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1 Introduction  

 

At the meeting on 31 March 2015, after reviewing the outcomes of the BCT STAR Survey 2014 
– the Tenant Scrutiny Panel (TSP) agreed to look at the following area for its first review:- 
 
‘Listening to views and acting upon them’ 
 
Results of the STAR survey 2014 identified that although 71% of tenants were satisfied that 
Byker Community Trust (BCT) provides tenants with opportunities to share their views, only 
62% were satisfied that BCT actually listens to their views and acts upon them. A satisfaction 
score of 62% falls below the Housemark’s median score (69%) 
 
This review process covers all the methods customers use to contact BCT as well as how BCT 
responds. In scoping the project, individual complaints about the service would not be 
investigated. The test case ran from 31st March 2015 – December 2015 and all evidence 
collected as part of this review is contained in the TSP evidence file with TPAS. 
 

2 How we carried out the scrutiny 

 

The TSP are an independent group of tenants who carry out tenant-led scrutiny. During this 
review, they had access to all BCT held information required to carry out the scrutiny. 
 
They met regularly to discuss the project and used the following methods to carry out the 
scrutiny exercise and gathering of the evidence: 
 

 Presentations by David Jones on the different communication methods currently used 

 Reading key documents 

 Development of a questionnaire for tenants to be utilised at both the ACANE and BCT 
Family fun days in July 2015 

 This questionnaire was also given out to selected local groups for feedback 
 
Please note: The TSP scrutiny is a snapshot in time, and some of the recommendations may 
be overtaken by events.  
 

 Scoping the project 

 

The Panel investigated the process of communication using the Homes and Communities 
Agency’s (HCA) national regulatory standards and expectations, relating to Customer Service, 
Choice and Complaints, as the basis and key questions for this review. 
 

 How Social Housing is Regulated? 

 

In 2008 the Housing and Regeneration Act established a new social housing regulator, the 
Tenant Services Authority (TSA). This followed an extensive consultation with tenants and 
social housing providers known as the National Conversation. The TSA established a new 
regulatory regime based upon the principle of ‘co-regulation’.   
 

 

Following the Localism Act 2011 the role of the social housing regulator was changed. The new 
approach disbanded the TSA and in April 2012 shifted regulation to the Regulatory Committee 
of the HCA. 
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The National Standards 
 
At the core of this co-regulatory approach is the establishment of National Standards. The 
standards are grouped under the two headings of Consumer Standards and Economic 
Standards.  

 

Regulatory Standard 
 

The Role of the Regulator - HCA 

Consumer Standards 

 Tenant Empowerment and Involvement 

 Home 

 Tenancy  

 Neighbourhood and Community 
 

The regulator will not have a proactive 
role in monitoring compliance with these 
standards 
 
The regulator will intervene if there is 
serious detriment 
 

Economic Standards 

 Value for money  

 Governance and financial viability 

 Rent 

The regulator will set these standards 
and take a proactive approach to ensure 
they are met.   
 
 

 

 

These standards set out the expected outcomes from the housing service. The current 
Regulatory Framework and National Standard can be viewed at the HCA website 
http://www.homesandcommunities.co.uk/ourwork/regulatory-framework 
 

 The Regulatory Standard for Tenant Involvement and Empowerment  

 

The Tenant Involvement and Empowerment Standard is a cross-cutting standard, it applies 
across all of the other standards and also includes a statement that housing providers must 
take into account tenants’ diverse needs. Below is an extract from the Tenant Involvement and 
Empowerment Standard  

 Involvement and Empowerment 

 
Registered providers shall ensure that tenants are given a wide range of opportunities to 
influence and be involved in: 

 

 The formulation of their landlord’s housing related policies and strategic priorities  

 The making of decisions about how housing related services are delivered, including the 
setting of service standards 

 The scrutiny of their landlord’s performance and the making of recommendations to their 
landlord about how performance might be improved 

 The management of their homes, where applicable 

 The management of repair and maintenance services, such as commissioning and 
undertaking a range of repair tasks, as agreed with landlords, and the sharing in savings 
made, and 

 Agreeing local offers for service delivery 
 
 
 
 
 
 

http://www.homesandcommunities.co.uk/ourwork/regulatory-framework
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 Customer Service, Choice and Complaints – part of this standard states 

 

Registered providers shall: 
 

“Provide choices, information and communication that are appropriate to the diverse 
needs of their tenants in the delivery of all standards.” 

