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Report title: Resident engagement in housing development: 
additional appendices 

Date: 30 January 2020 

Key decision: No.  

Class: Part 1  

Ward(s) affected: All 

Contributors: John Bardens, Scrutiny Manager 

Outline and recommendations 

The purpose of this paper is to present additional evidence collected as part of the 
committee’s review of resident engagement in housing development in order to 
inform the committee’s discussions. 

 The committee is asked to note and comment on the evidence presented. 

The following additional evidence is attached as appendices: 

 Appendix B – scoping paper for the review 

 Appendix C – first evidence session officer presentation 

 Appendix D – second evidence session Phoenix presentation 

 Appendix E – third evidence session TPAS presentation 

 Appendix F – Lewisham Homes presentation 
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Is this report easy to understand? 
Please give us feedback so we can improve. 
Go to https://lewisham.gov.uk/contact-us/send-us-feedback-on-our-reports   

1. Summary 

1.1. The purpose of this paper is to present the additional evidence collected during the 
committee’s review of resident engagement in housing development in order to inform 
the committee’s discussion.  

2. Recommendations 

2.1. The committee is asked to note and comment on the evidence presented.  

3. Financial implications  

3.1. There are no direct financial implications arising from the implementation of the 
recommendations in this report. 

4. Legal implications 

4.1. There are no direct legal implications arising from the implementation of the 
recommendations in this report. 

5. Equalities implications 

5.1. Equality Act 2010 brought together all previous equality legislation in England, 
Scotland and Wales. The Act included a new public sector equality duty, replacing the 
separate duties relating to race, disability and gender equality. The duty came into 
force on 6 April 2011. It covers the following nine protected characteristics: age, 
disability, gender reassignment, marriage and civil partnership, pregnancy and 
maternity, race, religion or belief, sex and sexual orientation. 

5.2. The Council must, in the exercise of its functions, have due regard to the need to: 

 eliminate unlawful discrimination, harassment and victimisation and other conduct 
prohibited by the Act 

 advance equality of opportunity between people who share a protected 
characteristic and those who do not. 

 foster good relations between people who share a protected characteristic and 
those who do not. 

6. Climate change and environmental implications 

6.1. There are no direct climate change or environmental implications arising from the 
implementation of the recommendations in this report. 

7. Crime and disorder implications 

7.1. There are no direct crime and disorder implications arising from the implementation of 
the recommendations in this report. 

8. Health and wellbeing implications  

8.1. There are no direct health and wellbeing implications arising from the implementation 
of the recommendations in this report. 

9. Report contact 

9.1. John Bardens, Scrutiny Manager, john.bardens@lewisham.gov.uk 020 8314 9976 
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Appendix B 

Housing Select Committee 

Title Resident engagement in housing development   Item 7 

Contributors Scrutiny Manager 

Class Part 1 Date 4 June 2019 

 
 Reasons for lateness and urgency 

This report is late due to the shorter-than-usual time period between this and 
the previous meeting of the committee and the need to ensure that the 
committee has sufficient information to scope the proposed in-depth review.  

The report is urgent and cannot wait until the next meeting of the Housing Select 
Committee as the committee has a limited number of meetings in the 2019/20 
municipal year in which to complete the proposed in-depth review.   

 
1. Purpose of paper  

1.1 As part of its work programme the Committee has agreed to undertake an in-
depth review of resident engagement in regeneration and housing 
development.  

1.2 This paper sets out the rationale for the review, provides some background 
information and sets out proposed key lines of enquiry for discussion and 
agreement by the Committee. 

1.3 The in-depth review process is outlined at Appendix 1. 
 
2.  Recommendations   

The Select Committee is asked to: 

 Note the contents of the report.  

 Consider and agree the proposed key lines of enquiry and timetable for 
the review (outlined in sections 7 and 8). 

 
3. Policy context  

3.1 The Council’s Corporate Strategy (2018-2022) outlines the Council’s vision to 
deliver for residents over the next four years. Delivering this strategy includes 
the following priority outcomes that relate to the provision of new affordable 
homes: 

 Tackling the Housing Crisis – Providing a decent and secure home for 
everyone 

 Building and Inclusive Economy – Ensuring every resident can access high-
quality job opportunities, with decent pay and security in our thriving and 
inclusive local economy. 
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 Building Safer Communities – Ensuring every resident feels safe and secure 
living here as we work together towards a borough free from the fear of 
crime. 

3.2 The Homes for Lewisham, Lewisham’s Housing strategy (2015–20), includes 
the following priority outcomes that relate to the provision of new affordable 
homes: 

 Key Objective 1 – Helping residents in times of severe and urgent housing 
need. 

 Key Objective 2 – Building the homes our residents need. 

 Key Objective 4 – Promoting health and wellbeing by improving our 
resident’s homes. 

 
4.  Background 

4.1 London is facing a significant housing shortage and many residents in 
Lewisham are struggling to access housing that is genuinely affordable and 
appropriate to their needs.  

4.2 The average house price in Lewisham, as of March 2019, is £400,000. This is 
a fourfold increase since the year 2000 and more than 13 times the current 
average salary in Lewisham of around £30,000. There are also 10,000 
households are on the housing register in Lewisham, and 2,000 homeless 
households in temporary accommodation.1 

4.3 In July 2012 the Council embarked on a programme to build 500 new social 
homes in response to a series of on-going housing challenges, most notably an 
enduring under-supply of new affordable homes available to the Council to meet 
housing demand.  

4.4 The new administration has set a target of a further 1,000 new social homes by 
2022.  

4.5 This is a step change for the Council from affordable housing enabler to a direct 
delivery agent of new homes. This process requires that the Council examines 
the land it owns to assess how new homes can be delivered.  

4.6 This can be through infill developments on under-used space or by more 
comprehensive rebuilding of wider areas. The programme will be delivered in 
collaboration with the Council’s housing delivery and management agent 
Lewisham Homes.  

4.7 At Mayor and Cabinet in March 2019, officers received approval to invest in 
feasibility work on the 1,000 homes programme.2 The approval related to the 
first tranche of directly delivered council homes and is expected to yield a 
significant number of infill units on underutilised land.  

4.8 The majority of the Council’s development work is expected to take place on 
land the Council owns, and therefore tenants in properties managed by 
Lewisham Homes, and tenants within the Brockley PFI are most likely to be 
affected by development. The Council intends to work with both organisations 

                                                           
1  London Datastore 
2  Mayor and Cabinet, Wednesday, 27th March, 2019 6.30 pm, item 20 
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to engage with residents through existing Tenants and Residents Association 
networks and Resident Engagement Panels.3 

4.9 Previous development work by the Council has involved a range of resident and 
community engagement activity. This has included: public consultation events; 
face-to-face sessions with residents, stakeholder groups and local businesses; 
resident steering committees; surveys, letters, posters and door knocking. It 
has also included developing sets of commitments to residents in order to guide 
the development process.4 

4.10 The Council has recently carried out consultation on the establishment of a 
Resident Charter, which would set out the minimum guaranteed offer for all 
residents whose homes would be demolished and rebuilt as part of Council-led 
redevelopment. The Council has also made a commitment to carry out a 
resident ballot on all proposals that involve the demolition of existing homes to 
deliver new homes. It is anticipated that the first resident ballot will be held on 
the Achilles Street development. 

4.11 The seven draft principles of the proposed Resident Charter are set out below:5 

1. Before any estate regeneration, a Residents’ Ballot will take place to give you a say 
in the future of your estate. To help you make an informed decision, we will make 
you a formal offer - in writing – which you can then choose to accept or reject in the 
ballot.  

2. We guarantee to build more homes for social rent. Any proposals for estate 
regeneration will be driven by our priority to increase genuinely affordable homes.  

3. We will regularly communicate with all residents writing to everyone at least once 
every three months in the run up to a Residents’ Ballot and throughout the design, 
planning and eventual construction process, presenting transparent information that 
is accessible to everyone.  

