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Introduction 
 
We are Tpas, England's leading tenant engagement experts.  We are a not-for-profit organisation and 

have been representing our members across England since 1988.  Our membership is made up of local 

tenants and landlord organisations covering over 2.3 million homes.  We would like to thank you for 

inviting us to submit this proposal and we hope it meets your requirements. 

 

Over the last year or so we having been bringing Behavioural Insights (BI) 

in to engagement through our one-day introductory courses and through 

our research project the Engagement Maximiser which brought together 

five social housing providers to explore the application of BI and 

engagement. To further build on this, we appointed Anna O’Halloran 

(National Consultancy Manager) to lead this area of work, alongside her 

other consultancy work for Tpas. Anna is one of a handful of consultants 

who have brought BI into the social housing world through a rigorous 

application of tried and tested research methodology.  

 

Background 
 
To achieve Carbon Zero Gravesham Borough Council (GBC) understands it will also need tenants to change 

the way they behave within their home and so finding the best ways to communicate this will be critical.  

 

In addition, GBC is interested in the application of behavioural insights to accomplish building safety 

requirements. 

 

The work can be described in three areas: 

1. Working with tenants to establish barriers to engagement with Carbon Zero building works and 

ways these can be overcome, establishing messaging which will encourage those who are due to 

have works to be positive about this, given it will require disruption to their lives 

2. Follow on activities, using learning from this work, to encourage wider tenant behaviour change in 

their homes in the areas of energy saving and ‘living greener’ 

3. Potential to utilise this approach to engage tenants in building safety  

 

https://www.tpas.org.uk/behavioural-insights
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There is an opportunity for GBC to complete a lot of groundwork to prepare for this approach as they are 

working on developing an asset strategy bringing together data and insight around properties and service 

use, which will furnish this project with a view to beginning in April 2022. 

 

We are delighted to present a proposal of how Tpas can work with GBC, utilising knowledge of Behavioural 

Insights, to achieve the outcomes required and feel this could be an exemplar for other organisations 

wishing to take action in this area. 

 

We already know that BI principles and approaches are critical in achieving the change necessary to deliver 

Carbon Zero, and there are numerous examples of previous campaigns that we can draw on, alongside our 

own expertise. Retrofit on its own does not have the impact we are seeking, neither does BI on its own, as 

a research project in Australia shows: 

 

 
Behaviour Change                 Retrofit           Behaviour Change & Retrofit 

 

 

 
Using BI in building safety  
 
This is a new and emerging area of work, and it features in the Social Sector 

(Building Safety) Best Practice Group Final Report  We are staunch supporters 

of the principles and we are employing them across a range of providers, 

supported by our new members-only framework.  

 

Learning from your Carbon Zero project will assist in ensuring you have an 

effective strategy in this area too.  

% change in total 
energy 
consumption 

Source: Retrofit or behaviour change? Which has the greater impact on energy consumption in low income households?  
Melissa James  & Michael Ambrose CSIRO, Bayview Ave, Clayton VIC 3168, Australia 
 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/969707/Best_Practice_Group_Final_Report.pdf
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/969707/Best_Practice_Group_Final_Report.pdf
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Our Proposal 
 
Our suggestions are set out below and are based on our conversation of 18 November 2021. They may be 

too much or too little, but we look forward to your response and can tailor support to meet your needs. 

 

Phase 1: 
 
Agreeing project scope 

This phase is critical and defines the success of the project. It will set out the parameters of the project, 

roles, responsibilities, and risks, including agreeing an internal project team. It will also be used to agree 

success measures and will involve creating a workplan and risk log to manage the project.  

 

This phase will include an awareness raising session with the GBC project team, including a basic 

introduction to Behavioural Insights.  

 

Phase 2: 
 
Data analysis and segmentation 

Our experience of similar projects tells us that it is likely that the following research objectives (or similar) 

will have been agreed during Phase 1: 

 

Typical key research objectives 

• Understand the key factors influencing tenant co-operation AND non-co-operation with retrofit 

building works, in relation to the response to the Carbon Zero agenda. 

