


If 2015 was the year when unprecedented and far-reaching housing and policy decisions were announced then 
2016 is the year that tenants, communities and landlords are working through how these are working out for 
them in practice.

Never before has it been so crucial that involved tenants are fully informed about 
how these changes affect their role and the way landlords need to operate as 
businesses. Tenant and community engagement is changing and adapting. This 
conference will make sure you are ahead of those changes. Over these two days 
we’ll listen to one another, we’ll hear stories of successful tenant and landlord 
partnerships and I’m sure we’ll have some very lively conversations and debates. 

This year’s conference promises to cover four hot topics including: 

1.) Tenant engagement to enable you to get to know the housing specific 
challenges you face such as scrutiny, governance and value for money. Why not 
join our ‘Tenant Satisfaction’ workshop with Wakefield & District Housing? 
WDH have been gathering tenant satisfaction for over 10 years, meeting many 
challenges and using customer feedback to find a solution along the way. 

2.) Community engagement because there’s more to a home than bricks and mortar and there’s more to a 
community than houses. This year we’re going to talk more broadly than housing. A brilliant workshop to do this 
is in our ‘Thinking differently about how to engage with communities’ session on Thursday. Here we’ll explore 
the positive ways that residents can work together to achieve change in their communities

3.)  Individual engagement to improve your skills such as lobbying, confidence, negotiation and analysis. A fantastic 
workshop to achieve this is our ‘Leadership Factor’ workshop with Darren Wake. Led by a research organisation 
they’ll show you why housing organisations carry out customer research and how you can interpret the results. 

4.) National engagement because housing policy, government priorities and landlord business plans are moving 
at a remarkable rate, to respond we’ll offer simple, robust and practical advice to help you keep pace with the 
changes. A great example of this topic in practice would be our ‘Let’s resolve complaints’ workshop on Wednesday, 
ran by the Housing Ombudsman this workshop will explore how to achieve early resolution of complaints.

It’s a packed programme, so please take the time to go through and familiarise yourself with what you want to get 
out of your own unique conference experience.

Day One Opening Session
Kenilworth Suite, Wednesday 10.30am

Join me in our high energy opening session as I welcome delegates from across the country and set the scene for 
the conference. I’ll start by talking about the national tenant involvement agenda including the latest political 
challenges; we’ll highlight our members achievements and forecast the major topics, skills and information we all 
need to get our heads around this year. 

This year I’m delighted to be joined by Diane Bellinger, Chief Executive, Community Gateway Association, who’ll 
inspire us with their award winning examples of innovation in tenant and community engagement. 

Jenny Osbourne
Tpas Chief Executive
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Day One 13th July
9.00am - 10.30am

10.30am -12.00pm

12.00pm -  1.00pm

1.15pm - 2.30pm

2.30pm - 3.00pm

3.15pm - 4.30pm

5.00pm - 6.00pm

7.00pm - 12.00am

Delegate registration and networking opportunities

Opening Session

Lunch and networking – River Room Restaurant and The Grange Workshop 

Sessions A

Networking, refreshments and fringe activities

Workshop Sessions B

Tpas AGM

Time to relax and network with Tpas and friends (Optional)

70’s Themed night with evening meal, Quiz and Disco

Day Two 14th July
9.00am - 10.00am

10.00am -10.45am 

10.45am - 11.15am 

11.15am - 12.30pm

12.30pm - 1.30pm

1.45pm - 3.00pm

3.15pm - 3.45pm

Refreshments and fringe sessions including Wickes painting and
decorating demo

Denise Fowler - Housing Ombudsman

Networking, refreshments and fringe activities

Workshop Session C

Lunch, networking and fringe activities

Workshop Sessions D

Closing session 

Tpas Conference 2016
Programme



Session A 13th July 1:15pm – 2:30pm

Build your confidence, learn to speak out and develop skills to help you to get your voice heard locally and 
nationally.

This session will explore how to deliver involvement effectively from a service area point of view, you may or 
may not have a dedicated team for support so this workshop will enable you to go it alone with confidence.