 

 

Registered providers shall: 
 

“Provide tenants with accessible, relevant and timely information about: 
 

 How tenants can access services 

 The standards of housing services their tenants can expect 

 How they are performing against those standards 

 The service choices available to tenants, including any additional costs that are relevant 
to specific choices 

 Progress of any repairs works 

 How tenants can communicate with them and provide feedback 

 The responsibilities of the tenant and provider 

 Arrangements for tenant involvement and scrutiny. 
 

 Scoping boundaries 

 This review will investigate communication methods currently used by BCT 

3 Key lines of enquiry for this review (KLOE) 

 
KLOE 1: Does BCT offer a range of ways for tenants to communicate with the organisation? 
 

 

KLOE 2 Does BCT provide access to services by providing accessible, timely and relevant 
information that ensures that any issues or concerns raised are resolved promptly, politely and 
fairly? 
 

 How to read this report 

 

This report is designed to be read by key staff and Board Members. Once this report has been 
agreed by the Board, a summary report will be made available to tenants and leaseholders on 
request. The summary report will be made accessible to all. 
 

 

We begin the report with a summary in which we have highlighted our key recommendations, 
which are set out in Table 1 (Page 10). There are nine recommendations and we have grouped 
them by each of the key lines of enquiry we investigated. 
 

 
Underpinning each of these areas are the evidence-gathering findings from the reality checking 
stages which included: 
 

 

 Key meetings with Staff 

 Questionnaire with tenants – total response rate was based on 57 responses. The majority 
of these were carried out face to face 

 Documentary evidence – Strategies; policies etc 
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4 Methodology 

 April 2015 

 Desk top stage – collecting information 

 

Evidence provided by BCT 
 

 Documentary evidence of all forms of communication used 

 Results of measurements of satisfaction with the communication methods 

 Profiling information held 

 Map of the BCT area 

 Review reports on communication or surveys carried out 

 Any other tenants willing to get involved 

 Contact details of any residents groups, or community groups 

 Stock size and spread 
 

 

8th April Meeting  
 
Agreed the questions for the survey 
Map out the reality checking stage 
 

 June – September 2015 

 Reality Checking Stage 

 

Questionnaire used in the following ways; 

 To ask attendees at BCT fun day and Acane fun day for their views 

 Questionnaires sent to the following selected local groups for completion:- 
1) Local TARA’s 
2) Avondale House, Veterans Support Accommodation  
3) Tom Collins House & Mount Pleasant Complex 
4) Byker YMCA 
5) Gasbags 
6) Sure Start 

 

5 Summary of Results from the Questionnaires (see appendix 3 for full results) 

  Good range of respondents from across the BCT area 

  Majority of respondents knew where the BCT office was 

  Majority of respondents recognised the BCT; YHN; NCC logo’s 

 

 Just under half of the respondents had seen a change since BCT took over highlighting the 
following areas in order; 

1. Better Environment 
2. Visible staff  and improved services 
3. Communication 

 
 
 
 



 

8 
 

 

 Out of the 20 respondents who said there was no improvement – highlighted the following 
areas; 

1. Drugs 
2. Not sure 
3. ASB 
4. Don’t know what BCT does 

 

  A majority of respondents thought that BCT were interested in their views (44) 

 

 Respondents contacted BCT office in the following ways ( in order of preference) 
1. Telephone and face to face  
2. E mail or no contact  
3. Website  
4. Letter  

 

 
 Respondents identified that they did get a response from the contact they had with BCT 

staff (45) with 11 respondents saying they had no response 
 

 

 There was a mixed response to knowing how to get further involved with BCT (in majority 
order). 

