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1. Introduction 

 
1.1 We want to deliver excellent services that meet our customer’s needs and provide value for money. 

We believe that the views of our tenants and customers can help us to develop services that meet 
their needs. Tenant participation is an important part of achieving this and our Tenant Participation 
Strategy has been developed to ensure that we provide our tenants and customers with the 
opportunities to be involved in our decisions. There are also legal requirements that social landlords 
need to meet in relation to tenant participation and this strategy has been set out to ensure that we 
can meet our legal obligations. 

 
2 Background 

 
2.1 Wishaw and District Housing Association is a community based housing organisation that provides 

a wide range of services to over 970 tenants and provides factoring services for 400 owners. The 
majority of the housing is general needs and includes a range of property types including; 4 in a 
block, cottage and tenement flats, tenement maisonettes, and houses. 

 
3 Tenant Participation Strategy 

 
3.1 Our Tenant Participation Strategy for 2018 – 2021 provides the framework we will use to involve our 

tenants and other customers in the delivery of our services during the next three years. The 
involvement of tenants and customers is vital if WDHA are to be an organisation defined by 
excellence. The strategy meets the legal requirements for Tenant Participation as set by the Scottish 
Government, and will enable us to meet the requirements of the Scottish Housing Regulator. The 
strategy links with our five year Business Plan, and meets the commitments of our Equalities and 
Diversity Policy. We will meet the commitments of the strategy through an Annual Tenant 
Participation Action Plan that will set out our actions and events for each year of the strategy. We 
recognise that from time to time there may be unforeseen opportunities or unexpected initiatives 
which may become available and these will be assessed in order to determine if the activity meets 
our strategic objectives; for example an unexpected development opportunity or community project. 
An Annual Tenant Participation Action Plan will allow us to ensure that we can approach tenant 
participation in a flexible and adaptable way. 

 
4 Legislation 

 
4.1 Our strategy has been developed taking account of the legal framework for Tenant Participation in 

Scotland. We have noted below information on the various legal commitments set out for social 
landlords in Scotland. 

 

• Housing Scotland Act 2001 - The Housing (Scotland) Act 2001 created a legal framework for 
tenants who have a Scottish Secure Tenancy or Short Scottish Secure Tenancy to take part in 
the way their housing service is managed. Through the Act, social landlords must develop a 
tenant participation strategy and put it into practise. The Act also introduced the concept of 
Registered Tenant Organisations (RTO’s) and this gives tenants groups the right to register with 
their landlord as an RTO; the act also states that landlords must also support and consult with 
RTO’s and have a duty to hold a register of those groups, and that the register must be available 
for inspection during working hours. At the point of developing this strategy we do not have any 
RTO’s; if demand exists to establish any such groups we would support the development of this. 

 



 
 

 

• The Housing (Scotland) Act 2010 – The Scottish Social Housing Charter - The Scottish 
Social Housing Charter (SSHC) was introduced in 2012 through the Housing (Scotland) Act 
2010, and was reviewed in 2016 with a revised Charter being introduced in 2017. The Charter 
sets out standards and outcomes that all social landlords should try to achieve when delivering 
their services to tenants/customers. The Charter consists of six sections, with each section 
having a set of specific outcomes and standards relating to it. We have developed our strategy 
to ensure that it reflects the outcomes that are specific to Tenant Participation:- 
 

• Outcome 1: Equalities Social landlords perform all aspects of their housing service so 
that:  

▪ Every tenant and other customer has their individual needs recognised, is 
treated fairly and with respect, and receives fair access to housing and housing 
services. 
 

• Outcome 2: Communication Social landlords manage their business so that:   
▪ Tenants and other customers find it easy to communicate with their landlord and 

get the information they need about their landlord, how and why it makes 
decisions and the services it provides. 
 

• Outcome 3: Participation Social landlords manage their businesses so that: 
▪ Tenants and other customers find it easy to participate in and influence their 

landlord’s decisions at a level they feel comfortable with. 
 

• The Scottish Housing Regulator - The Scottish Housing Regulator (SHR) was established in 
April 2011 under the Housing (Scotland) Act 2010; the SHR is the independent regulator of 
Registered Social Landlords (RSL’s) and local authority housing services in Scotland. The 
regulator has one statutory objective, to: 
 

‘safeguard and promote the interests of current and future tenants of social 
landlords, people who are or may become homeless, and people who use the 
housing services provided by registered social landlords (RSL’s) and local 
authorities’. 
 

5.0  Linking in with Wishaw & District Policies and Strategies  
 

5.1 It is important that the strategy is linked to our business plan and with other policies that we work 
within to ensure that it helps us to meet our commitments. 