4. Everyone will help shape the proposals and all estate residents will be encouraged 
to participate in the design process and nominate individuals to form a Residents’ 
Steering Group which will work alongside the Council’s Estate Design Team to help 
inform decisions through the design, planning and construction phases. 

5. If you are a Council tenant who wishes to stay, you will be guaranteed a new home 
at a social rent level, with the same tenancy conditions that you have today and a 
Housing Needs Assessment will ensure you are provided with a home that matches 
your requirements. 

6. If you are a resident leaseholder or freeholder who wishes to stay, you will be 
guaranteed to remain in home ownership. You will be given the opportunity to 
transfer the equity from your current home, into a new home. 

7. We will always strive to create and strengthen thriving communities that are 
inclusive and sustainable for existing and new residents, supporting new jobs, 
choice of shops, leisure and high quality open space wherever we can. 

 

 
 
 
                                                           
3  Mayor and Cabinet, Wednesday, 10th October, 2018 6.30 pm, item 299 
4  Mayor and Cabinet, Wednesday, 12th December, 2018 6.30 pm, item 345 
5  Mayor and Cabinet, Wednesday, 10th October, 2018 6.30 pm, item 299 
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5. Relevant guidance and analysis 
 
5.1 A wide range of relevant research and guidance on resident engagement in 

housing has been published by a number of organisations.  

5.2 Key points from a selection of the most relevant reports are summarised below 
in order to provide further background and context as the committee sets the 
scope of its review. 

5.3 Better Homes for Local People, the Mayor of London’s Good Practice 
Guide to Estate Regeneration, 2018, sets out the Mayor’s expectations for 
how local authorities and housing associations should engage with residents 
as part of all estate regeneration schemes. It sets out practical guidance, 
principles and examples of good practice (see case studies below). 

5.4 According to the guidance, for estate regeneration to be a success there must 
be resident support for proposals, based on full and transparent consultation 
from the very start of the process, and meaningful ongoing involvement of those 
affected.6  

5.5 The report describes early engagement as “essential” and states that residents 
should be given opportunities to be involved from the outset in developing the 
vision, options appraisals, design, procurement, and delivery of schemes.7 

5.6 As well as social tenants, resident leaseholders and freeholders, councils and 
housing associations should seek to consult with private tenants or those living 
in temporary accommodation, as well as non-resident leaseholders and 
freeholders. Councils and housing associations should also engage with 
Tenant and Resident Associations (TRAs), or similar resident representative 
bodies, where they exist.8 

 

Case study: Landlord social impact monitoring (Countryside)9 

Ealing Council, L&Q housing association and the developer Countryside were involved in the Acton 
Gardens estate regeneration scheme.  

They wanted to measure the social impact of their actions, and report on residents’ feelings and 
experiences of the regeneration throughout the process. 

Independent academic researchers were commissioned to interview residents on both the existing and 
the regenerated parts of the estate and in the surrounding area (544 households in total).  

Through in-depth interviews they were able to gain a deep understanding of how residents felt about 
the estate regeneration, and how it could be a successful social regeneration as well as a physical one.  

The research will be carried out every two to three years during the 13-year lifetime of the regeneration 
process to measure progress against its indicators 

As well as recognising the value that residents place on their connections with friends and neighbours 
in the area, the research identified further areas that would require attention in the coming years.  

                                                           
6  Mayor of London, Better Homes for Local People, 2018, p4 
7  ibid, p10 
8  ibid, p11 
9  ibid, p32 
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In particular, these included ensuring that existing residents of the estate fully understand the re-housing 
process; and working to accommodate local organisations that offer informal, but very important, 
support services to the community. 

5.7 The report sets out a range of potential consultation and engagement methods 
(see below), but states that Councils, housing associations and partners should 
always be open to suggestions from residents and other stakeholders about 
developing more effective consultation and engagement mechanisms.10  

5.8 The report also notes that many estates include businesses providing local 
services and employment and states that owners and operators of businesses 
should also be engaged, and that any proposals should give weight to the 
importance of minimising disruption to those businesses and retaining local 
employment opportunities.11 

 

Direct proactive engagement of a wide group of residents – e.g. through surveys, votes, 
and ‘door-to-door’ conversations. 

Involvement of residents in developing the detail of proposals – e.g. through specialist 
resident committees, forums, and workshops; steering groups with resident representation; 
and meetings of Tenant and Resident Associations and neighbourhood forums. 

Broader opportunities for residents to be kept updated and engage – e.g. through ‘drop-
in’ days and public meetings; letter, email, and newsletter updates; and web-based 
consultation tools, such as Commonplace, or Online forums, such as Facebook pages for the 
estate. 

 
5.9 The report recognises that often residents may need support to engage more 

effectively and states that Councils, housing associations and their partners 
should provide independent capacity-building and advocacy support for 
residents if they request it. Residents should also be given an opportunity to 
select their own Independent Tenant and Leaseholder Advisors (ITLAs – see 
case study below), paid for by landlords, and to de-select them if they are 
unhappy with the advice or support that they are receiving.  

 

Case study: Landlord funding of an Independent Tenant and Leasehold Advisor 
(London Borough of Hackney)12 

Hackney Council wanted to ensure that residents on one of its regeneration schemes were as engaged 
as possible and so has funded an Independent Tenant and Leaseholder Advisor (ITLA) for over 10 
years.  

An ITLA’s purpose is to provide independent and impartial advice to residents on all aspects of the 
proposals for the future of their homes, enabling them to fully interact with, and play an informed role 
in, the process. 

Their first task was to assist Hackney to set up a steering group. Council officers attend to report on 
progress and answer questions. The ITLA coordinates the meetings, agendas and minutes, providing 
an independent and impartial record.  

The ITLA spends a considerable amount of time on the estate engaging residents to encourage 
participation. They also feedback to vulnerable and elderly residents who are unable to make meetings 
or drop-in sessions. 

                                                           
10  ibid, p11 
11  ibid, p12 
12  ibid, p30 

Page 9



The ITLA has helped the local authority engage with hard-to-reach tenants and leaseholders, and is 
also an extra pair of eyes and ears on the ground, which helps flag up any potential risks and highlights 
concerns and views of the residents. 

Case study: Tenant involvement in regeneration (London Borough of Enfield) 

Enfield Council in north London started from the position that the regeneration of Alma Estate would 
only succeed if it was supported by residents. 

Following discussions with tenants, it was agreed that all of the replacement council homes would be 
larger than the existing homes, and therefore also significantly larger than the London Housing Design 
Guide.  

The design and configuration of the replacement homes was led by residents via a series of design 
workshops facilitated by the project architects. 

The new social homes are larger than the planned private ones on the estate. This was important, not 
only to ensure that residents are gaining, not losing, space but also because by providing larger council 
homes it is hoped that there will be more space for families with children 

The experience of preparing plans for the redevelopment of Alma Estate has had a positive impact on 
residents who have grown in confidence and have become empowered to do more in their local 
community 

 

5.10 The adoption of Resident Charters is also covered by the guidance: “Resident 
Charters set out councils’ or housing associations’ commitments to residents at 
an early stage of the discussions over estate regeneration proposals and can 
be an effective way to engage residents”. The guidance states that Resident 
Charters can be adopted for an individual estate regeneration project, or as a 
broader statement to cover multiple projects or a programme. 

5.11 New Conversations, the LGA guide to engagement, 2017, provides 
guidance on engagement for councillors and officers. As well as setting out a 
wide range of engagement techniques and case studies, the guidance also 
discusses the role of frontline councillors.  

5.12 The guidance notes that:13 

Councillors [...] are at the front line of engagement. They’re going to have to live 
by a decision day after day, lobbied by residents. It’s their electoral fortune at 
risk – and they’re often going to be a resident themselves.  

Within this, councillors can sometimes undermine decisions the council makes, 
by choosing to oppose them. However, they can also make a project come to 
life. Local politicians generally have a close relationship with stakeholders and 
often lead local opinion. They can broker a compromise and bring together a 
coalition of the willing. To make the most of this, good engagement needs to be 
rewarded, recognised and plugged into the council’s corporate mission. 

