
I have been a Council tenant for about 16 years and there have been ups and
downs. I have not always been happy with the way issues I have had were
handled. Sometimes things seemed a bit heavy handed and other times I felt my
problems were not being taken seriously.

However, when the Council approached tenants asking them if they would join a
‘Tenant Involvement’ Zoom meeting to find out how we felt and what direction
they could take, it seemed a bit churlish not to agree. Also, I was curious.

It soon became clear to me that things were changing. Mid Devon District Council
had a new approach – a desire to listen to its tenants and make things work in a
more cooperative way.
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We Want To Hear From You
This report was produced with feedback
from tenants who attended our Annual

Report Focus group. Please get in touch to
contribute to next years' edition.

Email:tenantinvolvement@middevon.gov.uk
Call: 01884 255255

They genuinely listened to my comments, and indeed my criticisms. They were not defensive, but very open to
suggestions on how they could improve their service. They wanted to know what things were affecting tenants and
what changes they could make. It was a really helpful consultation on both sides because I learnt a lot of things
too.

Sadly, I was the only one there and I do so wish more tenants would get involved. The Zoom meeting was very
informal, with just two or three Council staff and they were so friendly and approachable. It is such a shame when
they are reaching out to us, but we are not there!

After all, these are our homes and together we can create a greater understanding and a means of resolving the
problems we sometimes have. If we don’t talk to them then how can they put things right.

Of course the Council has financial restraints
at the moment so things are never going to be
perfect but they can be better if we all talk to
each other.

If you are not happy to use Zoom then you can
just send an email response – or even write a
letter if you don’t have a computer. Come on.
Let’s make it work. We are lucky to have a
Council that cares!

Lizzie
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Voids Explained
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Antisocial Behaviour Focus Group

Our anti-social behaviour (ASB) policy and
procedure was due for review. In November
2021 it was decided we would set up an ASB
focus group in order to have a platform to
hear the views of our ASB complainants on
our ASB case handling. Due to Covid, virtual
meetings over zoom were arranged and
invites to complainants who had recently
had to report an ASB complaint were invited
along to join the meetings. Any information
or feedback is vital, as they have first-hand
experience of using the current ASB policy
and procedures, we welcomed their ideas to
better the service going forward.

Carbon Zero Housing Project

Mid Devon Housing are moving
towards carbon zero with the launch of
a new modular housing project in
Cullompton and Tiverton. The houses
will be built on land currently occupied
by garages and car parking and will be
completed with triple glazing and solar
panels, with both projects being carbon
neutral making this one of the first
social housing projects of this type
within the region.

In August 2021 a fully furnished show
home, similar to those planned to be
built in the two Mid Devon towns was
on display at Culm Valley Sports Centre
car park.

Carbon zero meansCarbon zero meansCarbon zero means
that no carbon emissionsthat no carbon emissionsthat no carbon emissions

are being produced.are being produced.are being produced.
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To be safe in their home

To know how their landlord is
performing

To have their complaints dealt with
promptly and fairly

To be treated with respect

To have their voice heard by their
landlord

To have a good quality home and
neighbourhood to live in

To be supported to take their first step
to ownership

Mid Devon Housing Rebrand

Following the tragic tower block fire at
Grenfell in 2017, an in-depth review of
failings, and a nation-wide consultation with
the social housing sector revealed some
common themes. The Social Housing White
Paper was published in November 2020,
setting out clear standards that every social
housing tenant in England should be able
to expect from their landlord. This includes:

It is evident from the charter that there is
an increased requirement for landlords to
put their customers at the heart of the
service they deliver. In order to achieve this,
the structure of our service has been
reviewed and a number of changes have
been introduced. One of the key changes
has included combining the Housing and
Building Service, we are confident that this
will improve our customer service
experience, alongside many other benefits.
The combined service is now known as Mid
Devon Housing. Following the relaunch of
our service, the MDH Social Media
platforms were subsequently developed
and improvements have been made to our
website.

Determine the lowest possible
carbon footprint the Council can
expect to achieve;

Determine budgets for future
works; and

Indicate the level of carbon offset
required to achieve net zero
targets.