 
Equality and Diversity Policy Statement - The Association will work hard to ensure we deliver 
equality of opportunity and that all individuals are treated fairly regardless of age, disability, 
gender reassignment, marriage and civil partnership, pregnancy and maternity, race, religion or 
belief, sex and sexual orientation. WDHA will not tolerate any form of unlawful discrimination, 
harassment and victimisation. We will actively promote our activities and services throughout the 
communities where we work; and will work to identify and engage with traditionally excluded 
groups. We will aim to take part in joint working and partnerships which enable the promotion of 
WDHA and its services; particularly amongst minority groups, and further the wider community’s 
knowledge and understanding of these. 
 



 
 

Membership Policy – Wishaw & District Housing Association will continue to promote 
membership of the Association to WDHA residents by issuing leaflets, providing articles in our 
newsletters and discussing this issue with new tenants and at open days and consultative 
meetings. WDHA residents who are members of the Association will be entitled to, and actively 
encouraged to stand for election to the Associations Management Committee. 
 

6. Ensuring Effective Tenant Participation  
 

6.1 We want to make sure tenants and our customers are at the heart of the decisions that are made 
about their homes and their neighbourhood. Our Tenant Participation Strategy has been set out to 
encourage, enable and support tenants to participate and influence the housing service we provide. 

 
Aim 1: Tenants and other customers fine it easy to participate in and influence their landlord’s 
decisions at a level they feel comfortable with. 
 

• We will provide information for tenants on who is eligible to become involved and highlight 
the benefits of being involved. 
 

• We will actively promote and publicise the range of options for tenant participation and how 
to get involved. 

 

• We will investigate new methods of engaging with our tenants and customers particularly 
examining the use of social media and digital methods in order to provide residents with 
greater choice and flexibility. 

 

• We will adapt our participation and engagement activities to ensure that we can provide 
opportunities that reflect and respond to the changing engagement preferences of our 
tenants and customers to ensure we can provide a modern and flexible approach to 
customer involvement. 

 

• We will regularly review and actively encourage tenants and customers to take part in 
participation by; promoting focus groups, tenants scrutiny groups and survey panels; by 
using our newsletters; open days; complaints policy feedback; and tenant satisfaction 
surveys. 

 

• We will review the opportunities available for tenants to have greater influence in setting 
standards and monitoring our performance. 

 

• We will continue to promote membership of the Association with tenants, customers and 
the wider community through our newsletter, at new tenant sign ups, open days and other 
similar events. 

 

• We will continue to raise awareness of and promote our Complaints and Compliments Policy 
to ensure tenants and customers can comment on our service and can take action if they 
are unhappy with the service provided. 

 

• We will regularly carry out and review tenant satisfaction feedback in order to identify tenant 
priorities and shape our services; this will include Repairs Satisfaction Survey, New Tenant 
Satisfaction Survey, and Commissioned Surveys. 
 



 
 

• We will develop and expand the use of electronic solutions to gather feedback and how our 
social media and our website can be utilised for this type of activity. 

 
Aim 2: We will work to identify and engage with traditionally excluded and underrepresented 
groups. 
 

• We will investigate and develop partnerships with other agencies and organisation to 
identify underrepresented groups.  
 

• We will expand and develop opportunities to engage with minority groups; including older 
people, young people, disabled people, minority ethnic groups and individuals and other 
underrepresented groups.  

 

• We will develop digital participation opportunities to encourage engagement with tenants 
who do not wish to participate or engage through traditional methods. 

 
Aim 3: Develop and provide a wide range of tenant participation opportunities and activities 
that encourages greater tenant involvement to shape our service and increases our tenant’s 
knowledge and understanding of our services. 
 

• We will co-ordinate an annual community event in order to promote the Association, our 
services and other agency services which benefit the Community.  
 

• We will co-ordinate a series of small more social type gatherings and use these as a way 
to consult with specific groups of tenants.  

 

• We will investigate, develop and encourage wider involvement in our estate walkabout 
initiative. Feedback and issues highlighted will be used to develop improvements in our 
service.  

 

• We will develop and provide opportunities for tenant representation and involvement in 
all policy and service reviews.  

 

• We will explore and develop a series of meetings to consult with and inform tenants on 
various aspects of our services including; Capital Programme, Housing Management, 
Asset Management, Repairs and Rents.  

 

• We will create opportunities for tenants to participate in the review of services to 
determine if they are delivering value for money.  

 

• We will develop a framework for Tenant Scrutiny. We will investigate and provide various 
ways to deliver this activity that ensures tenants can get involved at a level and pace 
that suits them.  