5.13 The guidance goes on to discuss the role of frontbenchers, opposition groups 
and frontline councillors in the development of proposals and engagement, 
noting that frontline councillors can help establish closer connections with 
affected groups in the community: 

 Including a range of councillors in a project often leads to compromises on a 
set of proposals as concerns come to light. A fear of things being watered down 
like this is often the reason why Frontline councillors are excluded, but fighting 

                                                           
13  LGA, New Conversations, 2017, pp88-9 
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through this must be part of the new conversation councils are having. Frontline 
councillors should no more be bypassed than residents. 

Good officers […] ought to encourage councillors to provide a steer. There’s 
sometimes a misplaced fear of less senior politicians in a similar way as there 
is of residents. Officers and executive councillors live and breathe their projects, 
so tend to race ahead and become overly rational about what needs to happen. 
Frontline councillors are a tonic to this. They’re able to empathise more with the 
community and are sensitive to the subtler consequences of decisions. 
Empowering councillors by asking them to lead steering groups guarantees that 
you’ve got someone constructively asking the hard questions – keeping you 
connected to the concerns of affected groups. 

 

Case study: Community researchers in Camden 

Camden Council recruited a range of local people to be paid as “community researchers”, rather 
than relying on external and expensive agencies who don’t know the lie of the land. 
Researchers range from parents who need flexible hours to the long-term unemployed. 

After receiving training (in participatory appraisal and quantitative research techniques) their 
work included face-to-face interviews and raising awareness about local issues. They have so 
far gathered information on topics such as public health, and consulted residents on social 
housing policy. 

 
5.15 The LGA guidance also includes a Back of a clipboard starter kit on 

engagement for councillors (written by Cllr Peter Lamb, based on his 
experiences as a local councillor in Crawley) which sets out five approaches for 
councillors to become as engaged as possible with residents and local 
businesses.14 (see appendix 2) 

 5.16 The London Assembly Housing Select Committee carried out a scrutiny 
review of estate regeneration in 2015. The review looked at how to improve the 
process of regenerating housing estates and found, among others things, that 
there needs to be far greater clarity about the purpose of proposed regeneration 
and better collaboration between landlords and residents in exploring and 
evaluating the options.15 

5.17 The final report, Knock it Down or Do it Up?: The challenge of estate 
regeneration, set out a number of principles under three themes: decision-
making, finance and communications. It is intended to provide a guide for 
community groups, councillors and housing professionals to some of the best 
ways to work together to regenerate estates. The conclusions in relation to 
decision-making and communications are the most relevant to this review and 
are summarised below. 

5.18 On decision-making, the review stated that most important is clarity on a 
scheme’s key drivers. This is particularly the case when changes have occurred 
to the policies or financial circumstances underpinning the scheme: “the 
absence of clear information can lead to accusations of post hoc rationalisation, 
which degrades or, in some cases, completely destroys the trust underpinning 

                                                           
14  ibid, pp90-3 
15  London Assembly, Knock it Down or Do it Up?, 2015, p4 
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effective collaboration between communities, housing providers and other 
regeneration partners”.16  

5.19 The report noted that, “in any proposals for change there will always be those 
who gain and those who lose, and being clear about this is also an important 
principle, no matter how difficult the ensuing conversation will be”. The report 
highlighted comments from Professor Becky Tunstall of York University: “It 
might be that there will have to be losers and if you say that to people at the 
beginning, it will be easier to accept".17 

5.20 The report also discussed the importance of understanding residents’ needs in 
order to ensure that the local community benefits from any proposals. The 
report acknowledged that this can be complicated and demands application and 
cited the below case study as an example:18 

 

Case study: Understanding Residents’ Experience of the Whitecross Estate, Islington  

In 2010, Peabody, a housing association, commissioned Publica, a public realm and urban design 
company, to develop a vision and principles for the future of the Whitecross Estate based on residents’ 
experience. This was in response to a request from residents for this kind of approach.  

Publica reported on the history of the estate and resident demographics, as well as the buildings, public 
realm and routes used through the estate.  

Residents’ views were gathered by accompanying individuals and groups on walks around the estate, 
offering perspectives on diverse experiences of estate life, such as car parking, stairwells, the market, 
play areas, mobility, light pollution and so on. 

This data, together with evidence gathered at public meetings, informed the final report, which also 
included Peabody’s aspirations for the estate, and developed a series of 15 principles for the estate’s 
future.  

Peabody now hopes to deliver the overall upgrade programme of redesigned public spaces on the 
estate by September 2017. It is also consulting on small scale infill development on parts of the estate.  

5.21 The report noted that active and ongoing community engagement is essential 
in order to ensure that the “active support of residents and neighbours can be 
leveraged”.  

5.22 One of the important ways to promote positive engagement, the report stated, 
is to secure the enthusiasm of community leaders. The report set out examples 
of how this can be achieved, such as setting up resident steering groups and 
using them as a communication channel with residents, and making sure that 
local councillors are actively engaged and spreading the work locally.19   

5.23 Offering a range of communication methods, from paper-based to face-to-face 
can also maximise the chance of positive engagement from all sections of the 
community. Having an on-site office, with some late-night opening, for example, 
can help to ensure that residents who have day-time commitments are able to 
engage as easily as possible.20 

5.24 The report noted that some capacity-building is likely to be required to enable 
communities to participate as fully as possible, referring to comments from the 

                                                           
16  ibid, p10 
17  ibid, p12 
18  ibid, p17 
19  ibid, p27 
20  ibid, p30 
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London Tenants’ Federation: “if you want communities to engage from the 
grassroots, then they need support". In some cases, independent resident 
advisers, appointed by a panel of residents, have been used to support 
engagement activity. Merton and Sutton were cited as examples.21 

5.25 While the intensity of engagement will vary over the course of a scheme, the 
report stressed that active communications should be an important aspect of 
‘business as usual’, and that “constantly taking the community pulse in this way 
helps providers to anticipate and address issues early, before they become 
serious problems”.22  

5.26 Where serious problems have arisen and relationships have broken down, the 
report noted an example from Southwark of where trust between residents and 
providers has been improved by the creation of an independent body:23 

 

Case study: Creation Trust on the Aylesbury Estate 

Creation Trust is a charity dedicated to making sure that residents living on the Aylesbury Estate receive 
the benefits of the area’s regeneration and are supported through the process. More than half the places 
on Creation’s Board of Trustees are reserved for resident members, including both tenants and 
leaseholders, so that local people have real influence over the decisions made. Creation Trust works 
closely with Southwark Council and Notting Hill Housing Trust (the developer) to ensure that the 
Aylesbury Area Action Plan is adhered to. It is part-funded by Southwark Council but has also been 
eligible for funds from the National Lottery and the Football Foundation to deliver additional projects for 
residents. 

5.27 The review acknowledged that that engagement programmes with a selection 
of activities like those discussed are expensive, but noted that residents are a 
key resource and that “tapping their experience of what will work and what won’t 
can not only short-circuit issues which arise but also develops resilient 
relationships which will be vital for nurturing the sustainable and diverse 
communities to which we aspire”.  

5.28 The Design Council published a Technical Paper on Involving local 
residents in the design of small and infill sites in 2016. It discussed the 
challenges of small and infill sites, the benefits of involving residents, and sets 
out guidance and techniques for engaging with tenants and residents (see table 
below). 

5.29 Given that a significant proportion of the homes to be built as part of Lewisham’s 
1,000 home programme will be infill developments this guidance may be 
relevant to this review.  

5.30 The guidance notes that involving local tenants and residents in the design of 
small and infill spaces can help to unlock land for new homes while also raising 
the quality of both the new homes and the place as a whole, providing an 
opportunity to tackle social and environmental problems.  