1. Newsletter (33) 
2. Shareholder Member ( 13) 
3. Communications Group (12) 
4. Board member (11) 
5. Task and Finish Focus group (9) 
6. Scrutiny panel (7) 
7. Did not know (14) 

 

 
Please see Appendix 3 for further suggestions but the main one that came out was about ‘talk 
to me; talk to members of groups; meets us; talk to us more’. 
 

 
 Respondents identified positive results when dealing with Staff 

1. Approachable, listening, wanting to help 
 

 
With only a small amount of respondents identifying that either staff were not bothered (7) or 
say they will do something and don’t (11). See Appendix 3 for further comments. 
 

 

 There was a mix of responses to question 9 on ‘if you had any issues or concerns who 
should you report the issue to’ which highlighted the confusion for tenants on which 
organisation delivers which service ( See Appendix 3 for further results. ) This could be 
explained by the lack of understanding by tenants on which organisation delivers the 
service  leading to a confusion on who they should approach if they had any issues 
regarding it 

 

 

 Question 10 – if you could change anything about Byker or BCT what would it be - We 
thought it was important to highlight all of these comments; 

 
 Nothing very happy to live here 

 Let BCT run the council 

 It is fine 

 They already doing a good job which I can say I am happy about 

 I would not change anything but BCT need to involve more tenants 

 Play park for children 



 

9 
 

 More football field for kids 

 Better play areas for kids 

 Play activities for children / youth club 

 More localised car parking for residents 

 More for a mixture of aged children 

 More activities for kids; fun day is a rare event; more stuff for over 60’s 

 Ask residents what they would like and money for families on low income to take children on trips in 
holidays. 

 Playground for children 

 YHN: very dissatisfied with service 

 Rent could be lower 

 Repairs - roof 

 Repairs 

 The repairs service 

 Stop sticking riff raff on the estate; i.e. people who have been shifted from elsewhere 

 Antisocial behaviour 

 CCTV never zoom into incidents 

 Tenancy for communal blocks loads of drug users – been reported 4 times to council and police 

 Safety improvements 

 Less trouble; cleaner environment 

 Use notice boards around the estate to give information 

 Cash machine in Raby cross area 

 Easier to be rehoused 

 I don’t know the difference between YHN and BCT 

 Finding out what residents would actually like 

 

6 Summary table of recommendations 

 TABLE 1 

 

Recommendation 

KLOE 1: Does Byker Community Trust offer a range of ways for tenants to communicate 
with the organisation. 
Positive Areas 

 The Byker News- which is produced quarterly with the Communications Group is 
utilised by tenants to enable them to know what is going on in the local area, and 
to know the work of all community groups within Byker. This was well received 
from the positive comments from the questionnaire 

 The Communications Group have now established a communication logo that 
is displayed on all publications that have been approved by the group 

 BCT has a range of information to explain the services it delivers 
 The Communications Group and BCT have produced the second Annual Report 

to Tenants “Our Byker, Our Community, Our Tenants”– October 2015 which 
again was an excellent source of information  

 Community organisations such as ACANE work closely with BCT to signpost 
people for support as and when required. This again is another source of 
information for local tenants. 

 BCT has an office at Raby Cross that is accessible to anyone living within the 
BCT area where people can be seen face to face. BCT also has its own 
telephone number and website for communication as well. 

 Majority of respondents identified that staff were excellent in responding to them 
 



 

10 
 

Areas for Improvements 
Recommendations 
 

1. Within the newsletter ensure that there is a regular article that includes 
what each of the organisations do and who to contact for what service and 
who is responsible for what. 

 
Results from the questionnaire highlighted that there is still confusion between the 
relationship between BCT, YHN and NCC and what each of the organisations do. This 
could be seen to be the reason for the results from the Star survey and does not give a 
realistic evaluation of BCT. 

 
2. Ensure that this is reflected on the Facebook, Twitter and the BCT website 

as well. Review the current website to make it more interactive as 
respondents did say they used email as a way of communication. This 
could include online surveys etc. 