Hear how Oxford City Council engagement approaches work in practice with effective partnership working 
across the council.

Meet members of the Home Group Human Library and hear how the scheme can tackle inequality and 
discrimination. Participate in an interactive life swap session.

Understand and influence your organisation to think about more than just the monetary accounts they have 
to produce on a yearly basis. Do you ever wonder how many tenants have had their voices heard and have 
been involved in shaping your organisations services or how many vulnerable tenants have been helped and 
supported on a yearly basis? Come along and find out how social accounting/auditing can help.

Discuss the changing and challenging national policies that landlords and tenants are now having to work 
with. Put your questions to our expert panel.

This workshop will highlight the value of investing in our communities and supporting residents into 
employment. Focusing on the work undertaken by Thames Valley Housing and showcasing their approach, 
measures of success and exposing myths of unemployment.

Facilitation techniques to improve your meetings and make them more productive, enjoyable, and cost-
effective in the long run.

Getting Your Voice Heard
Louise Thompson & Carole Burchett – Tpas 

Involvement for Succes
Emma Jane-Flynn and Gill Mclaren – Tpas

New Approaches to Involvement
Simon Warde – Oxford City Council  

Home Group & The Human Library
Samantha Byrne – Home Group 

Debate; Todays Housing Policy Landscape
Abi Davies to Chair – Tpas

Modernise Your Meetings
Mal Harrison – Tpas 

A1: 

A2: 

A3: 

A4: 

A5: 

A6: 

A7: 

A8: 

A Social Audit Approach to Tenant Involvement
Louise Robson – St Leger Homes

Improving Life Chances in Communities
Margaret Buchan – Thames Valley Housing Association  

Session B 13th July 3:15pm – 4:30pm

A practical workshop looking at how to help you to turn the talk, the moans and recurring issues into a usable 
plan to move a group forward.

Myatts Field is a run down estate notorious for violent and gang related crime – this workshop will showcase how 
we motivated young people and apprentices into the world of construction and work.

What is the role for tenants today in mergers and the governance of organisations generally? Two crucial 
areas to dicuss with our expert panel.

In a changing environment with cuts to budgets, resident empowerment and decision making is more 
important than ever. Hear about how residents have led on the management and spending of £500K 
Community Chest budget to improve their neighbourhood. 

The workshop will explore the benefits of residents decision making and the impact that the Community 
Chest had made to the community.

Communities need to be alert to spotting the signs of slavery and trafficking, know how to report concerns 
and discuss the impact of recent legislation on social housing contracts for landlords and contractors.

This session will help demystify what shared services are and how collaborative tenant engagement can add 
value to businesses, communities and the individuals involved.

Join research organisation The Leadership Fcator (TLF) to find out why and how housing organisations carry 
out customer research. Explore how you can use research results from your organisations to better inform 
your involvement.

Develop your research and questioning skills to produce useable evidence to help with campaigns and scrutiny 
projects. Apply your new found skills to a project or issue you are involved in.`

Action Planning for Success
Raj Kumar and Jennie Ferringo – Tpas and Red Kite Housing 

Young Persons in Construction
Polly Moona – Higgins and Pinnacle PSG

Debate: Tenant Engagement in Mergers and Governance
Abi Davies to Chair – Tpas 

Modern Slavery and Human Trafficking
Jean Fletcher – Wates 

Influencing Big Decisions
Carol Halfacre and Sharon Collins – Shared Venture 

The Leadership Factor
Darren Wake – The Leadership Factor 

Getting the Information Right
Val Alker – Tpas

B1: 

B2: 

B3: 

B5: 

B6: 

B7: 

B8: 

B4: “Who Decides” Involving Residents in Big Decision



Session C 14th July 11:15am – 12:30pm

Facilitation techniques to improve your meetings and make them more productive, enjoyable, and cost-
effective in the long run.

An interactive and practical workshop that will focus on how to achieve early resolution of complaints through 
the use of Dispute Resolution principles.

This workshop will provide you with practical steps that your community can take to ensure residents can 
spot a loan shark and who to report to.