• Identify which conditions and triggers would have to be in place for tenants to change their 

behaviour in their homes, thereby contributing to achieving Carbon Zero (alongside other 

benefits) 

 

Phase 2 is when work takes place to put things in place to undertake the research to meet these 

objectives, and analysis of existing GBC data will importantly reveal what tenants are already doing and 

not doing. 
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We’d expect these segments to emerge: 

• Not allowing access 

• Allowing access  

• Taking steps to reduce carbon footprint 

• Not taking steps to reduce carbon footprint 

 

While this will be interesting analysis, combining this with other data (transactional, demographic) will 

also start to provide some insight into why tenants might be behaving in the way that they do and 

whether particular segments of tenants are more likely to behave in particular ways.  

 

For example, on a project to establish barriers and drivers to allowing access for gas safety appointments 

the following emerged: 

 

 
 

Analysing the segments revealed that some types of people are more or less likely to be ‘waverers’ – the 

people who can more easily change their behaviour if ‘nudged’ to do so.  

 

Phase 2 will therefore include Tpas supporting and guiding you through your own data analysis (as we 

understand you have the internal capacity to do this) including agreeing a data specification and drawing 

out appropriate priority tenant segments to work with Tpas to share insight. Priority tenant segments are 

generally made up of: 
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• Tenants who are already doing what we want.  

• Tenants who aren’t doing what we want but based on the data probably should be. 

• Tenants who aren’t doing what we want and based on the data are unlikely to.  

 

Phase 3  
 
Tenant insight 

Obtaining and analysing tenant insight is where our expertise is second to none. Not only has Tpas a long 

and distinguished track record of inspiring confidence in tenants of social housing, our BI experience in 

similar projects to this puts us in an unrivalled position to obtain and analyse a wealth of actionable 

insight.  

 

Our typical methodology: 

• Tenant target samples are driven by segmentation using the priority segments as identified in 

Phase 2. 

• Recruitment to co-creation sessions to be carried out by you, with guidance from Tpas including a 

recruitment guide. We recommend that you incentivise participation with a shopping voucher. 

• Co-creation interviews carried out by Tpas. 

• Global behavioural thematic analysis provided to you by Tpas. 

• Feedback through a debrief with your project team and summary slides. 

 

In most instances we would expect to deliver three separate co-creation sessions of approximately 90 

minutes by way of insight collection: This phase is concluded with an interim report, fed back to you by 

way of a virtual workshop.  

 

Phase 4 
 
Trial and intervention design 
 
We strongly support trialling new interventions to test whether they work before wholesale 

implementation. The best way to do this is through a Randomised Controlled Trial (RCT) and we have 

supported numerous organisations in designing their trials.  
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The intervention design process will include answering these key questions:  

 
• What is the behavioural objective? 

• Who is the target segment? 

• What is your desired size of ‘effect’? 

• What is therefore the sample size? 

• How long does the trial therefore need to run? 

• How will you randomisation participation? 

• How will you deal with data collection and analysis? 

 

The intervention design becomes more straightforward once the trial has been discussed and will draw on 

the qualitative insight, touchpoints and golden moments that may have emerged and include what we 

know from our previous work and from available literature. In the past, interventions have ranged from 

mass email campaigns, text messaging and letters all incorporating messaging built on the findings from 

the qualitative insight. 

 

Our previous work has used the COM-B 

change theory. The COM-B model (Mitchie, 

2013) suggests that behaviour change 

results from three elements – Capability, 

Opportunity and Motivation. For behaviour 

change to be successful we require 

sufficient levels of all three elements. 
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In broad terms we will learn about motivation and ability from the tenant insight, bringing together 

quantitative data and qualitative information, and analysing this insight through a behavioural lens to 

design the intervention, which will deliver the opportunity for behaviour change.  

 

This phase of the project will be delivered through a full day design workshop with the project team, plus 

follow up remote consultancy to advise on the final design, trial set up, and agreement about data 

collection and analysis.  

 
Phase 5 
 
Reporting - trial analysis and learning 
 
Following the completion of the trial we will support you to analyse the findings through what the data 

shows against key metrics agreed in Phase 1, alongside other learning that will emerge from the tenant 

insight research.  