5.31 It also recognises, however, that while small and infill sites can provide 
opportunities to make the best of publicly owned land, they are often sensitive, 

                                                           
21  ibid, p31 
22  ibid, p32 
23  ibid, p33 
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and almost always complex because of the impact on, and proximity to, an 
existing community.  

5.32 The paper states that it may take time to build confidence with residents who 
may have suffered from anti-social behaviour in the past that good design can 
help reduce these problems. And although the opportunities presented by new 
development may not be immediately obvious to residents, influencing the 
design at an early stage offers a chance of addressing some of these issues. 
Involving residents in design helps identify issues and solve problems.  

5.33 The guidance notes that involving local residents may require different ways of 
working and additional resources to get the process going, but highlights one 
of the steps to engaging residents is providing skilled support and facilitation, 
preferably from independent providers. It states that “facilitators need to be 
skilled in engagement techniques as well as having an understanding of design” 
and that “working with designers from the outset is essential to respond to 
needs and explore options, including those that would not have been conceived 
of by residents and officers themselves”.24  

Design Council: Some techniques for engaging with tenants and residents  

1  Identify the area around the site that will be affected by development, and residents whose 
needs must be considered.  

2  Develop contacts with residents by speaking to people known to be active in the area: ward 
councillors, community workers, tenants’ groups, people connected to local community 
organisations and facilities such as community centres, schools, churches, etc  

3  Initially work with a small group of interested people as a Working or Steering Group. You could 
expand membership of an existing group e.g. Tenants and Residents’ Group or Parish Council.  

4  Appoint and work with a community engagement facilitator, who has design expertise and 
skills, or ensure that a design team is part of the process; preferably the design team that will 
be carrying out the work.  

5  With the facilitator organise workshops and visits to successful projects with a view to raising 
aspirations, an understanding of design principles and what can be achieved; be careful not to 
raise unrealistic expectations.  

6  Analyse the area to find out what works well, defining characteristics that are valued, and 
problems to be addressed. Do this on site as part of walkabouts and note findings down on 
maps of the area.  

7  Ensure that this work, and all subsequent project work, is broken down into manageable parts. 
This is essential to include as many people as possible, avoid some individuals becoming 
overloaded but also to ensure a focus on delivery.  

8  Develop Vision and explore options  

 

5.34 The LGA’s good practice guide on tenant engagement, Engaging and 
empowering tenants in council-owned housing, 2019, produced in 
partnership with TPAS (Tenant Participation Advisory Service), presents the 
findings of research carried out on tenant engagement delivered by councils 
across the country. The guide looks at a range of engagement methods, 
including the growing use of digital engagement techniques.  

5.35 On digital engagement, the report notes that many organisations are embracing 
alternative ways to engage and communicate with resident and that many 

                                                           
24  Design Council, Involving local residents in the design of small and infill sites, 2016, p4 
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traditional in-person involvement activities are moving online. It states that “the 
benefit of enabling greater opportunity for digital involvement broadens the 
reach and sometimes quality of engagement. Going digital will mean you are 
able to involve more tenants on their own terms, provided you are committed to 
engaging in this way and responding as you would to a collective group”. 
Examples noted in the review include the use of: online forums; online surveys; 
virtual groups; email communications replacing postal; and use of social media 
platforms.  

5.36 The guidance also sets out a number of self-reflection questions on digital 
engagement: 25 

 Do you know which areas and neighbourhoods have access to broadband?  

 Do you know of areas and neighbourhoods without access to broadband?  

 Are you aware of residents who have email?  

 Are you aware of residents preferred communication / engagement channels?  

 Have you got a digital engagement/inclusion strategy that addresses the barriers 
to on line engagement?  

 Have you approaches in place to engage with residents without access to 
broadband or technology? 

 

6. Meeting the criteria for a review 

6.1 A review into resident engagement in housing development meets the criteria 
for a scrutiny review because: 

 The issue affects a number of people living, working and studying in 
Lewisham 

 The issue is strategic and significant  

 This issue is of concern to partners, stakeholders and the community 

 Scrutiny is likely to add value – Lewisham Council is currently working on a 
programme to deliver 1,000 new social homes by 2022. This will involve 
various levels of resident engagement so now would be a good time for the 
committee to review current practice in order to consider if there are areas 
of improvement which could support the Council achieve its strategic 
objectives. 

 
 
 
 
 
 
 
 
 
 

                                                           
25  LGA, Engaging and empowering tenants in council-owned housing, 2019, p27   
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7. Key lines of enquiry (KLOE)   

7.1 It is proposed that the review draws on evidence from Council officers, key 
local partners, as well national research and relevant experts, within the 
following key lines of enquiry: 

 How does the council, and its housing partners, currently engage with 
communities around regeneration and housing development?  

 What has the council learned from previous engagement and how has this 
influenced subsequent engagement and consultation?    

 How does the council engage with often-excluded groups (young people and 
BAME, for example) and how does this affect the relationships between the 
council and residents?  

 What role can TRAs and similar bodies play in community engagement and 
how is the creation of new TRAs and similar facilitated through our partner 
organisations?  

 What is the role of councillors in bringing communities along with 
developments and what opportunities are there for member development?  

 What can we learn from how other local authorities carry out engagement and 
consultation on housing development?  

  
8. Timetable  

First evidence session – Wednesday 10 July 

8.1 Focus of the session: the council, its partners’ and other local housing 
providers’ approach to resident engagement on housing development, both in 
relation to infill development and wider redevelopment programmes. 

8.2 To include example case studies of resident engagement; techniques and 
methods used; examples of early engagement; examples of resident 
involvement, support and capacity-building; examples of engagement with 
often excluded, vulnerable and hard-to-reach groups; evidence of 
engagement influencing outcomes; evidence of evaluation, challenges and 
lessons learned. 

Committee to discuss and agree further information required 

8.3 To receive evidence from senior Council officers and key housing partners, 
including: Lewisham Homes, RB3, Phoenix, L&Q and Peabody.  

Committee to discuss and agree any further suggestions  

8.4 To include resident engagement case studies on recent developments, 
including: Mayow Road, Hazlehurst Court, PLACE/Ladywell, and Edward 
Street.  

Committee to discuss and agree any further suggestions 
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Additional evidence-gathering 

8.5 To request written evidence from other local authorities and housing 
providers. For example, LB Hackney; LB Camden; LB Southwark. 

Committee to discuss and agree suggestions 

8.6 To request written evidence from relevant community and resident groups, in 
particular resident groups in Lewisham Homes and RB3 housing. 

Committee to discuss and agree suggestions 

8.7 To attend upcoming engagement events in Lewisham and out of borough. 

Scrutiny manager to discuss with officers and identify potential events 

8.8 To ask for public engagement through a call for evidence on council website. 

Scrutiny manager to draft for member agreement 

Council communications team to publicise on social media  

Committee members to promote among their own networks 

 
Second evidence session – Wednesday 18 September 

8.9 To receive evidence from relevant resident and community groups. 

8.10 To receive evidence from other local authorities and housing providers.  

8.11 To receive evidence from expert witnesses, for example:  

 TPAS (Tenant Advisory and Participation Service) - tenant engagement 
organisation and author of the National Tenant Engagement Standards.   

 The London Tenants Federation: a tenant-run membership organisation which 
brings together borough and London-wide representative social housing 
tenant organisations.  

 G15 - the group of London’s largest housing associations 

 Centre for London - a politically independent think tank which has produced a 
number of reports on housing, including, STOPPED: Why People Oppose 
New Residential Developments in Their Back Yard. 

 Prof Rebecca Tunstall, Centre for Housing Policy, York University – 
researcher on social housing management, tenant participation, and 
neighbourhood regeneration, and witness for the London Assembly Housing 
Select Committee’s 2015 review of estate regeneration. 

 Prof Loretta Lees, Leicester University – researcher on urban regeneration 
and evidence contributor to London Assembly Housing Select Committee’s 
2015 review of estate regeneration. 

Committee to discuss and agree further witnesses – the committee may wish 
to consider its options following written evidence received.  
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Scrutiny manager to continue researching potential witnesses. 