 
This will ensure a range of methods are used to get the message across 
 

3. To include tenants as part of any future repairs contracting processes to 
ensure that concerns are included within any agreed specifications and/or 
contracts 

 
Repairs came out as one of the main areas of dissatisfaction within the questionnaire 
which reflects the findings from the Communications Group survey that was conducted 
at the BCT Family Fun Day.  
 

4. To look into the possibility of having community notice boards which hold 
all local information about events; other community groups; opportunities 
to be involved 
 

This came out as a suggestion as part of the questionnaires and talking with tenants. 
Also if a notice board was placed near the BCT office this might encourage more people 
to utilise the office by signposting its location.  
 
KLOE 2: Does it provide access  to services by providing accessible, timely and 
relevant information that ensures that  any issues or concerns raised are resolved 
promptly, politely and fairly 

 
5. To ensure that staff continue to deliver the service promptly, politely and 

fairly 
 

6. To ensure consistent improvements to the service; Investigate the 
possibility of mystery shopping to review the standards of service on a 
regular basis 

 
Respondents identified positive results when dealing with Staff: Approachable, listening, 
wanting to help - with only a Minority of respondents identifying that either staff were not 
bothered (7) or say they will do something and don’t (11) 
 

7. Look into establishing a process that enables BCT to  get direct feedback/ 
satisfaction information  from tenants who have had repairs completed  
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Repairs was one of the major areas for dissatisfaction – this process would enable BCT 
to understand the reason for the dissatisfaction and to be proactive in resolving issues 
 

8. Looking into different ways of working with tenants to ascertain 
satisfaction about a service e.g.  for example working with individual 
tenants on finding out their experiences  of how a service is delivered 
 

9. Establish more innovative ways of involving people e.g.  Local surgeries 
with a variety of key stakeholders, challenge workshops on priority areas; 
themed events on local priorities etc, Working with local tenants on their 
priorities e.g. Repairs service – looking at what is working well and what 
needs to be improved 

 
A theme running through the analysis was around ‘listening to us’ meeting us; talk to me 
and members of my group; let everyone get involved and ask them what they want; 

 

7 Wider Themes – Future Planning 

 
Other priorities 
 

 

 An overwhelming theme from the comments of the questionnaire was around children 
and them having something to do. This maybe an area for the future and a priority area 
for BCT 

 Developing projects around tackling antisocial behaviour; drugs; issues in communal 
blocks – partnership work with the local police; street wardens etc 

 Continue with the development of the excellent partnership working with other key 
stakeholders and groups that can offer expertise to BCT tenants and residents. 
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APPENDIX 1 
 
Byker Community Trust, Tenant Scrutiny Panel Questionnaire 
We are part of Byker Trust Tenant Scrutiny Panel - we are tenants looking at how well BCT is 
‘listening to views and acting upon them’ and wanted to get your views. This questionnaire is 
anonymous and we will feedback general views in the Byker news. Do you have a couple of 
minutes? 
 
What area of Byker do you live in?  Please indicate on the map; 
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1. Where is the BCT office? 
 

 Yes No 

Brinkburn Street   

Raby Cross   

Shields Road   

Don’t know   

 
2. Do you recognise these logo’s? 

 

 Yes No 

 

  

 

  

 
 

  

 
                

3. Have you seen a change since Byker CT took over? 
 

Yes  

No  

 

 Improvement No Improvement 

Communications   

Services   

Visible staff   

Better environment   

Other   

 
 

4. Do you think BCT is interested in your views? 
 

Yes  

No  

 
 
Get more details; 
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
_________ 
 

5. How do you contact the BCT office? 
 

Method Yes No 

Telephone   

Face to face   

Letter   
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Email   

Website   

 
6. If you have contacted them have you always had a response? 
 

Yes  

No  

 
If no please give more details; 

______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
_________ 
 

7. Do you know how you can get more involved with BCT? 
 

 Yes No 

Board   

Member   

Scrutiny Panel   

Communications Group   

Focus Group   

Newsletter   

 
Is there any other ways that BCT could involve you and listen to you? 
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
_________ 
 

