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If 2015 was the year when unprecedented and far-reaching government, housing and 
policy decisions were announced, then 2016 is the year that tenants, communities and 
landlords are working together to implement them. This is what our conference was all 
about.

This review document will discuss just some of the conference highlights. We have also 
published a dedicated album on our Tpas Facebook account and we’ve pulled together 
some of the best tweets from the event on the online story here. 

introduction

We’re proud to have a 100% satisfaction rate from 
delegates, with 100% saying they’d return again and 
100% saying they’d recommend to a colleague. 

This year’s conference was remarkable for two reasons. 
Firstly, around 50% of our delegates were fresh, new 
faces who have never attended our conference before. A 
new wave of engaged tenant is defiantly joining us. One 
who manages volunteering around family and work life. 
And those that really see the business benefits to tenant 
involvement. 

These involved tenant delegates were very well informed and demanded a conference 
which responded to their skills potential. I trust, with the overall satisfaction rate of 100% 
that we succeeded with that. 

Secondly, even though the event was held in the shadow of Brexit and the national 
news was constantly pumping out leadership announcements and cabinet re-shuffles, 
our delegates remained completely focused on learning how to be effective at tenant 
engagement. It was clear that they came with the ultimate aim of taking advantage of 
the speakers and workshop leaders to get their hands on new ideas and take part in 
discussions in a lively atmosphere. 

I’d like to thank all 200 delegates for making this year a truly special event and one which 
we will continue to refer back to and talk about for years to come. 

Jenny Osbourne
Tpas Chief Executive

jenny’s intro
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This year, Jenny Osbourne introduced the new Tpas national 
tenant engagement standards during the opening address. A 
hugely important document to launch at this hugely important 
event.

Jenny said, “With these standards, we’re bringing together 
flexible, practical and clear principles of how tenants, landlords 
and contractors can find smarter solutions to improve 
services, save money and bring real and long-lasting change 
to communities”.  The standards launch set the tone for the 
conference and certainly got delegates talking.

Up to now we’ve had nearly 500 downloads from our website. 
Please keep talking about the standards and encouraging more 
people to download and put them into practice. 

The second inspirational keynote 
speaker was Diane Bellinger, 
Chief Executive, Community 
Gateway Association, who inspired 
us with her award winning 
examples of innovation in tenant 
and community engagement 
and her straight talking opinion 
that “tenants don’t make stupid 
decisions”. Diane really cut 
through the guff and talked about 
the pressures of a landlord chief 
executive and championed us 
tenants.

keynote speaker 
highlights
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workshop 
highlights
Individual Engagement
The Leadership Factor

All of our skills based workshops such as lobbying, confidence, negotiation 
and analysis were filled prior to conference actually starting. ‘The Leadership 
Factor’ workshop was no exception as it successfully showed our delegates 
how and why housing organisations carry out customer research. During this 
workshop we explored a range of research results from real life case studies 
to show they informed tenant involvement strategies.

“Another great conference. Thank you Tpas”

National Engagement 
Let’s resolve complaints

The conference brought a national view of engagement, down to a local 
level. We believe housing policy, government priorities and landlord business 
plans are moving at a remarkable rate, to respond we offered simple, robust 
and practical advice to help our delegates keep pace with the change.  Our 
‘Let’s resolve complaints’ workshop was ran by the Housing Ombudsman. 
This workshop showed how we could achieve early resolution of complaints – 
saving time, money and in some circumstances improving someone’s health 
and wellbeing.

“I’m ready to champion a new style of involvement”
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workshop 
highlights
Community Engagement 
Thinking differently about how to engage with communities

There’s more to bricks and mortar and there’s more to a community than 
houses. This was a message that was repeated again, and again at the 
conference and particularly at sessions such as a brilliant workshop called 
‘Thinking differently about how to engage with communities’. This session 
talked more broadly than housing. We explored the positive ways that 
residents can work together to achieve change in communities. 

“Truly exceptional conference”

Tenant Engagement 
Tenant Satisfaction

We understand that to enable you to get to know the housing specific 
challenges you face such as scrutiny, governance and value for money that 
you need to understand the foundations of tenant engagement. One such 
workshop that covered this was our ‘Tenant Satisfaction’ workshop with 
Wakefield and District Council. They’ve been gathering tenant feedback and 
using it directly to engage and work with their residents for over 10 years. The 
feedback from their workshop was ‘exceptional’. 

“I’ve learnt so much from others”
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This year we introduced three panel debates which generated lots of energy and 
attention from delegates and people following them on social media.
 
We were privileged to be joined by expert panel members including the DCLG, 
the National Housing Federation and the Chartered Institute of housing and 
housing organisations chief executives who all came to discuss the future of tenant 
involvement, the housing policy landscapes and the role of tenants in mergers.
 

Each of our debates created a stirring amount of conversation and opinion, both 
live at the event and on twitter.
 
“The debates were  my favourite part of the whole event. Keep it up Tpas!”
 
The debates will be a feature that we will continue into our next conference in 2017.

conference 
EXTRA
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This year Wickes for Business hosted an engaging painting and wallpapering skills 
demonstration followed by a Q&A session. Chris Pentland, Head of B2B at Wickes 
commented; “While our Decorating Card and Welcome Pack are popular with 
tenants and housing managers, we showed how our products are ideal and our
expertise a real benefit.”

“I learnt a lot which I can now implement”, 
said Sylvia Gregory of Mid Devon District 
Council.
 
For more information about the Wickes 
demonstration visit:
http://bit.ly/2bCIHR7

live demos

Ed Pink and The social arts network was on hand throughout the conference to help 
delegates re-think about their community and the place they call home.

creative hub
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