Third evidence session – Wednesday 30 October  

8.12 Depending on the volume of evidence the committee chooses to consider, the 
number of witnesses it would like to hear from, and the level of response to 
any calls for evidence, there is capacity for a third evidence session if needed.  

8.13 Depending on the availability of witnesses, this session could be focused on 
receiving evidence from resident and community groups or other local 
authorities and housing providers and expert witnesses. 

Final report and recommendations – 16 December  

8.14 Committee to consider final report presenting all the evidence and agree 
recommendations for submission to Mayor and Cabinet.  

9. Further reading 

 Estate regeneration: resident engagement and protection, MHCLG, 2016: 

Government guidance on how landlords, developers and local authorities 
should engage with residents throughout an estate regeneration scheme. 

 STOPPED: Why People Oppose New Residential Developments in Their Back 
Yard, Centre for London, 2016: 

“This report looks behind the NIMBY stereotype and identifies seven specific 
types of public concern around urban change in London.” 

 Estate Regeneration: more and better homes for London, London First, 2017: 

“This report considers what more can be done to support the physical 
regeneration process to help deliver, amongst other objectives, more new 
homes where this has been selected as the best option. It highlights three key 
issues that must be addressed to support a new wave of regeneration, setting 
out a series of key considerations on each”. 

 Delivering infill development, Future of London, 2015 

“This briefing paper and related roundtable discussion have been framed by 
these big questions: What are the main barriers to delivering infill development? 
How can they be overcome or mitigated, and who should bear this 
responsibility? Is infill housing development a threat to other uses, or is it an 
opportunity for new placemaking? What attitudes do existing communities have 
towards infill development and how can organisations delivering these sites 
respond?” 

10.  Further implications 
 
10.1 At this stage there are no specific financial, legal, environmental or equalities 

implications to consider. However, each will be addressed as part of the 
review.  

 
For further information please contact John Bardens, Scrutiny Manager, on 
02083149976 or email john.bardens@lewisham.gov.uk, 
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Appendix 2 

‘Back of a clipboard’ engagement list – a starter kit for 
frontline councillors  
Below is a five-step starter kit for being as engaged as possible with your residents and local 
businesses. It was written by Cllr Peter Lamb, based on his experiences as a local councillor 
in Crawley.  

In all of the engagement you do, however, be aware that your role as councillor exists in two 
capacities. The first is as a representative of the council (and there will be advice both from 
your council and from the LGA on how to do this).55 The second is as a representative of 
your political party (if you are in one, in which case you’ll have separate guidance on this). A 
big part of getting the engagement right will be in balancing these two things – so you’re able 
to fulfil your role both as a representative of the council in the community, and as a 
representative of community concerns within the council.  

1. Get out there  

With all the new technology connecting us, it’s all too easy to forget that the best way to 
engage is often face-to-face. Not every part of the community has the ability to access the 
internet regularly. Online communication usually requires residents to opt-in to hear what 
you have to say, meaning you preach to the converted. Many still prefer to speak to a real 
person for example at:  

Advice surgeries: These provide residents with the opportunity to meet their local 
representative and raise any issues they might have. All that’s needed is an accessible 
venue, somewhere to sit and a bit of advertising.  

Mobile surgeries: Surgeries provide an opportunity to reach out to harder-to-engage parts 
of the community, instead of waiting for residents to come to a venue.  

Community events: One of the best ways of engaging with your local community is through 
participating in local events.  

2. Keep people in the loop  

Though people are busy, most would still like to know what is going on in their community. 
Regular information from local representatives can help to build the trust upon which future 
engagement can be based. There is much evidence to support the assertion that people are 
more receptive to engagement that informs and are far less keen on engagement that seeks 
to promote a particular point of view or sectional interest. Here are a few ways of keeping 
your residents in the loop effectively:  

Newsletters: Give some thought to the design. With all the junk mail a person gets these 
days, you have at most a couple of seconds to grab their attention.  

Direct mail: People will often read letters which come through their door, particularly if 
they’re addressed to them personally. While direct mail may be too expensive for regular 
newsletters, it can be useful for communicating about a particularly important issue. For 
example, when planning permission is being sought for a project which you do not believe is 
in the area’s best interests, it may help drive up the number of objections (be aware that, if 
you’re on a planning committee yourself, this isn’t allowed).  

E-newsletters and text messages: A fast and cheap way of reaching residents. Online 
services like MailChimp are a good idea if you’re doing this, as anything involving complex 
designs or mail outs to a large number of people are likely to be blocked without one. Also, 
remember that no council resources can be used for party political communications, so be 
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clear whether you are acting as a representative of the council or of your party when you are 
sending out a communication.  

3. Reach out  

Networks of engagement already exist which can help you to connect with your residents. 
Here are a few ways of reaching out:  

 Make the most of the council: Although Communications and Community Engagement 
teams have been put under pressure due to budget cuts, almost every local authority still 
employs officers in these roles. Ask them how they can help you engage with local 
people.  

 Work with other agencies: Reach out and partner with parish councils, neighbourhood 
policing teams or the many other bodies which represent residents. 

 
 Community networks: Highly-connected people influence community opinion. To 

persuade them is to persuade others. Examples may include the chair of a residents’ 
association, school governors and long-serving teachers, local small businesspeople and 
publicans, religious leaders and neighbourhood watch co-ordinators.  

4. Use the media  

Despite the rise of newer channels, ‘traditional media’ remains an important means of 
communication.  

Local newspapers: The falling number of local reporters means that newspapers are more 
willing to accept pre-prepared content.  

TV/ Radio: TV and radio remain popular channels, and while the opportunity to 
communicate a message via the airwaves is rare, the potential reach is considerable.  

Blogs/online radio: Some local news blogs and online radio sites now have a similar 
audience size to their analogue equivalents.  

5. Go digital  

Digital media can offer a global audience, yet fail to make solid contact with the community 
you want it to. It also poses risks. Representatives can find themselves held to account 
years later for a misjudged comment made in a moment of madness. Nonetheless, digital 
channels can be powerful if used in the right way.  

Google Alerts: Once you’ve put a term into Google Alerts, you will receive an email 
whenever a new story relating to it is published online which allows you to keep on top of 
issues that are important in your local areas for example a supermarket development. This is 
vital real time information to enable you to engage appropriately in relation to current and 
emerging issues.  

FixMyStreet: Users submit practical problems in the community – like a broken paving slab 
or some graffiti – to the local authority, and councillors can respond and comment.  

Facebook: Individual councillors often don’t automatically attract huge numbers of local 
residents to their profile, groups or pages. This doesn’t mean it isn’t useful for engaging, but 
you need to go to where people are, by following or liking other appropriate pages set up by 
local groups or individuals. 

 
Twitter: As with Facebook, Twitter offers a potentially global reach but requires people to 
actively engage with you.  

NextDoor: A neighbourhood based forum for local people to exchange ideas.  
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Surveys/Polls/Petitions: While you will also need to use other methods to advertise your 
survey, poll or petition, online tools can be a powerful two-way route to community 
engagement and to taking the temperature of opinion around issues in your area. There are 
various ways of running a survey or a poll online for free, including on Facebook or Twitter, 
or on specific sites like Survey Monkey.  

Personal website or blog: A channel of communication exclusively within your control.  
 
This guide was compiled by Cllr Peter Lamb, Leader of Crawley Borough Council. You can 
read an extended version here. 
 
Source: LGA, New Conversations, 2017 
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1. Our approach to resident engagement

2. Past experiences

3. Main challenges 

4. How can we improve?

What will we cover?

Planning consultation drop-in May 2019 at Somerville 
Youth Centre
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• Consultation takes many forms and officers from both the Council and our 
development agent, Lewisham Homes, work hard with those most 
impacted by proposals.

• Our process begins as soon as potential sites for new homes are identified. 
This continues through planning, construction and after completion.

• We try to reach out to as many people as possible and the Community 
Relations team at Lewisham Homes work with the TRAs and residents 
directly to understand any existing issues that might come up when 
discussing new homes. 