Prospect Way

Two previously void properties in
Lapford were on display in December
2021 showcasing achievable
improvements the Council could make
to support the decarbonisation of its
housing stock. The performance of the
systems within the homes will be
monitored for the first year of their
occupancy and will help to:
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Tenants now have the
opportunity to get involved
as a Complaints Champion
to shape the service of Mid Devon Housing.
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Can you improve the
complaints handling

process and staff
understanding of

complaints?

We have introduced a new staff induction
programme on complaint handling. This
explains to new members of staff how to report
a complaint and the rationale behind complaint
handling.

You said - We did

Encourage
active tenant
involvement

in complaints
handling

Can you provide
a consistent
approach to
complaint
handling?

We now have a complaints officer in post to deliver
compliance with the Housing Ombudsman
Complaints Handling Code. The Officer works in a
support team and therefore is divorced from
general case management decision-making, thereby
ensuring that they can be more impartial.

To improve how we
investigate a formal
complaint in regards
to noise complaints
patterns and trends

Although we couldn't take action immediately,
procedures are in the process of being
implemented so that we can report on patterns
and trends.

You said - We're working on

Did you know that it is a requirement of the Complaints Handling Code that
landlords like MDH have to update a self-assessment form how they deal with
complaint handling? A copy of MDH’s self-assessment form can be viewed at:

www.middevon.gov.uk/media/354007/self-assessment-form-april-2022.pdf

Complaints Self-Assessment



Winter Warmth Club
Come and join us every Thursday from 10.30am until 12.00pm for

refreshments, help and advice.
Starting Thursday 6th October 2022 at Westfield Road common room,

Tiverton.

Looking Ahead
Autumn Neighbourhood Walkabouts 2022

We have released dates for our Autumn Neighbourhood Walkabouts
visit our website for the full list of dates.

www.middevon.gov.uk/residents/mid-devon-housing/your-
community/get-involved/neighbourhood-walkabouts

How To Guides

New Builds - Post Hill
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Do you need to know how to change your bathroom light? Want to
know how you look after your windows? How to test your fire and

carbon monoxide alarms? Prevent gullies becoming blocked?
What to do if you discover a leak? Check out our how to guides

www.middevon.gov.uk/residents/mid-devon-housing/your-
home/how-to-youtube-guides/ and more coming soon!

MDH are looking to develop 70 sustainable and affordable homes in
Tiverton. We are progressing plans for high quality homes which local
people can afford. This will include 62 homes at affordable rents and 8

homes at social rent.
www.middevon.gov.uk/media/353741/1816-sba-xx-xx-dr-a-595-

c-proposed-site-plan.pdf



Another year has slipped away and another Housing annual report is presented, an opportunity
for us to share the figures and tell you what we have been doing. Most importantly, what we do is

about people, and ensuring they have a home where they can be happy, feel safe and secure.
With this in mind, and to meet the ever increasing need for more homes we have a development
programme which is well under way, as I write, modular housing units are being built for two sites

and a number of other potential sites have been identified for further housing units.

I am delighted with the performance shown here in this report, it demonstrates the hard work
and commitment of all staff working within Mid Devon Housing and I would like to thank them

for their dedication. We are all still living under the shadow of the pandemic which continues to
cause problems in many areas, but staff are striving to meet the needs of our tenants every day,

be that assisting a new tenant moving into one of our properties or carrying out an
emergency repair on time, which we have done 100% of the time.

Councillor Stuart Penny

Cabinet Member for Housing and Property Services
Elected Member for Yeo Ward

Lastly, I would like to urge all tenants to take the opportunity to talk to
us through Tenant Involvement Meetings, a perfect informal way to

discuss issues with us and other tenants. We want to hear your views,
helping us to help you.

Reflection from Councillor Stuart Penny

Benchmarking
We benchmark in order to review and compare our performance to other providers which helps us to

improve our services. The information can also be used to give tenants and leaseholders the opportunity
to see how we are performing against other social housing providers.

*Information provided by Housemark

MDH
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