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Introduction
This strategy sets out the commitment of 
Arches Housing to Customer Engagement 
as an essential aspect of our approach to 
delivering housing services to customers.

This strategy demonstrates how Arches 
Housing will engage with its customers to set 
the strategic direction of the business as well 
as helping shape and deliver high quality 
services and value for money for customers. 

Arches Housing has a long established 
commitment to engaging with its customers 
and recognises its responsibility to involve 
customers in the issues that affect them.

This will be done in a way that offers choice 
and flexibility for people to become involved 
by offering a number of different engagement 
opportunities.  
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Vision
The vision for the 2017-2020 Customer Engagement 
Strategy has been developed with customer’s 
feedback, existing customer engagement 
mechanisms, good practice examples and also the 
Arches Housing board of management. 

Our vision is that we can clearly demonstrate how 
customers influence our priorities because there 
are fit for purpose mechanisms in place for Arches 
customers to comment on and help shape the 
services they receive.

Aims of this Strategy:

To set out our approach 
to customer engagement 
including the reasons why 
and how we seek to involve 
customers

To set out the ways in which 
we will enable and encourage 
customers to be actively 
involved and demonstrate 
that customers are part of 
our continuous improvement 
approach

To set out how we will embed customer 
scrutiny within our engagement model and 
how this links to governance and the board of 
management

To ensure we meet our regulatory requirements, 
specifically those specified within the Homes 
and Communities Agency Tenant Involvement 
and Empowerment Standard

To set out what Arches considers to be the 
success factors for delivery of this strategy

To set out how delivery of this strategy will be 
governed in line with the expected outcomes

2



3

Scope
For the purposes of this strategy, customers mean 
the following Arches tenures:

Social Housing Tenants

Shared Ownership Leaseholders

Rent to Homebuy Tenants

Right to Buy Leaseholders

For the purposes of this strategy we have 
adopted a definition of customer engagement 
as “involving tenants and leaseholders in the 
design, delivery and scrutiny of services as well as 
how the organisation is governed”. 

Tenant engagement and the 
bigger picture
Arches do not consider tenant engagement to be delivered in isolation but rather as a golden 
thread that runs through its business operations. This strategy sets out a modernised engagement 
structure that seeks to balance engagement, value for money and continuous improvement. 
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Ways to get 
involved

Recognising that not all customers are the 
same and people may want to engage 
in different ways depending on lifestyle 
and some may not want to engage at 
all. Arches offers a menu of engagement 
that customers can choose from to suit 
them. These are based around our four 
building blocks of engagement.

The rules of association for Arches allow customers, 
through a process of election, to become members of 
the board of management. This allows representation 
at a strategic level for customers who can play a part 
in setting the strategic direction of the association.

Supporting service delivery and development by 
scrutinising services - usually at the request of the 
board of management through an agreed annual 
work plan.

Being consulted on issues that significantly affect 
customers.

Being informed of news of the association and issues 
that affect customers.

Empowering

Engaging

Consulting

Informing

4

3

2

1



5

Empowering Customers
Board Membership

Customer Scrutiny

Mystery Shopping

Customer Satisfaction

Targeted Feedback

Local Meetings

E-Forum

Estate Walkabouts

Social Media

E Newsletter

Website
Annual Tenant Report

Information in Office

Social Media

Engaging with Customers

Consulting with Customers

Places are set aside on the Arches Board of Management 
specifically for customers to enable input into decision making.  
Customers who sit on the board of management are required 
to share the broad customer experience in helping the board to 
reach decisions. This approach enables customers’ perspectives 
to be heard and considered when strategic decisions are made 
affecting customers’ homes and neighbourhoods. 

Arches will establish a Customer Excellence Panel - which will 
be directly linked to the governance framework of the business.  
The panel can be directly commissioned by the board of 
management to undertake reviews of service areas and make 
recommendations for improvement by way of report. Arches 
believes this places customers at the heart of shaping services 
and future service delivery.

Mystery Shopping - Arches will seek to recruit and train 
customers to undertake mystery shopping of services.

Arches will monitor customer satisfaction with services on a 
monthly basis - in real time. We will include additional capacity in 
the customer satisfaction survey to enable to target specific issues 
for customers to feedback to Arches with.

We will use the customer satisfaction mechanism to target 
feedback on specific issues as an additional mechanism for 
consulting. 

We will hold local meetings/consultation on specific issues that 
may affect a scheme or neighbourhood. 

We will offer an e-Forum that will allow consultation to take 
place electronically by email.

We will conduct published quarterly neighbourhood walkabouts 
to offer customers the opportunity to speak to us about issues 
that affect their neighbourhood.

We will utilise Social Media specifically Facebook to undertake 
broad consultation where appropriate.

We will continue to communicate to customers through Arches 
Customer E-Zine.

We will place information to our customer on the Arches Website.

We will inform tenants of important information in the Customer 
Annual Report where this is appropriate.

We will place relevant information in the office for customers to 
view.

We will utilise Social Media specifically Facebook to inform 
customers relevant information, eg office closures, where 
appropriate.

Informing Customers1
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The outcome of this strategy will be monitored 
by the Arches Board.  

Arches board of management will consider this 
strategy to be successfully delivered when:

Increased Customer Satisfaction with 
services provided by landlord

Ongoing adherence to the Tenant 
Involvement and Empowerment Standard is 
achieved

Establishment of a Customer Excellence 
Panel - with a minimum of 2 service areas 
scrutinised per year and commissioned by 
the board of management

Two rounds of Customer Mystery Shopping 
are undertaken each year - fed back to 
board to triangulate customer service 
performance

Annual Customer Satisfaction is captured in 
real time on a monthly basis from April 2017

An active e-Forum is used for customer 
feedback

There are quarterly estate walkabouts for 
customers to attend

Social media is being actively used to 
consult and inform customers

A quarterly e-newsletter is produced
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Governance of this Strategy

The regulatory consumer standard relating 
to customer engagement is the “Tenant 
Involvement and Empowerment Standard”.

The Arches Board are responsible for ensuring that the 
organisation is compliant with the requirements of the 
regulatory “Tenant Involvement and Empowerment Standard”.
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Strategy Review
This strategy is a three year strategy and will be reviewed annually by the 
Director of Operations and progress against delivery will be reported to the 
Arches Board of Management in the quarter following the end of each 
financial year.
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