• This helps to build relationships, trust and the ability to have honest 
dialogue with residents. 

Resident Engagement in Lewisham 

Picture of typical initial estate resident engagement

P
age 27



• Consultations usually begin with an ‘ideas event’. At this initial session we talk about their existing and, if 
relevant, future homes as well as understanding of local identity and context of the site.

• This is followed by an initial consultation where ideas and initial concepts are more developed.

• Depending on the size of the scheme and/or the amount of concerns,  there would either be a second 
consultation event or an exhibition before proposals are submitted to planning for a decision.

• This consultation is separate to more formal consultation process that is part of the planning process. More 
information on the engagement expectations during the planning process are set out on the Council’s website.

Resident Engagement in Lewisham 

Source: https://www.lewishamhomes.org.uk/new-homes/listening-to-residents/
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Case Study 1: PLACE/Ladywell
In September 2016, a consultation nook was created in front of the 
Ladywell site to talk to local people about PLACE/Ladywell.

We offered free coffee to passers-by in exchange for a discussion about the 
forthcoming development, and for their ideas what sort of 
community/commercial uses should happen on the ground floor

Over 6 days we spoke to 572 people, and used their input to shape the 
ground floor uses at PLACE/Ladywell.

The consultation nook was then used for the next 6 months to host 
community events, to build a network of local creative people and generate 
positivity towards the development. 
Some of the events held included:

• Local short film screening night
• Youth radio station training
• Christmas craft workshops
• Local artist in residenceP
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• Attendance varies from scheme to scheme. Some sites 
attract very little attention, particularly where proposals are 
likely to cause less impact on the surrounding area. 

• Where schemes are larger or are perceived to have a greater 
impact, we can expect a higher level of participation. The 
events hosted by Team Catford have attracted more than 300 
people.

• We want more schemes where people want to share their 
views. Engendering a collaborative approach to development 
will lead to better developments. 

• We consider every comment and we’ve had some genuinely 
positive results from engaging early with local residents and 
businesses. 

Attendance

Consultation on the New Cross Gate Area 
FrameworkP
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Case Study 2: Edward Street
The first consultation event was held in Charlottenburg Park on 
Saturday 10 June 2017 and was attended by 30 people

The second consultation event was held in the Evelyn Community 
Centre on Saturday October 21 2017 and attended by 20 people

Although neither event attracted a large amount of attendees, the 
consultation was very successful and stimulated some great ideas

The people who attended were local and had interesting points to 
make, both in support and against the Edward Street development

The points shared influenced the development of the scheme, and we 
were able to clearly set out the changes at the events

The response at the second event was much more positive than the 
first and part of this was residents’ could see that we had listened P

age 31



• One of the biggest challenges we face is reaching out to 
people on our estates for whom attending an exhibition is not 
something they are comfortable doing. 

• Breaking down this barrier is one of the hardest, yet most 
important things that we are trying to address going forward. 

• We work with translators where appropriate. Recently, we 
translated documents on Bampton in other languages. 

• Trying to reach people who do not see our work as a priority is 
challenging. The Community Store at Evelyn estate provides a 
great way of doing this. 

Excluded, vulnerable and ‘hard to reach’ groups

Home Park Youth event with 
AECOM focussed on learning 
about engineering skills.
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Case Study 3: Achilles Street
Work has been ongoing since January 2016 to look at proposals for 
redeveloping the Achilles Street estate in New Cross

From December 2018 we have been working to deliver a Resident Ballot to 
decide whether or not the redevelopment proposals should go ahead

To ensure that we are speaking to all of the residents on Achilles Street, we 
have used various different methods of engagement.

‒ Public exhibitions
‒ Multiple Rounds of door knocking
‒ Councillor led meetings
‒ One on one visits

We are currently delivering a round of engagement called “Bring it to the 
Table”

This focuses on breaking down the traditional barriers to resident 
engagement, by inviting all residents to come and share food with us and 
discuss any concerns they have about the proposals in an informal setting.

Bring it to the Table is based on the estate 
so that residents feel comfortable and 
don’t need to travel.
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All consultation material is made available on Lewisham Council or 
Lewisham Homes website after events where a map of the borough  is 
provided for easy access to all schemes

We record and consider all comments carefully and respond to these 
so at each stage as part of a ‘you said we did’ section showing how we 
have responded to comments raised 

You said, we did….
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Case Study 4: Bampton 

• Overview of 
Bampton 
engagement 
process to date
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Case Study 4: Bampton 

Extract from 
consultation boards for 
Bampton showing the 
‘you said we did’ 
approach
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Case Study 5: Marnock Rd
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• Lewisham Homes run a number of events which help to 
improve confidence alongside a range of community projects, 
which enables us to build positive relationships with residents 
and empower them to engage in the process and become 
involved in shaping their area.

• Example: Residents from Bampton estate set up a TRA 
following attendance the course and proactively engaged with 
the development plans. 

• Free workshops for residents about Community Land Trusts and 
different forms of development. 

• Working with London Metropolitan University, Lewisham 
Homes run courses in:
• Improving Housing Services (3 day course), and;
• An introduction to housing (1 day course)

• These are free for LH residents to attend and funded by 
Lewisham Tenant’s Fund. 

Capacity Building

The first graduates from the Improving Housing 
Services course
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Get to know the community as early as possible

Home Park: No engagement prior to initial event – This unlocked a number of underlying issues relating to crime which 
made initial engagement difficult.

Location is crucial

Achilles: Event held in Goldsmiths which was off the estate and in a part of the college that was difficult to find and 
inaccessible. This sent out totally the wrong message. 

Good material

Well prepared material to show context and detail
Physical models are really helpful. 

Lessons Learned
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Lessons Learned

Clarity about what is being consulted on

Not “should we build more social homes”, but “how do we build more social homes in a way that also benefits the local 
area”

Timing

Making sure events held at different times that work for residents (weekend, and after working day)

Follow up

Communication and keeping residents updated that can lead to distrust. 

Less technical language

Making sure that people understand what is being said in plain language.
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Think creatively to target those who live in our borough but 
we never see at events. We want to ensure that the quietest 
voices are also heard.

Fun Days, soft play events, mobile cinema, Evelyn Community 
Store - Reaching those who would struggle with the logistics 
of a formal meeting.

Web-based consultation. This will never replace 1:1 
Conversations but online tools make it easier for everyone to 
contribute. We have used the innovative online tool 
https://www.commonplace.is/ on two sites to date. 

More face-time with our residents. Getting to know our 
consultees. Go beyond Housing Need Surveys and be a 
friendly face to with about their neighbourhood and the 
world in general.

Doing things differently
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Doing things differently
Providing translation services as required. Particularly where we 
have a good understanding of the local demographic.

Comprehensive planning ahead for each scheme that identifies 
stakeholders so we can tailor our approach to different types of 
schemes. 

Ensuring that there are independent voices and specialist 
support where needed e.g. focussed on training and engaging 
hard to reach groups.

Learning from others – we frequently attend events outside the 
borough or led by others and exchange best practice with peers; 
drawing on best practice. 

We also host and participate in exhibitions and debates  on best 
practice around engagement and topics like community self-
buildP
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Case Study 6: Evelyn

Lewisham Homes in partnership with Fareshare and Evelyn 
TRA set up a Community Store/ People’s Supermarket 

Aim was to reduce food poverty, improve opportunities for 
residents but also to develop better relationships, 
particularly with more hard to reach groups

This offers improved opportunity to discuss the prospect of 
future improvements to the estate

It was set up in February 2019 and currently has 40 members 
and 15 volunteers (as shown on the picture).
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Questions
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PHOENIX DEVELOPMENT PROGRAMME 
Housing Select Committee Resident Engagement on housing development
18th September 2019

BUILDING TOGETHER
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Our approach - Building Together 

• Sets out the proposed 
commitments Phoenix will 
make to its residents affected 
by the new homes programme

• In line with our Community 
Gateway Model we want to 
make sure residents are closely 
involved throughout the new 
homes programme and a 
programme of environmental 
improvements

• The commitments respond to 
the question “What's in it for 
us?”P
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What’s in it for us?