WDH has been gathering tenant satisfaction for over 10 years. This workshop will demonstrate our journey 
and explore the links between employee and customer satisfaction.

Looking for good practice approaches to motivate leaseholder interest and provide relevant options? Look 
no further than this session; it’s brimming with best practice examples!

This session will explore how to deliver involvement effectively from a service area point of view, you may or 
may not have a dedicated team for support so this workshop will enable you to go it alone with confidence.

Find out how to develop your research and questioning skills to produce useable evidence to help with 
campaigns and scrutiny projects.

Build your confidence, learn to speak out and develop skills to help you to get your voice heard locally and 
nationally.

Modernise Your Meetings
Mal Harrison – Tpas 

Lets Resolve Complaints
Val Theadom & John Goodwin – Housing Ombudsman Service

Stop Loan Sharks
Nadeem Mahammed – Illegal Money Lending Team

Tenant Satisfaction
Anne Challoner and Sophie Rugg – Wakefield & District Housing

Excellent Leasehold Engagement Case Load
Kate Newbolt – Tpas  

Involvement for Success
Emma Jayne-Flynn and Gill Mclaren – Tpas 

Investing in Involvement
Paul Kelly and Nic Bliss – Community Gateway Association 

Getting Your Voice Heard
Louise Thompson & Carole Burchett – Tpas  

C1: 

C2: 

C3: 

C4: 

C5: 

C6: 

C7: 

C8: 

Session D 14th July 1:45pm – 3:00pm

Develop your research and questioning skills to produce useable evidence to help with campaigns and scrutiny 
projects. Apply your new found skills to a project or issue you are involved in.

A fast paced, practical and motivation packed session to help you deliver more in your community. Localism 
from the bottom up.

Explore best practice in how contractors can, and should, work in partnership with tenants and communities 
to achieve positive outcomes for all and how we effectively measure the impact and benefit.

What will tenant involvement look like in five years time? How will it evolve and change in your organisation 
and nationally? Debate with our panel.

Hear how its possible to successfully involve young and vulnerable tenants in scrutiny, and more, through 
creative tools and support.

Thinking differently about how to engage with communities – exploring the positive ways that residents can 
work together to achieve change in their communities.

A practical workshop looking at how to help you to turn the talk, the moans and recurring issues into a usable 
plan to move a group forward.

Getting the Information Right
Val Alker – Tpas

Residents in the Driving Seat
Leslie Sliverlock – Groups Work 

Contractor Excellence
Tracey Lyth – Mears 

Debate; What is the Future for Tenant Involvement?
Abi Davies to Chair – Tpas

Scrutiny Success in Supported Housing
Matthew Pickering – New Roots Housing Association

Ernemetal
Alice Potter & Leigh Ferguson – Plymouth Community Homes 

Action Planning for Success
Raj Kumar and Jennie Ferringo – Tpas and Red Kite Housing

D1: 

D2: 

D3: 

D4: 

D5: 

D6: 

D7: 



The National Tenant Engagement Conference isn’t all about workshops and keynote speaker sessions. Year 
after year some of our most positive feedback comes from delegates sharing their experiences of our fringe 
events.

This year we’ll be joined by the Wickes for Business team who’ll be doing interactive home maintenance 
demonstrations. We’ll also be joined by Ed Pink and his team to explore arts and communities. Finally, team 
Tpas will be on hand to capture your thoughts and opinions on film. 

Day Two Opening Session
Kenilworth Suite, Thursday 10.30am

We are privileged to welcome our keynote speaker, Denise Fowler, Housing Ombudsman for the opening 
session in the second day of our conference.  Denise will lay out the future role and direction of the Housing 
Ombudsman and will discuss how dispute resolution principles can help tenants and landlords to resolve 
complaints together at the earliest possible opportunity. Having the expertise of the Housing Ombudsman 
service with us at the conference really enhances the conference and offers delegates the opportunity 
exclusively listen to high level case studies. This really is a session not to be missed.