 

• We will undertake various campaigns to identify the ways tenants want to participate; for 
example door-to-door surveys, street initiatives and other events. 

  

• We will develop a range of electronic and digital participation and engagement 
opportunities to provide greater choice and flexibility for our tenants and residents. 



 
 

  

• We will actively encourage and promote tenant involvement in projects which benefit the 
community. 

 
Aim 4: We will raise awareness of tenant participation and ensure tenants and customers 
are able to participate through improved communication and good quality information. 
 

• We will make information available to our tenants and communities in a range of formats; 
such as newsletters, leaflets, posters, website and through social media. 
  

• We will make available information in different formats and languages, CD, tape or audio, 
large print or Braille (as requested).  

 

• We will maintain, review and provide up to date information available to tenants on the 
Associations website and make good use of the ‘Take Part’ section of the website to 
ensure tenants and customers are aware of how to get involved.  

 

• We will investigate other ways of using technology such as text alerts/texting/e-mails to 
keep tenants informed, gather information and encourage involvement.  

 

• We will publish good quality jargon free information which informs tenants and service 
users of the Associations business and performance including; Summary Business Plan, 
Annual Charter Report, Annual Report, and our Quarterly Newsletter.  

 

• We will report back to our tenants and service users on the feedback and outcomes of 
surveys carried out by the association.  

 

• We will consult and engage with tenants on the production of the Annual Charter Report 
to demonstrate how the association is meeting the Scottish Social Housing Charter 
outcomes. 

 
Aim 5: To develop the active participation of volunteers and support this with training, 
information and advice. 
 

• We will ensure that there is a dedicated point of contact for all tenant participation matters 
through our Community Engagement Officer to ensure that opportunities for participation 
can be created and taken forward.  
 

• We will develop, provide and deliver training and information sessions for tenants and 
other customers on a wide range of issues and topics. 

 
7. Annual Tenant Participation Action Plan 

 
7.1 We will produce an annual action plan for every year of this three year strategy. The action plan will 

focus on events and activities that will support the delivery of the strategy; the action plan will be 
prepared in advance of the year ahead in order to strategically plan our resources effectively. The 
action plan will be informed by the associations Business Plan, feedback from tenant surveys 
undertaken throughout the year and an analysis of our Compliments and Complaints system, and 
from policy reviews. 

 



 
 

 
8 Resourcing Tenant Participation 

 
8.1 As part of our commitment to participation we will make resources available to ensure that our tenant 

participation activities can take place and are supported; we have noted below the various ways we 
will resource tenant participation. 

 

• Tenant Participation Budget - We will set an annual budget for tenant participation to 
resource this strategy and fund its actions. The budget will be reviewed annually during the 
budget preparation process to ensure we have sufficient funds to deliver our objectives. 
 

• Staffing – The association does not employ an ‘Engagement Officer’ but instead uses a 
consultant to provide advice, support, independence and transparency to our tenant 
participation services. 
 
We will ensure that all staff receive induction training as well as regular updates and 
information regarding tenant participation, consultation and engagement. Staff will also be 
given the opportunity to discuss our strategy at team meetings and performance review 
meetings. 

 

• Accessible Information, Training and Support - The provision of good quality information 
is essential to ensure tenants and customers are able to participate. We understand that 
customers need accurate and accessible information, in plain English and in a range of 
formats, in line with our Equality’s Policy.  
 
Information regarding tenant participation is available to all customers by leaflet, newsletter 
and on the Associations website.  
We will hold a range of consultation and other events; we will produce and distribute four 
resident newsletters each year, we will produce other printed information such as leaflets 
and flyers.  
 
We will ensure there are opportunities for staff, tenant and committee attendance at tenant 
participation events and conferences. We will provide tenant travel expenses and other out 
of pocket expenses.  
 
We will make available independent training and advice through organisations such as 
Tenants Participation Advisory Service (TPAS) and the Tenants Information Service (TIS) 
and other similar organisations and this will be funded by the Association.  
 
We will continue to develop links with organisations such as TPAS, TIS and the Chartered 
Institute of Housing (CIH) to ensure that we are up to date on tenant engagement practice 
and legislation. 

 
9. Monitoring and Evaluation  
 
9.1 In order to ensure that the strategy is meeting our objectives and achieving targets it is important 

that we measure our performance. Through monitoring and evaluation we will ensure that the annual 
action plan can respond to change and meet new demands. We will review the annual action plan 
at regular intervals. 