 

We will supply you with a final report that we will share with you in a workshop environment to allow 

discussion on how the learning can be applied to general change relating to ‘greener behaviour’ in the 

home. This process could also be replicated to work with tenants more specifically around building safety, 

focusing on engaging with safety works and procedures in higher risk blocks.  
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Costs 
 

Tpas Activities Tpas Resources 

(days) 

Using Behavioural Insights to engage tenants in ‘Carbon Zero’ 

Phase 1 – project scope and awareness raising 
 

3 

Phase 2 – data analysis and segmentation 3 

Phase 3 – tenant insight 5 

Phase 4 – trial and intervention design 5 

Phase 5 – reporting, trial analysis and learning 5 

Using Behavioural Insights to engage tenants in Building Safety 18 (not costed) 

Total 21 

 

The total cost is £14,700 plus expenses and VAT based on our day rate for consultancy of £700.  

 

All the work proposed is designed to be delivered through virtual workshops, by desktop work or by 

telephone/video conferencing minimising any need for expenses.  

 

Our intention is to share the outcomes from the project across a variety of platforms including at future 

Tpas (and partner) events and conferences, this will provide GBC with positioning as a clear innovation 

leader in the Carbon Zero field and so will be mutually beneficial.  
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The Tpas project team 
 

Anna O’Halloran MSc, CIHM will lead this project.  
 
Anna has worked in Social Housing since 1984, including time working for 

three HAs and four LAs. Since 2002 Anna been working to support 

organisations to improve – across a range of services, but with the key 

imperative of engaging and involving tenants. She is now National 

Consultancy Manager at Tpas and worked previously as Regional Manager 

for Tpas (in the early 2000s), as Housing Inspector at the Audit Commission, 

as Director of Consultancy at CIH and at Capita.  

 

Most recently, for the last six years or so, Anna has been one of a handful of consultants bringing BI to the 

social housing sector. This included leading the trail-blazing projects ‘Nudging your way to reduced 

arrears’ and ‘Nudging your way to channel shift’, both multi-landlord research pieces. Anna has also led 

the Tpas research project the ‘Engagement Maximiser’ using the same principles to understand what 

engagement can learn from BI.  

 

Anna is a repeat and go to speaker at national and regional events and conferences, as well as being an 

accredited mediator and certificated to train adults. Anna is also a CIH Eastern Regional Board Member 

and Mentor and is a Board Member of the new Eastern WISH group. 

 
Anna will be supported by Tpas Head Office-based staff as necessary, ensuring that the project runs 

smoothly and to time, within budget. 

 
Emma Gilpin will also deliver on this project. 

Emma is Tpas’ newest consultancy manager and has been working in 

association with Tpas for many years. She is a qualified Broadcast 

Journalist and communications/resident engagement specialist with 

extensive experience including for the BBC and across a range of public 

and charitable sector services, including as a Senior Manager at a Housing 

Association with responsibility for resident and community engagement, 

resident communications, open spaces and communal areas.  
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She offers facilitation, training, and support in all areas of resident engagement, community development 

and communications. Most recently, Emma has been supporting Tpas’ Behavioural Insights work and has 

developed successful methodology to draw out residents’ experiences and, using a behavioural lens, 

translate this into actionable insight. 

Depending on eventual timelines, Anna and Emma will be supported by Matthew Wicks, Tpas Associate.  

Matthew has worked in social housing since 1984 with two London local 

authorities and three London housing associations. Since 2019, he has 

undertaken resident engagement work for Tpas. For this project Matthew 

brings technical expertise and knowledge of tenancy conditions and 

obligations.  

One of Matthew’s Tpas projects was for GBC and so he will bring an 

important level of knowledge and insight to the project.  

 
Matthew’s work with Tpas has included: 

 
 Tpas SMART Reviews for a South West based and a small London based BME housing 

association involving interviews of key staff and residents. Produced reports with 

recommendations and action plans for SMTs/Boards to consider and implement.  

 Reviewed the resident engagement activities of a Midlands ALMO including meeting with 

SMT, Board members and engaged residents. Produced report with recommendations for 

SMT and Board to consider to improve engagement opportunities and outcomes for 

residents. 