The Conference Fringe

EXHIBITION MAP
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Lower Ground Floor
(Shakespeare Suites)

Accessed via Kenilworth Foyer

Hamlet

Prospero

Othello

Oberon WC

Ground Floor

Kenilworth 
Suite

The River Room Restaurant

Kenilworth
Foyer

The Grange

Hotel
Reception

The Stratford 
Suite

Helpdesk

WC

WC

WC

Find your way around the 
Tpas Conference 2016

Guest Bedrooms

Avon

Hotel Reception

The Stratford
Suite

Stoneleigh
Warwick

Tips and Hints for your Workshops & Conference Experience
• Decide what you want to get from each workshop and keep this at the front of your mind
• Learn as much as you can from the other people in the session
• Someone whose views or ideas are different from yours is not necessarily wrong
• Be genuinely open to learning. Don’t be afraid to say the wrong thing
• Don’t be afraid to ask questions when you need more details or don’t understand
• Keep looking for ways you could use the information and ideas in your own situation
• Knowledge is only power when you put it into action-keep notes of action points during the workshop

TPAS Conference Help Desk
The TPAS Conference help desk is located in the Kenilworth Suite Foyer and will be staffed during the following times:
• Wednesday 11.00 am – 6.00pm
• Thursday 9.00am – 4.00pm
If you require any assistance please come to the desk where we will do our utmost to help you. 

Conference Registration
As you are now reading your Conference guide you must have successfully registered and collected your delegate pack. This contains:
• Your Conference delegate name badge & lanyard showing your name, organisation and your individual
   workshop choices. Please wear it at all times.  
• The Conference Guide
• Any updates to the programme or general conference information 

Workshop Presentations
All workshop presentations will be available to delegates who attend the 2015 TPAS Conference after the event.
Please email info@tpas.org.uk or phone 0161 868 3500 to request your access code and instructions on how to obtain them.

Feedback about the Conference
In the opening session on day two held in the Kenilworth Suite, you will receive a general conference feedback form. TPAS uses this 
feedback to monitor the success of the Conference and to assist in planning future Conferences so if we have made a mistake, you 
are unhappy with the venue facilities or you have suggestions for future conferences, please tell us on your feedback form. A copy of 
all feedback from the conference is available on request to delegates after the event. Please hand your completed feedback form to 
the Help Desk after the closing session on Thursday. 

Dining Facilities and Refreshment Breaks
Lunch will be served on both days in the River Room Restaurant and will be buffet style. There is plenty of food for everyone so please 
be patient and respect other delegates when waiting to be served. Food will be served for the duration of the lunch break so why not 
visit the exhibition first whilst other delegates eat.

All refreshments during lunch and the breaks will be served in the Grange/Exhibition area. The refresh hour between 5.00pm – 
6.00pm on Wednesday will also be held here.

If you have booked the Conference dinner on Wednesday night, this will be held in the Kenilworth Suite and will start from 7.00pm 
with a complimentary drinks reception in the Grange Foyer, then sitting down for dinner at 7.30pm.

Car Parking
Car parking at the Conference venue is free to all delegates. If possible please use the Events Centre car park as you can enter the 
building via the Event Centre Foyer entrance and is a shorter walk than the main hotel reception. 

Security and Lost Property
Don’t forget that there are a lot of people about – don’t take valuables with you in public spaces and watch your bags. If anything is 
lost, please tell the TPAS Staff ASAP and we will check whether the hotel has found anything and ask delegates to look for you. TPAS 
is not liable for any loss or damage.

Internet
For your duration of time at the hotel there is complimentary Wi-Fi for all delegates. To access this service please log on to the Hotel 
Broadband.

Get the most out of the 
Tpas Conference 2016



We can help you:

• Devise your strategy 

• Accredit your services

• Show the value of your involvement

• Review your approaches to involvement

•  Support your tenant led scrutiny and 

co-regulation

the tenant 
engagement 
experts

www.tpas.org.uk
T 0161 868 3500  E info@tpas.org.uk  

@tpasengland          tpasengland