There is a risk that existing 
residents will see new the 
homes programme that is not 
for them and even taking much-
needed investment away from 
their neighbourhoods

How do we ensure that the 
new homes programme and 
the interests and aspirations of 
existing Phoenix residents are 
aligned?

• Retain our focus on the 
community

• Clear funded commitments 
and a cross organisational 

approach
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Our Commitments
• New homes will be developed with residents needs at the 

heart of their design and future management. 

• Residents will have opportunities to influence including:

 the brief to architects

 priorities for wider environmental improvements 

 regular meetings with the contractor when building work 
starts, local consultation to understand concerns

• We will minimise disruption to residents and take account 
of vulnerable residents

• Prioritise and fund environmental improvements where 
existing  homes are affected by the new homes 
programme

• Work with LBL to establish local lettings policy to enable 
local Phoenix tenants to apply for the first lettings 
maximising chain lettings

• Provide assistance where people are required to move 
home either temporarily or permanently. 
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Phoenix  New Homes Programme 

Phoenix Development Programme 2018 - 22

Scheme Homes AR LAR SO SALE SOS PCF

On site

Forster House Works only 24 0 24 0 0 Mar-17 Mar-20

Woodbank Road Works only 4 0 4 0 0 Mar-17 Oct-19

9-19 Rushey Green Road Acq & Works 45 0 45 0 0 Jul-19 Mar-21

Riverpark Gdns (Springbank) Works only 8 0 0 8 0 Jul-18 Oct-19

81 0 73 8 0

Active Pipeline

Arcus Road Phase 1 Works only 28 0 28 0 0 Feb-21 Sep-22

Melfield Gardens Works only 37 0 18 12 7 Jan-21 Aug-22

Downham Enterprise Centre Acq & Works 30 0 20 10 0 Oct-21 Aug-22

26 Beckenham Road Works only 3 0 3 0 0 Oct-19 Jun-20

Ravensbourne CC Works only 21 0 21 0 0 Jun-20 Aug-21

Farmstead Road Works only 24 0 24 0 0 Jul-20 Jan-22

Glenbow Road Works only 1 0 1 0 0 Sep-20 Sep-21

Purchase & Repair Acq & Works 20 0 20 0 0 n/a n/a

164 0 135 22 7

Totals 245 0 208 30 7
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Track Record……

We are committed to designing and 

constructing new homes to a high quality 

that meet the needs of our residents and 

communities. 

Hazelhurst Extra Care

The Green Man

The Fellowship
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Ravensbourne Estate Sites, Downham 
Summary

Consists of 2 sites owned by PCH within 
an existing estate.

Currently a Community Centre, MUGA 
& Phoenix garage site

We have held 2 pre-planning 
application meetings with Lewisham 
who are supportive of our proposals. 

We have held 4 consultation sessions 
with residents of the estate and 
neighbouring properties. 

The proposal features a replacement 
Community Centre. 

We are anticipating submitting a 
planning application in October  2019. 
We  will start the development in June 
2020, with completion in September 
2021. 

We will build a total of 21 new homes, 
all for London Affordable Rent, with the 
following mix: 

8 x 1B homes (39%)
10 x 2B homes (48%)
3 x 3B homes (13%)
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Proposals

We will negotiate a local lettings policy with 
Lewisham for flats on the scheme, potentially 
making available new flats to Phoenix residents who 
are downsizing. 

Consultation:
We have held 4 consultation events for residents 
and neighbours of the estate.  

The focus of the events has been what 
improvements residents would like to see to the 
wider area, as well as presenting our new build 
proposals.  

The events have been well attended generally and 
we have taken on board residents concerns where 
possible.    

Wider issues identified on the estate include 
lighting, use and condition of refuse 
arrangements, parking and access to green space. 

We are prioritising addressing some of these 
issues as part of a package of works. 
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Site Description:

• Disused and overgrown former allotment site

• 31 existing garages, currently used for storage 

and unwanted fly tipping 

• A block of 8no.1 bed flats owned by Phoenix 

(to be demolished)

Development Proposals:

• Build 28 new 2&3 bed homes

• An all affordable scheme

• New blocks are 2, 3 & 4 stories

• New access road creates mews development

• Creates new homes for up to 120 people

Chingley Close/Arcus Road
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Melfield Gardens
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Site Description:
• A block of 16no. bedsits in 

poor condition

Development Proposals:
• Up to 42 new homes 

designed for older persons

• An all affordable scheme

• New blocks are 3,4 & 5 

stories

• Units are a 1 bed plus design 

providing a flexible and 

adaptable living space

• considering intergenerational 

housing with Goldsmiths 

providing 8 bed spaces for 

postgraduate students in 

return for regular volunteering 

to support independent living.

• Attractive to under occupiers 

in family sized homes

• Encourages chain lettings

• To be designed and built 

using ‘Passivhaus’ standards

Melfield Gardens proposals
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Questions?
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Kevin Farrell
Senior Associate 
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• Regeneration

• Stock transfers

• Mergers

• Demergers

• Structural or governance changes to organisations and 
communities

We specialise in…
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• Canning Town & Customs House ITA (LB Newham)

• Carpenters Lane Estate ITA (LB Newham)

• LB Havering ITA

• Pendleton PFI ITA(Salford City Council)

• Serpentine Court ITA (Milton Keynes Council)

• Foxhill Estate ITA (Curo HA, Bath)

• Montague Road Estate ITA (LB Waltham Forest)

Some of our regeneration projects
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Tpas National 
Engagement Standards
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What are they?

A set of flexible, practical and clear 
principles of how tenants, landlords and 
contractors can find smarter solutions to 
improve services, save money and bring 
long-lasting change to communities. 
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A set of flexible, practical and clear principles 
of how tenants, landlords and contractors 
can find smarter solutions to improve 
services, save money and bring long-lasting 
change to communities. 

What are they?
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1. Engagement strategy
2. Resources for engagement
3. Information and insight
4. Influence and scrutiny
5. Community engagement
6. Valuing engagement

What they cover?
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• Engagement is planned to improve services and develop 
communities and also achieve accountability and transparency. 

• Sufficient resources are allocated to engagement to ensure its 
effective in delivering planned outcomes. 

• Appropriate levels of support are provided so tenants, 
leaseholders and community members can be effectively 
engaged. 

• Volunteers are recruited, supported and trained, so they can 
influence, co-design and scrutinise.  

The engagement thread 1
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• The organisation understands preferred channels of 
engagement and links their approach to a digital inclusion 
strategy. 

• Information gathered is used to gain insight and influence 
services so that they reflect tenant, leaseholder and 
community profiles and preferences. 

• Engagement is planned, monitored and measured and 
has clear aims, objectives and outcomes.

The engagement thread 2
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Tpas Good ITA Guide 
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• A guide that sets out what 
tenants, leaseholders, residents 
and landlords should expect 
from an Independent Tenant 
Advisor (ITA)

What is it? 

P
age 70



• A good ITA should operate to raise the 
standard of advice on offer and help make 
the process of change as straightforward 
and transparent as possible. 

Why appoint an ITA? 
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1. A clearly defined project plan 

2. Excellent communication and multiple ways tenants can get in 
touch

3. Approachable recognisable advisors

4. A focus on raising capacity – informed and participate fairly

5. Support in decision-making to be robust and impartial

6. Never make promises that can’t be delivered and act with integrity 
at all times

The 6 best practice principles 
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Need-to-reach groups 
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1. The landlord has a customer relationship management 
system with a database that is updated, daily.

2. The landlord has carried out analysis of the make up of 
its communities and in relation to the 9 equality strands

3. An Equality Impact Assessment will be carried out for 
the project in question. 

Some assumptions to start with 
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The approach to engagement is planned, 
monitored and reviewed regularly with 
tenants, leaseholders and communities. 
Engagement methods used reflect the profile 
of the organisations tenants, communities 
and housing types.