 Reviewed the resident engagement strategy and activities for a South East ALMO including 

attending a resident focus group. Produced final report for consideration by Board. 

 Carried out a postal and in-person survey of an estate for a South East council to help the 

landlord understand and address concerns expressed by residents and ward councillors. 

Produced a report with recommendations for SMT to enable them to focus targeted 

resources to address issues raised. 
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Tpas Equal Opportunities Statement 

Tpas has a clear commitment to promoting and developing equal opportunities for everyone.  Tpas works 

to redress the disadvantages faced by many groups and individuals in society today.   

Our policy includes a commitment that no job applicant, employee, committee member or anyone else 

with whom we come in contact, will be disadvantaged or treated less favourably on any of the following 

grounds:  race, colour, nationality, citizenship, ethnic or national origins, age, gender, marital status, class, 

disability, sexuality, religious belief, responsibility for dependants, people living with AIDS, HIV or other 

potentially long term disabling illnesses, unrelated criminal convictions, trade union membership or any 

other grounds which are unjust. 

We will seek to make Tpas an accessible and appropriate organisation for all sections of the community as 

employees or recipients of services.  Discrimination or harassment by Tpas employees will be treated as a 

serious disciplinary offence.  Harassment or discrimination in any form will not be tolerated at any Tpas 

event. 

Tpas Quality Assurance and Complaints Management  

Project Management  

Tpas operates within a robust framework for the delivery of project management and service delivery.  

 All Tpas projects are formally contracted including schedules detailing the project programme 

with itemised costs.   

 Tpas Associate Consultants are contracted according to the project agreed with clients to 

ensure consistency and robustness throughout delivery of services.   

 Any changes to contracts during the contract period must be agreed between the main client 

contact and the Tpas Project Manager.    

 We would formally set up with you a project plan with you at the start of the process  

 On a monthly basis we would submit Project Monitoring Sheets that outline all work delivered 

by Tpas staff and Associate Consultants. This sheet should mirror the project programme 

schedule of work agreed by the Tpas Project Manager with the client. It will itemise dates of 

delivery, and any associated costs such as travel expenses  

 Copies of all project Monitoring sheets are copied to clients and provided with Tpas invoices  
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 The Project Programme plan would itemise all aspects of the work to be delivered by Tpas, 

target dates and deadlines, details of work delivered, consultancy time  

Complaints  

Tpas has a robust Complaints process in place as well as the relevant data protection and safeguarding 

policies – these are reviewed annually by the CEO who has overall responsibility for the organisations 

quality standards. The finance manager has responsibility for the financial aspects of the organisation 

who reports regularly to the senior management team and the Tpas Board of Directors  
 

Tpas GDPR Compliancy Assurance Statement   

We ensure we are GDPR compliant as a supplier for consultancy projects by:   

 Contractually requiring clients to only share personal data with Tpas that has been lawfully 

acquired, with all necessary notices and consents in place that adhere by the GDPR as a Data 

Controller.   

 We will only act on instructions from the client.   

 Ensuring no data shared with Tpas will be stored or processed outside of the EU.   

 All third-party data processors employed by Tpas are contractually obliged to adhere to our 

consultancy project privacy statement concerning the processing of personal data.   

 Not disclosing or allowing access to any personal data shared with us by the data controller with 

any unpermitted recipients.   

 Permitted recipients will be identified within the project contract and work plan. If the project 

requires more permitted recipients of personal data, the data controller will be informed by the 

project manager in writing.   

 Personal data will only be processed on documented instruction from the Data controller and for 

the agreed purpose of the project. Personal data will not be exposed to any other data list 

managed by Tpas including email mailing lists.   

If you have any questions or concerns about the terms and conditions in which we protect and process 

data for projects please email Jenny.osbourne@tpas.org.uk.  (Jenny Osbourne is the Chief executive of 

Tpas).  
 

Thank you for allowing us to present our ideas and costs.  
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If you have any further queries, please do not hesitate to contact:  

Emma Gilpin, Tpas National Consultancy Manager   

t: 07870 603392  e: emma.gilpin@tpas.org.uk  
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