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WHAT IS TOWER 
SCRUTINY? 

TOWER Scrutiny Panel is an independent panel of Blackpool Coastal Housing 
(BCH) customers who work with BCH and Blackpool Council. 

We act as a positive critical friend, assessing and challenging the services that 

BCH provides on behalf of its customers. As part of co-regulation, BCH is 
committed to greater involvement of customers in decision making and 

scrutiny of services. This leads to greater customer satisfaction and the 
continued delivery of excellent services. 

TOWER will agree which area within BCH we wish to conduct a scrutiny 

exercise on. This involves: 

~ Reviewing policies and procedures 

~ Looking at performance data and data trends 

~ Consulting with other customers and gathering views 

~ Interviewing staff, managers and contractors 

~ Benchmarking with other organisations 

Once a scrutiny exercise is completed, we will draft a report with 
recommendations and timescales which is then agreed by Senior Management 

Team (SMT) and the Board. Once the recommendations have been agreed, 
they are monitored until implemented and then reviewed to see what 

improvements have been made as a result. 

Scan this QR code more information on scrutiny! 

SCAN ME ..... 



MAKING A DIFFERENCE 
With each task, we make a difference to the service for the 
benefit of customers and BCH as a whole. Here are some of the 
recent tasks we have completed along with some 
recommendations we have put forward and changes made. 

WHAT WE SAID WHAT BCH DID 

Continue to make sure that staff and Al l staff and cont ractors are to show 
contractors have ID and show thi s to a II ID badges at visits and wh ile out in 

customers the community 



WHAT WE SAID WHAT BCH DID 

No access from contractors to be reported No access discussed with contractors 
back to BCH after 3 attempts for no access in month ly meet ings. Any job being 
for a decision/action to be taken by BCH. cance lled is w ith agreement with BCH. 

WHAT WE SAID WHAT BCH DID 



WHAT WE SAID WHAT BCH DID 



WHAT WE SAID 

More attention to be paid to monthly 
overpayment report to issue refunds 

quicker where possible 

WHAT BCH 
DID 

The Head of Service now carries out 
adhoc checks of the overpayment 
report to ensure refunds are being 

provided where required 

Scan this QR code to read the full reports SCAN HERE 
and all recommendations. 



SCRUTINY IN NUMBERS 
For the last 3 Scrutiny tasks we have: 

~ Made 35 service improvement recommendations 

~ Benchmarked with 19 housing providers 

~ Interviewed 23 members of staff 

~ 102 customer surveys returned and reviewed 

~ Attended 69 meetings 

~ Volunteered an average of 23 hours per scrutiny 

THANK YOU FOR 
YOUR INPUT! 









COME AND JOIN US! 



MEETINGS 
We meet online or in person at a Community Centre every couple of weeks to 
discuss how we are undertaking each project and work together to bring out each 

member's skills while supporting each other. We approach each scrutiny through the 
customer's eyes and follow their experience and journey to help us see how services 
work and where they can be improved or developed if necessary. Working with BCH 

staff and consulting with other customers is key to carrying out a successful scrutiny. 

Being a volunteer for BCH means we get involved as much or as little as we like. We 
take part in as many scrutiny tasks throughout the year as we like but we make sure 

our own commitments come first and this is supported by BCH. It is entirely up to 

each member how much time we give and we all feel our involvement is appreciated. 

TRAINING AND CONFERENCES 

Some of the training we have taken part 
in to expand our skills are: 

Tpas National Tenant Conference 

Equality, Diversity and Inclusion 

Social Housing regulatory requirements 

Chairing skills 

Effective challenging and questioning skills 

Housing Ombudsman Spotlight Report on 
Knowledge and Information Management 

Understanding Performance Data and Insight 

Did you know any social housing resident can access Four Mil l ion 
Homes training and webinars? 

SCAN HEREScan t he QR code for more information 



tpas 
LANDLORD 

TPAS 
TENANTS PARTICIPATION 

ADVISORY SERVICE 
Tpas are England's leading Tenant Engagement experts. They promote, 

support and champion tenant involvement and empowerment in social 

housing across England. This year we have joined them with a number 
of online and in person training sessions and conference events. We 

meet up with other tenants and housing staff from all over the country 
to share our knowledge. We can take part in as many of these as we feel 

are useful and informative to help us carry out our scrutiny and 

involvement activities. 

Did you know as a Tpas member, it means that you can also access 
their services and resources . 
Scan the QR code for more information SCAN HERE 






