreciate that things like cost of transport, childcare and 
choice of venue will impact on a customer’s availability to get 
involved and where possible we will reimburse reasonable expenses 
subject to budget and need. 

How we will check our progress 
We will monitor and review our progress in two key ways. Firstly, 
we will monitor how well the service meets the needs of our 
customers and secondly, we will monitor how well the service is 
able to deliver better outcomes for BCH, as a result of customer 
involvement. 

As well as actively seeking feedback on the activities customers get 
involved with via satisfaction and feedback surveys.
We will also use the results of the STAR customer satisfaction
survey to monitor and evaluate progress. We will use two questions 
in the survey to performance manage against Tenant Involvement 
Standards: 
% Satisfaction that we listen to and act on your views 
% Satisfaction that you are kept informed about things that might 
affect you as a tenant 

Furthermore, where relevant, evaluation tools such as the HACT 
Social Value tool will be applied to evaluate specific customer 
activities. 

This is an evolving strategy that will be reviewed on a regular basis 
to ensure that it is relevant and meets the needs of customers.  

Customer Engagement and Involvement at Blackpool Coastal Housing 



Customers and Information 
We want to keep you informed and make 
sure that it’s easy for you to receive 
information about BCH services as well as 
keeping you up to date with decisions that 
may affect your housing situation.  

A range of communication channels are 

offered so that we can meet the diverse 

needs of our customers, including: 

Website 

Social media  

Wavelength customer news

Letters 

Email 

Phone call 

Text 

Customer Involvement Drop ins 

Events in the community 

Community centres 

Our community centres provide safe 

and comfortable spaces for neighbours 

to come together. A range of activities 

are on offer from regular social events, 

art and craft classes, to health and 

wellbeing sessions. 

Customers and Consultation 

RESPONSIVE INVOLVEMENT 

OPPORTUNITIES 

The idea of having opportunities for 
involvement that are responsive to service 
delivery means we can carry out needs led 
and targeted consultation.  

If a procedure needs updating or an issue 
has been identified by staff and we need 
customer input, or similarly if a customer 
has identified an issue; responsive 
involvement means we can readily begin to 
make a start on a customised solution. 

This may take the form of: 

Online surveys/polls/discussions 
Focus groups 
Customer journey mapping 

PLANNED INVOLVEMENT OPPORTUNITIES 
Our planned activities allow us to involve 
customers in ways that support monitoring 
of our services and allow customers’ 
opportunities to find out more about our 
various services and share their views.  

Customer Panel
Have your say, highlighting issues and 
helping create ways to improve service 
delivery.
Green Wardens 
Help ensure green areas in your community 
are safe and maintained.  
Clean Wardens 
Help ensure our communal areas are up to 
standard.
Empty Homes Inspectors 
Work with us to ensure that empty 
properties are the right standards before we 
re-let them. Our inspectors visit properties 
once work has been completed by our Voids 
team to ensure work is up to scratch. 
Reading and Communications Panel 
Help to review documents prior to 
publication to ensure we use plain English 
and produce jargon free, easy to read 
literature. 
 Leaseholder Forum
Have your say, highlighting issues and 
helping create ways to improve service 
delivery for the Leasehold service.
Tenant and Resident Associations, 
Community and Voluntary Groups Become 
a member of a community group local to 
you. Support a local resident association 
and discuss issues in your area. We can also 
support you to start your own community 
group. Maybe you’d like to volunteer your 
time to organising community events or 
running a youth club. 
Customer feedback and complaints 
BCH values all feedback as an opportunity to 
learn from mistakes, celebrate what we do 
well and make important service 
improvements.  We will deal with all 
complaints thoroughly and, if we have done 
something wrong, we will apologise and tell 
you what we have done to put things right. 

Customers and decision-making

Deciding together - we want to reach 
informed decisions that balance our 
customers’ and organisation’s needs. 

Tenant Project Fund Panel member 
Work in partnership with us as a member of 
the panel and take part in the decision 
making process in allocating funding to 
projects that benefit BCH residents and the 
wider community.

TOWER 
Work in partnership with us as a member of 
this independent resident scrutiny panel, 
helping scrutinise policies, strategies, service 
standards and performance to ensure 
residents are always at the heart of 
everything we do.  

Made up of residents selected through a 
recruitment interview process, who, after 
training and mentoring, are ready to review 
selected services and feed back their 
findings and recommendations through 
reports to the Board. 

Tenant Board member 
The Board of Management leads the 
organisation and is responsible for our 
direction; 4 members of the Board are 
residents. 
Its role is to act in the best interests of 
Blackpool Coastal Housing and all its 
customers and to establish and maintain 
confidence in  

i. the conduct of Blackpool Coastal
Housing;

ii. performance of the management
team;

iii. development of strategy.
iv. adequacy of financial controls and

risk management procedures.

Finally to support, constructively challenge 
and monitor the management team. 
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How we can support you 

Whether you need more information about a particular service or 

want to take part in an involvement activity that’s right for you, our 

team are on hand to help. 

Support from our dedicated Involvement Officers 

Contact the team:  

T 01253 477911 

E customerinvolvement@bch.co.uk 

Community learning 

Gain a recognised qualification by attending one of our community 

learning courses. Delivered from our community centres and in 

partnership with local education and training providers, we offer a 

number of training courses. 

Tpas 

As a member of Tpas, England’s leading tenant engagement 

experts, we have access to a range of training, best practice advice 

and opportunities to network with staff and customers from across 

the country. 

http://www.tpas.org.uk/ 

Benefits of getting involved 

There are a range of benefits to getting involved including: 

- Enhance your CV

- Training and development that can increase your chances of

gaining employment

- First hand housing experience, helping you to start a career

in the housing sector

- Improving services for all

- meet new people

- find out more about the services you receive from BCH
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Covering your expenses 
We fully appreciate that things like cost of transport, 
childcare and choice of venue may impact on your 
availability to get involved. Where possible we will reimburse 
reasonable expenses subject to budget and need. 

Scrutiny training and support 
As a member of our scrutiny panel you will receive ongoing, 
comprehensive training as well as monthly 1-1s with a 
member of the Involvement and Communications Team, to 
make sure you’re happy carrying out your role. 

Additional needs 
Please tell us if you require any additional support. 