8. How do you find BCT staff? 
 

 Yes No 

Approachable   

Listening   

Wanting to help   

Not bothered   

Say they will do something 
but don’t 

  

  
Can you give any examples? 
______________________________________________________________________________
___ 

9   If you have any issues or concerns who should you report issues to? 
 

 BCT YHN NCC I do it 
myself 

Day to day repairs     

Routine grass cutting     

Provides grants for local groups     

Produces Byker News     

Arranged this event     
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Improvements to your home     

 
10.     If you could change one thing about Byker and or BCT what would it be? 

______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
______________________________________________________________________________
____________ 
 
Thanks you for your help and assistance. The information you have provided will be used to help 
improve services in Byker. 
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APPENDIX 2 
 
Byker Community Trust 
Additional information from Fun days after talking with other tenants. 
 
Key points from scrutiny members; 

1. Major area for complaints was around the repairs service – confusion between whether it 

was BCT or YHN responsibility 

2. People were generally happy except for repairs – use of local tradespeople to carry out 

local repairs ( frustration on not getting repairs carried out / having to repeatedly ring for a 

repair) 

3. There was a lot of confusion between BCT and YHN – did not understand who BCT was or 

what they did or their connection to YHN 

4. There was confusion as to who you report a repair to – people thought YHN office was BCT 

and vice versa 

5. Lots of people were very happy with living in Byker – having moved from elsewhere 

6. People did comment on the changes they had seen on the Byker estate – and really 

appreciated the ‘fun day’ 

7. Confusion around who ‘ cuts the grass’ in public areas 

8. Comments about ‘drugs’ on the estate but had not approached either BCT or YHN about 

their problems 

9. People identified that they had seen the BCT newsletter  and this was used as a source of 

local information as well as talking to people at ACANE 

10. Suggestion of using ‘Notice Boards’ on the estates a way of communication / signposting 

about what is going on – use these to advertise local events and how to get involved with 

BCT 

11. Still confusion as to who BCT is and what it does – thought they had been into BCT offices 

when actually it was the YHN local office 

12. Are the results of the Star survey actually identifying the confusion between YHN and BCT 

as in its YHN who is not listening and taking action rather than BCT 

13. Preferred method of contact was face to face firstly and then telephone. 

14. Major issues which were identified included the following:- 

 Somewhere safe for children to play 

 Children’s play ground 

 Repairs 

 ASB/Drugs 
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APPENDIX 3 
 
Results from tenants who responded to the Questionnaires;  

 47 Questionnaires in total from the two fun days; 
o 13 Acane fun day 
o 34 BCT fun day 

 10 Other Questionnaires completed 
 
Total of 57 questionnaires were completed and analysed 

 
What area of Byker are you from? 
 

What area of Byker do you live in ACANE fun 
day 

BCT fun day 

BCT offices  2 

BCT Housing office YHN 1  

East end customer service centre NCC and YHN   

Sure start east family sands centre  8 

ACANE 2  

St Michaels church centre raby cross  3 

St michaels church headlam avenue 1 2 

Byker community centre   

Byker village bowling green  1 

One love North east hub   

Byker primary school  7 

Dunn Terrace 1 3 

Avondale House 1 2 

St Lawrence primary school 1 2 

St Lawrence church   

East end library and pool 1  

Climb Newcastle 4 4 

Chirton House   

 
Question 1 - Where is the BCT Office? 
 

 Brinkburn 
street 

Raby cross Shields road Don’t know 

All responses 7 43 4 4 

 
 
Question 2 – Do you recognise the following logo’s? 
 

 BCT logo YHN logo NCC logo 

All responses 54 52 51 
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Question 3 – Have you seen a change since BCT took over and in what ways? 
 

 Yes No Communication Services Visible 
staff 

Better 
environment 

other 

All 
responses 

33 20 34 - yes        
 No 16 

31 yes  
no 18 

31- 
yes  no 
15 

37 yes 
 no 12 

Cleaner 
Drugs 
Not sure x3 
ASB 
Don’t know 
what BCT 
does 

 
Question 4 – Do you think BCT is interested in your views – more details? 
 

