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Introduction 
 
Blackpool Coastal Housing is recognised as a top performing arm’s length company and has 

experienced and resourceful staff who are committed to delivering the best provision 

possible for our customers. 

The role of customer engagement at BCH is to listen to and understand the needs, 

expectations and aspirations of our customers so that we can continually improve the 

services we deliver. We are able to achieve this through involving customers in our decision 

making processes and carrying out wider consultation to enhance the services we provide 

and support community development. 

This strategy outlines how our approach to customer engagement and involvement aligns 

with our ambition in providing good, stable affordable housing and making a real impact on 

people’s life chances. 

This strategy builds on the success of the Customer Engagement and Involvement strategy 

2016-18.  

 

Key Achievements from 2016-18 
 
The engagement strategy 2016-18 has helped achieve greater efficiencies and delivered 

savings of over £20,000, as a result of adopting new ways of working.  

 

TOWER have completed 4 scrutiny reviews that have influenced service design and delivery. 

Key improvements include improved understanding and data capture of a victim’s mental 

wellbeing throughout the ASB process, the creation of a single point of contact for 

facilitating and managing complaints and improved performance management and a 

reduction to repair response times. 

 

A total of 161 customers have attended our Community Learning delivered in partnership 

with Blackpool and the Fylde College and have completed approx. 600 hours of taught 

sessions, helping customers to gain 292 qualifications and 4 have entered employment.  

The program has generated over £70,000 in social value. 
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Over 1400 customers have engaged in service consultations and subsequent improvements. 

These include monitoring of our grounds maintenance contract, review of our ASB Code of 

Conduct and planned works. 

 

The Tenant Project Fund granted £93,607 to 37 organisations benefitting over 4000 people 

across our town, through improving community green spaces, setting up Neighbourhood 

Watch initiatives, delivering inclusive art, diversionary youth activities as well as a range of 

health, wellbeing and sporting activities. The fund has also helped deliver a range of 

community events from Christmas parties to breakfast clubs. 

 

Through our partnership with Barclays, 24 sessions offering help and advice on money 

management, CV writing, fraud awareness have been delivered. 

 

BCH have increasingly engaged with our customers through social media and electronic 

communications, alongside traditional methods of communication and involvement. Moving 

our tenant newsletter online enabled cost savings to be reinvested into supporting the 

Community Learning programme. 

 

From the recent STAR survey, we achieved a 4% increase in satisfaction that we listened to 

and acted upon tenants’ views. 

 

Regulation and excellence in tenant engagement 
 
Under the Regulator of Social Housing, governance and value for money replaced the focus 

on tenant engagement and scrutiny of services by customers as a way to assess an 

organisation’s viability.  

 

The Tenant Involvement standard sets out how providers should encourage co-regulation. 

As an ALMO (Arm’s Length Management Organisation), BCH adhere to the standards set out 

by the Regulator of Social Housing although this is not a mandatory requirement.   

As a member of Tpas, BCH draw on their National Standards framework to inform our 

approach to tenant engagement and are seeking their Landlord accreditation. 
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In 2018 the release of the Social Housing Green Paper, ‘A new deal for social housing,’ raised 

the significance of supporting the tenant voice and providing opportunities for redress but 

how far reaching the impact of the paper will be, remains to be seen. 

 
Blackpool  
 
The health of people in Blackpool is generally worse than the England average. Blackpool is 

one of the 20% most deprived districts/unitary authorities in England and about 28% (7,200) 

of children live in low income families. Life expectancy for both men and women is lower 

than the England average. Blackpool has a low employment rate and the proportion of 

people claiming out of work benefits is double the national average.  

 

An estimated 17.8% of the working age population in Blackpool have no formal 

qualifications while attainment in Maths and English is significantly low. Furthermore 10% of 

Blackpool young people are not in education, employment or training.  

 

Blackpool Council’s vision for the town is set out in ‘Blackpool Council’s Plan 2019-24 and 

housing forms a key focus for delivering the Council’s vision for the future prosperity of the 

town and its residents housing  the creation of new jobs, maximising growth and 

opportunity across Blackpool and creating stronger communities and increasing resilience. 

BCH is the largest provider of social housing in the town and was once again ranked among 

the top 50 landlords in the country, rising to number 20 in 24 Housing’s annual 

classification.  

 

At BCH we know the value of tenant engagement and for us its role is key to delivering 

robust services. We have a dedicated team who support the delivery of the service and offer 

support to staff across the organisation in relation to tenant engagement. 
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Developing Blackpool Coastal Housing’s approach to customer engagement 
 
BCH has a long established commitment to involving customers. We offer choice and 

flexibility for those who wish to get involved and our Community Learning program supports 

our residents’ ongoing learning and development.  

 

Our Board, TOWER scrutiny group, Customer Panel and Empty Homes Inspectors provide 

opportunities for customers to be involved in regulating, scrutinising and challenging the 

housing service we deliver. 

Customers are involved in our complaints process and directly oversee complaints at the 

Appeal Stage as well as representing the tenant perspective in procurement exercises. 

In our neighbourhoods, customers are involved in monitoring performance through estate 

walkabouts, green and clean wardens’ inspections and a number of community based 

projects, which aim to meet local needs.  

 

BCH manages 16 community centres, which provide a means to supporting community 

resilience, through our partnership working with customers, local organisations and national 

bodies. 

