


Engagement Overview

• Recommendations from Grenfell, Social Housing White Paper and 

Building Safety Act

• Greater emphasis on Tenant Voice

Benefits of good engagement:

• Better understanding of needs and concerns

• More confidence in decisions or actions

• Increase in customer satisfaction and understanding

• Reduction in complaints

• Building trust



Effective & Continuous Engagement
One size DOESN’T fit all

Our Approach to engagement in Building Safety:

Customer Roadshow
Door knocking / Phone calls 

(36% response rate)

Continuous Engagement Plan & Communication

Building Safety: ‘A Guide to where you live’

Online 
Surveys

Resident 
Drop Ins

Technical 
Tours

Online Q&A 
Forum

Resident Panel



Communication is key!

• Language Matters 

• Use of Pictures & Infographics 

• Important Information highlighted – especially if 

action required by the customer

• Information available in a range of formats and 

media

• Nudge techniques

• Don’t make assumptions

• Sense check information

• Research Report Findings  

https://www.placeshapers.org/residents-voices-in-

net-zero-carbon-journey/

https://www.placeshapers.org/residents-voices-in-net-zero-carbon-journey/


Feedback, Feedback, Feedback!



The challenges

• Engage with all customers and residents 

not always possible.

• COVID

• Seclusion and hard to reach

• Lack of interest

• Ignorance



Understanding residents

• Resident needs assessment.

• Number of occupants per property.

• Abilities and vulnerabilities.

• Property condition and lifestyle.

• Other support involved or needed – unable 

to self evacuate



Be creative

• Choice/information events – roadshows

• Mini pop up events

• Drop in sessions/Q & A’s

• More detailed project walkthrough

• Home visits

• Utilise existing resources 

• Maintain visibility and build trust/relationships

• Good marketing and information sharing