 YES NO Details 

All responses 44 8 Letters x6 
Visits 
Internet x 3 
Not sure 
ASB 
A little 
mix- don’t know what’s 
been done with money 
that BCT has invested 
in ‘Congratulations I 
think BCT is doing well’  

 
Question 5 - How do you contact the BCT office? and Question 6 - If you have contacted them 
do you always get a response? 
 

 Telephone No 
contact 

Face 
to face 

Letter Email Website other Response 
 
Yes 

 
 
No 

All 
responses 

38 7 38 4 7 5 Go to 
yhn 

45 11 

No: waiting on reply to e mail regarding event in Byker 
No: told out at meetings 
No litter pick in 6 weeks holidays – no response 
 
Question 7 – Do you know how you can get more involved with BCT? 
 
 Board 

member 
Shareholder 
Member 

Tenant 
Scrutiny 
Panel 

Comm 
Panel 

Task and 
Finish 
Focus 
Group 

Newsletter Did not 
know 

Other 
ways 

All 
responses 

11 13 7 12 9 33 14  

 

 BCT – Other ways 

 Talk to us more, be on the streets 

 Not aware 

 Contribution brought 

 Meeting us 
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 Talk to me in events or talk to members of the groups 

 Inform me of any involvement 

 Not aware 

 More info about events 

 Notice boards 

 Visits and phonecalls – Andrew a help with arrears council did not help 

 Let everyone get involved and ask people what they want 
 
Question 8 – How do you find BCT Staff? 
 

 Approachable Listening Wanting 
to help 

Not 
bothered 

Say they will do something 
but don’t 

All 
responses 

46 44 42 7 11 

 

 Very friendly positive attitude 

 Really friendly x 2 

 Plastrering inspector came out but nothing has been done 

 Repairs to house and bathroom 

 Advisor said they would help but did not 

 One member of staff is horrible and some are much nicer 

 Delay 

 I have phoned BCT and was happy with the response 

 More family events 

 Do not listen and say they will do something but don’t x 5 

 I have not met them I do not know a lot of what happens in Byker x 5 

 Said to be out more often then not and never showed never listen to kids when they have 
questions 

 Residents asked for litter picking – no response 
 
Question 9 - If you have any issues or concerns who should you report issues to ? 
 

 BCT YHN NCC Do it myself or don’t know  Other 

Day to day 
repairs 

6 33 9 9  

Routine 
grass 
cutting 

3 7 8 23  

Grants for 
local groups 

25 4 3 11  

Produces 
byker news 

33 4 0 5  

Arranged 
this event 

32 3 1 5  

Improveme
nts to your 
home 

20 22 7 3  
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Question 10 – If you could change anything about Byker or BCT what would it be? 
 

 I would not change anything but BCT need to involve more tenants BCT should not phone 

trouble makers 

 Play park for children 

 Antisocial behaviour 

 More football field for kids 

 Better play areas for kids 

 Cash machine in raby cross area 

 The repairs service 

 Easier to be rehoused 

 I don’t know the difference between YHN and BCT 

 Safety improvements 

 Play activities for children / youth club 

 More localised car parking for residents 

 Nothing very happy to live here 

 YHN: very dissatisfied with service 

 Stop sticking riff raff on the estate; i.e. people who have been shifted from elsewhere 

 LET BCT RUN THE COUNCIL 

 Rent could be lower 

 Nothing 

 Repairs roof 

 Repairs 

 Nothing 

 Nothing 

 CCTV never zoom into incidents 

 Playground for children 

 Nothing 

 More for a mixture of aged children 

 More activities for kids; fun day is a rare event; more stuff for over 60’s 

 Tenancy for communal blocks loads of drug users – been reported 4 times to council and 

police 

 Use notice boards around the estate to give information 

 Nothing 

 It is fine 

 Nothing 

 They already doing a good job which I can say I am happy about 

 Less trouble; cleaner environment 

 Finding out what residents would actually like 

 Ask residents what they would like and money for families on low income to take children on 

trips in holidays 