 

Through our Community Learning programme we aim to improve our customers’ access to 

gaining employment, improving their health and wellbeing and encouraging greater 

involvement in their wider community. We offer high quality training sessions delivered by 

Blackpool and the Fylde College, as well as funding accredited training for individuals and 

community groups on a needs led basis.  
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Customer engagement ‘inspiring people to build better communities’ 
 
BCH is proud of its reputation as an organisation that delivers excellent services for its 

customers and our success is entwined with effective customer involvement in both 

decision making and continuous improvement of our services. Through our approach to 

engagement some of our most involved tenants have received well deserved national 

recognition for their efforts. We are committed to improving not just the homes of our 

customers but also their quality of life. 

 

This strategy defines how BCH will continue to deliver meaningful customer engagement 

over the next year by:  

 

 Maintaining quality in our core services through continuing to improve methods for 

involving customers in service delivery 

 

 Provide learning and training opportunities for our customers to enhance their skills, 

knowledge and training 

 

 Contribute to building and sustaining community resilience. 
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Achieving our meaningful customer engagement 

 

Aim - Maintaining quality in our core services 

Continued and sustained improvement in core housing services ensures we can deliver the 

bedrock of stable, secure and affordable housing that underpins community resilience.  

 

Objective – To offer meaningful engagement by providing a range of ways for customers to 

share their views to shape and build trust in our services: 

 The value of tenant led scrutiny has been of significant benefit to BCH and we will 

continue to strengthen its role and influence in decision making across the 

organisation. 

 We will continue to develop face to face and online approaches to make 

engagement and involvement as accessible as possible, offering choice and flexibility 

for our customers as well as enabling wider consultation. 

 We will use targeted engagement to better inform service design and in improving 

our understanding of our operating context and ensure that underrepresented 

groups are listened to. 

 We will continue to strengthen the role of complaints in offering customers 

opportunity for redress while encouraging organisation wide learning from 

complaints as a way to shape and build trust in our services. 

 We will ensure that a clear feedback process is in place to evidence the impact of 

customers’ feedback to service design and delivery. 

 

Aim: Provide opportunities for our customers to enhance their skills, knowledge and 

training to enhance their life chances. 

 

Objective – To promote the Community Learning as a way for customers to improve their 

life chances 

 Continue to provide opportunities delivered from our community centres, for 

customers to increase their skills, knowledge and training through our Community 

Learning programme. 
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 We will provide training opportunities for our young people as part of early 

intervention initiatives. 

 We will provide opportunities for our customers to gain and develop digital skills. 

 We will prioritise the delivery of English and Maths Level 2 Functional Skills delivered 

from our community centres in partnership with Blackpool and the Fylde College. 

 We will work with services across BCH which support people into employment to 

provide relevant training on a needs led basis. 

Aim: Contribute to building and sustaining community resilience  

Objective – To lead on and work collaboratively, with internal teams and external partners, 

to achieve sustainable community projects that genuinely make a difference to the lives of 

our customers and the neighbourhoods in which they live. 

 We will continue to use the Tenant Project Fund to support and strengthen 

community based initiatives which promote community resilience and deliver health 

and wellbeing activities that reduce social isolation. 

 We will work with partners to deliver community based initiatives which aim to 

reduce the reliance on other services such as NHS, Police etc. 

 We will provide more opportunities for young people in the communities we are 

based, which reinforce key messages and promote positive life choices. 

 We will deliver intergenerational activities which support community cohesion and 

social inclusion. 
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Measuring our impact: 
 

We use a number of indicators to monitor our performance: 

In maintaining quality in our core services we will measure our impact in the following 

ways: 

 

 Number of customers engaged – tenants / leaseholders 

 % of customers who attended customer events and rated them good-excellent 

 % of customers who were very satisfied – satisfied that we listened to and acted on 

their views. 

 Number of green and clean warden surveys carried out 

 Average rating per month  

 Overall volunteer hours completed 

 % of customers satisfied with the outcome of their complaint 

 % of customers satisfied with how their complaint was handled 

 Number of days taken to resolve a complaint 

 

In providing opportunities for our customers to enhance their skills, knowledge and 

training to enhance their life chances we will measure our impact in the following ways: 

 

 % of customers who rated Community Learning sessions good – excellent 

 Number of teaching hours delivered 

 Number of customers who have accessed our Community Learning program 

 Number of customers achieving qualifications 

 Number of customers who have progressed to further 

training/volunteering/employment 

 
In contributing to building and sustaining community resilience we will measure our 

impact in the following ways: 

 Number of projects funded by the Tenant Project Fund  

 Number of people benefitting from projects delivered by the Tenant’s Project Fund 

We will also apply the Housing Association Community Trust (HACT) Social value bank 

calculator to assess the social value of key projects.  

We use consultations to evaluate customer perceptions of key projects. 

Where we can directly evidence, we will also measure engagement in relation to levels of 

customer satisfaction and cost savings achieved. 
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Conclusion 
 
This strategy is forward looking and builds on the progress made to date in delivering 

meaningful engagement linked to our business plan priorities. 

It accommodates for the current uncertainty in the sector towards customer engagement 

and its regulation and prioritises a modern, customer focussed approach to service design 

and delivery and community engagement. 

 

‘This strategy is very informative and encouraging for the customer, especially regards 

helping people to forward themselves and hopefully return to work, this will not only benefit 

the customer but also BCH in the long term.. All in all, it is impressive.’  

Statement from an involved customer from our task and finish group 

 
 

 
 
 
 
 


