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Our Customer Voice Strategy will help Teign Housing ensure our Residents
voice, shape our services for the future.

 
We are committed to actively seeking the opinions and suggestions of our

residents in order to further develop the organisation in line with our
customers expectations.

 
This strategy will not only detail how we plan to obtain this feedback, but
more importantly, how we will use this to make meaningful, continuous

changes that will improve our customer’s experience.

The Customer Voice Strategy will be a ‘Live’ document, meaning updates
and changes will be made to this document as our priorities change and

feedback from our customers is considered.
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We dedicate ourselves to providing good quality homes
and tailored housing support.  Working with our diverse

customers and trusted partners we provide effective
services that bring long term benefits to all. We are

sustainable in a fast-changing environment and
reinvest our surpluses to grow our communities. 

Values
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Vision

Teign Housing’s Vision and Values have been
considered throughout the creation and implementation
of our Customer Voice Strategy. 

Respectful Resourceful Ethical



Throughout our strategy
development, we will consult with
Residents to ensure an inclusive

approach, gathering feedback
from the Residents Forum to

identify priorities and solutions.
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 Our customer voice strategy will
be a ‘live’ document, adapting

based on resident feedback. We
will engage residents through

varying methods such as
roadshows, association groups,

and coffee mornings.

Teign Housing Residents’ Forum



During the creation of this strategy, Teign Housing also
considered the National Tenant Engagement Standards
from TPAS. 
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TPAS - Tenant Participation Advisory Service
https://www.tpas.org.uk/standards

“Although there are standards to meet, it’s the
behaviours and attitudes which run through an
organisation that set the foundation for positive

outcomes to take place.”
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“Our Customer Voice Strategy aims to provide a
voice for residents and the tools to ensure that
customers can share their views and influence

decisions which affect their homes and
neighbourhoods.”

A message from our Director of People and Technology
Alison North

“This strategy provides a wide range of
opportunities for residents to be involved and
is key to the success of our delivery. Through

it we will continue to put residents first by
involving them in matters which impact their

lives, their homes and neighbourhoods”

 11                Alison North             



Teign Housing Roadshows (2024 – 2025) 
 

Starting in August 2024, Teign Housing commenced a series of roadshows, the main focus being to increase
levels of engagement with our Residents to help improve our services. 

 
Steering the teams involved in delivering these roadshows, Amanda Nicholls – Director of Customers &

Communities, stated; 
“In an attempt to improve opportunities for Residents to provide feedback and reach a wider range of our
customers, we have embarked on delivering a series of roadshows which will be included as part of our

community development calendar. I want these Roadshows to provide an opportunity to meet residents in
person and receive vitally important feedback from them. We greatly appreciate and value the thoughts and

opinions of our customers and will use the information obtained from these roadshows to improve our services
across the business whilst strengthening the collaboration between our staff and our Residents” 

Teign Housing’s frontline staff are working together in order to decide where and when the roadshows will
take place, in order to make them accessible for as many of our residents as possible. This includes holding a
number of activities when children are not in school, allowing Teign Housing to provide games and activities
for children, allowing mums and dads to attend and have honest conversations regarding key areas of our

service. 
We know from the results of the Tenant Satisfaction Measures (TSM’s – More information below) there are
four main areas highlighted by our customer that we need to improve on. These areas will be focussed on

during our conversation with our Residents and included as part of an additional survey to highlight how we
improve on these areas. 

 
Four areas for Improvement; 

Our approach to handling anti-social behaviour 
Complaints handling 

Satisfaction regarding communal areas 
Making a positive contribution to the neighbourhoods 

 
After a successful start, we will continue to deliver these so as to get maximum coverage over a period of 12

months and then we will review.  
Various members of our teams (including grounds maintenance, housing officers, resident involvement), will

be in attendance alongside colleagues from other areas within the business to help assist with these
conversations and build relationships with residents, offering advice and support. 

Our current plan is for roadshows to continue throughout 2025, collating all of the information and producing a
‘You said, we did report’. This will help highlight the changes we have implemented thanks to the contributions

from our Residents. 
 

*TSM’s - Between April 2023 and March 2024, we asked all our tenants and shared owners to complete a
Tenant Satisfaction Measure (TSM) survey as part of the housing regulator’s drive to ensure all landlords
know what their residents think of them. The survey was carried out according to the requirements of the

Regulator of Social Housing 
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For more information regarding our Customer Voice
Strategy or to talk about how you can join us as an

involved Resident, please contact our Resident
Involvement Manager for an informal chat.

Matthew Rushton
matthew.rushton@teignhousing.co.uk

https://www.canva.com/design/DAGPzegNMd4/DAVF6m-rZmI-jlqnM_7GmQ/edit