The basics 
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Opportunities to develop the capacity of the 
community are offered, monitored and 
measured so that projects are sustainable 
and result in the increased take up of 
opportunities locally and improved 
outcomes.

The basics 2 
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• New technologies are used

• Preferred channels of engagement are understood

• Appropriate engagement methods are used

• Information gathered is used to gain insight 

• Help communities to look outward and learn from others

• Customer insight and profiling is applied 

• Changes are evaluated with tenants, leaseholders etc

The basics 3 
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…….Stakeholders

• Community groups

• Faith groups

• Communities of interest

• Shop owners

• School

• Police, Health, Social Services

We haven’t talked about….. 
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In-fill sites 
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• Where do you draw the boundaries?

• Who do you offer services and advice too?

• Who do you involve? 

• Avoiding an atmosphere of ‘Us & Them’

• Understanding the various impacts an infill will have on 
surrounding neighbours and businesses

The issues
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• A number of hard and soft boundaries spreading out from the 
centre

• Be prepared to talk with anyone

• Take an inclusive approach – tenants, L/H, owner-occupiers

• Be tenure blind and business-friendly

• Demonstrate understanding and empathy for those affected by 
the uncertainty and the physical works

• Provide excellent resident liaison through well trained staff

Possible solutions
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The Green Paper
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• Friends and family test extended to social housing

• A ‘consumer’ rating alongside existing ratings 
on governance and financial viability – league tables

• Linked to development funding?

• New KPI for complaints performance

• Regulator be given stronger ‘teeth’ to ensure consumer 
standards are met – reviewing  “Serious Detriment Test”

Empowering residents and 
strengthening the Regulator 
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• It is committed to reducing stigma

• Seeks views on investing in                                 
community initiatives and                               
events, like street parties

• Invites suggestions

• Flags up Benefit to Society

Tackling stigma & celebrating    
thriving communities 
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• For the sector:

• Raising of the profile and importance of 
engagement and listening to residents

• Backed up by the possibility of regulating and 
enforcing and even linking to funding

The Green paper and                 
resident engagement
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Questions 
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Approach to Development 
and Resident Involvement 
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Collaborative Approach 

DESIGN             PRESENT          DEFEND 

TRANSPARENCY, PRO ACTIVE NOT REACTIVE
OUTREACH   DIALOGUE    LISTEN    DECIDE    IMPLEMENT
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Collaborative Approach

• Proactive, bespoke and tailored to the needs of the 
community – not a one size fits all approach. 

• Will there be delays to the new homes programme with this 
approach? 

- more intensive 

- run in parallel with site investigation and further development 
work stages

- BENEFITS all - approach makes successful developments-
residents know what works/doesn’t work currently, their 
insight is vital to ensure quality homes that are affordable to 
build, manage, maintain and live in are achieved, with a 
sustainable, cohesive community and demonstrable legacy
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Development Team

A new expanded development team - focus is on stakeholders

Experienced team of 12 from RP, LA & Private practice background. 

• Commercial and socially committed, energetic and target focused having delivered varied 
programmes from infill through to large scale regeneration and masterplanning

• Range of skills and experience in: 
• project & Programme management
• New Build development
• Design, planning & delivery
• Regeneration, Masterplanning & stakeholder engagement
• Supported housing
• Major acquisitions

• We work as a team!

The delivery of the Mayor’s Target new social rented homes MUST be a 
collaborative approach with the community from the outset of each scheme. All 
in the team live this approach – evidence of such? 
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Evidence – one example of many 
Context:

Haringey were creating a Tottenham Strategic Regeneration Framework (SRF) and Area Action Plans – setting out the vision, priorities and key transformation 
actions to deliver comprehensive social, economic and physical regeneration in Tottenham over the next 20 years. 

Chantelle led her team to develop grassroots engagement and involvement with the local community to fully influence  aspirations

Collaborative approach:

• Project called Tottenham’s Future engaged over 3,600 people ranging from 10-80 years old- gangs, NEET’s, vulnerable adults, community groups and third 
sector, faith groups, schools, etc in 6 weeks. Pop up’s, community liaison groups established, door knocking, 1-2-1 meetings. The report was considered by 
Cabinet in March 2014 with recommendations from the community that were agreed as principles for Tottenham development. 

• 14 Residents were trained on film making and soundtrack production as an intergenerational project by BBC production crew members. They wrote, 
interviewed local residents and community leaders, directed and produced the film called Our Voice. Accredited AQA Introduction to Film Making 
qualification. Film was showcased at the Town Hall to Executive team of the Council, Leader and Cabinet Members and the public. 
https://www.youtube.com/watch?v=nkqTAmQt7d8

• Capacity built gang members and ex offenders, some still on tags  from Northumberland Park, 4th most deprived ward in London on design with a City 
architectural practice McAslan & Partners. Their vision was presented to the GLA as a Ted Talk, with the then Mayor of London in the audience 

• Members of the community wanting to get back into employment were trained and paid as Community Engagers who carried out a community research in 
their locality.  Valuable insight was gained through peer engagement. They got a Level 2 Community Research qualification. 

• Resident Steering groups and Community Champions were established throughout Tottenham where no TRA. Residents were trained on design development 
leading to a Design Code and Technical Charter supported by the Council and architects were co-procured. Material choices and construction processes 
influenced. 

Outcomes: 

• 3 former gang members gone on to university, one of which is now an architect, several NEET’s are working or in apprenticeships, all of the 11 community 
engagers were supported into employment, 1 young person involved in the film has established a social enterprise organising youth and family support 
conferences called Succeed to the Max. 4 residents involved in the Tottenham’s future project now work for the Council in the development and communities 
team, one is a trainee Project Manager
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OUTREACH & RESEARCH
• Walk and talk with the estate – identification of opportunities, ownership

• Stakeholder mapping with the community- community engagers

• Digital engagement- Stickyworld, Commonplace https://hounslow5000pledge.commonplace.is/

• Events at different times of the day and days– drop in’s, pop up’s in streets and markets, coffee 
mornings, gender or faith only, specific focus sessions for target groups like green space, cycling, 
focus sessions specific to older in life, parents, childrens’ centres, school’s, GP practice, disability 
groups, where young people are hanging out

• Informal face to face communication with active presence within the community, home visits

• Engagement with established group’s and community organisations e.g. Positive Ageing Council, 
Neighbourhood Communities Development Partnership Group

• Translation and interpreting

• Community activities- fun days co-designed – families 

• Additional support for vulnerable people

• Those living in temporary accommodation

• Engage with Ward Councillors and take on board their insight  
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DIALOGUE AND LISTEN
- Capacity building- officers, independent specialists or by residents from 

other London boroughs or Lewisham 

- Avoid jargon and complicated maps/diagrams

- Community Design Safety Champions

- Listen, then you said, we did together – ongoing and open for all to see

- Keep all engaged, involved and communicated with according to their 
preference- newsletters- visual - pictures of the team and other activities, 
letters, Commonplace, estate noticeboards, social media platforms, 
meetings and events, home visits, door knocking

- Dedicated phone number and address and officers

P
age 93



Decide and implement 
• Improve quality of life and life chances to develop a positive legacy – local ownership 

opportunities- social enterprises- security for site- Change Makers programme, accredited 
training, job opportunities

• Co-design and implementation – steering groups and representation at Planning consultation 
and construction management plans, viability detail

• Ensure it is evident what the community influenced

• Holistic approach and joined up working across services- health and wellbeing

• Potential development opportunities from infill garages sites etc to larger sites will have a 
consultant and project team appointed who will be evaluated on their social value offer. 
Residents will be trained to sit on the procurement panel. 

• Partnering London Metropolitan University and Lewisham College, CrackedIt- pathways. 
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Feedback

• Feedback is valuable 

• We want to do reviews with the community we are 
working with so we can continuously improve
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