 



 
 

9.2 Regular monitoring will allow us to measure the effectiveness of the strategy and ensure that the 
strategy meets the needs of our tenants and customers, and that our approach meets the outcomes 
of the Scottish Social Housing Charter and the self-assessment and other requirements of the 
Scottish Housing Regulator. 

 

10. Conclusion 
 

10.1 The Association is fully committed to ensuring that our tenants and customers can have meaningful 
involvement in our services and this strategy has been developed to meet this commitment. This 
strategy has been put in place to ensure that we meet our commitments and requirements for tenant 
participation. 

 
 



 
 

 
 
Tenant Participation Action and Event Plan 2018-19 

 
AIM 1: Tenant and other customers find it easy to participate in and influence their landlord’s decisions at a level that they feel comfortable with. 
 

No. Action Timescale Who Status 

1.1 Provide tenant participation information leaflets at our office, on-line 
and at other events 

Ongoing CSM  

1.2 Promote and publicise the various ways to get involved and raise 
awareness of tenant participation 

Ongoing HSM/CSM  

1.3 Promote and develop the use of various digital participation options Ongoing CSM/HSM  

1.4 Promote membership of the Association with tenants, customers 
and the wider community 

Ongoing All Staff  

1.5 Prepare a written report of tenant participation and scrutiny 
successes for circulation to Association tenants and residents. 

On Completion of 
Scrutiny Topic 

TIS/RIT/HSM  

1.6 Raise awareness of and promote our Complaints and Compliments 
Policy and procedures 

Ongoing CSM  

1.7 Carry out regular repairs satisfaction surveys and review findings to 
determine tenant satisfaction 

Ongoing MAM  

1.8 Carry out new tenant satisfaction surveys For All New 
Tenancies 

HSM/HO  

1.9 Carry out ‘ad-hoc’ surveys on our service areas As required All Staff  

1.10 Organise and hold an Annual General Meeting Sept 2018 CSM/CEO  

 
1.11 

 
Promote the on-going development of information available on the 
Association’s website and encourage customer feedback on design 
and accessibility of the site. 
 

 
Quarterly 

 
CSM/HSM 

 

 



 
 

Aim 2: We will work to identify and engage with traditionally excluded and underrepresented groups 
 

2.1 Investigate and develop partnerships with other agencies and other 
organisations to identify underrepresented groups. 

Ongoing HSM/CSM  

2.2 Build a network of support partners to ensure that Housing Officers 
are able to provide tenants with the most appropriate advice and 
signposting to help tenants sustain their tenancy. 

2018-19 HSM/HO  

2.3 Attend and support relevant local events to raise awareness of the 
association and to promote our services and encourage people to 
get involved. 

2018/19 All Staff  

 
Aim 3: Develop and provide a range of tenant participation opportunities and activities that encourages greater tenant involvement to shape our 
services and increase our tenants knowledge and understanding of our services 
 
 

3.1 Organise small information events including information on aspects 
of our services and those provided by partner agencies. 

2018-19 Heads of Service  

3.2 Undertake Estates Walkabouts throughout our areas of operation; 
we will advertise the walkabouts via our Facebook page, our 
website and newsletter. 

2018-19 HO/MO  

3.3 Undertake an annual rent and service charge consultation Nov 2018 HSM  

3.4 Promote tenant scrutiny opportunities using feedback from the    
2017 Tenant Satisfaction Survey. 

2018-19   

3.5 Use our Housing Surgeries held within our communities to promote 
getting involved with the Association and grow the understanding of 
how tenants can shape our service. 

Ongoing HO  

3.6 
 

Develop, actively grow and maintain a digital access database of 
tenants and customers for consultation and engagement purposes. 

Ongoing CSM  

3.7 Develop ideas and look at funding opportunities for Community 
Environmental Projects 

2018-19 CEO/CSM  

3.8 Engage Keep Scotland Beautiful to advise on options for the 
improvement in for our estates 

2018-19 HSM  



 
 

 
 

 
 

 

 

 
Aim 4: We will raise awareness of tenant participation and ensure tenants and customers are able to participate through improved communication 
and good quality information. 
 

4.1 Produce and distribute four resident newsletters. Quarterly CSO & All Staff  

4.2 Attend community engagement events and conferences and 
feedback to staff team on new ideas and initiatives. 

Annual All Staff  

4.3 Maintain, review and update the information available to tenants on 
the Association’s website. 

Ongoing CSM  

4.4 Provide information on getting involved and participation through 
the Get Involved section of our website 

Ongoing All Staff  

4.5 Publish and distribute an Annual Report on our activity for the year 
2017/2018 

Sept 2018 CEO  

4.6 Consult and engage with tenants on the production and content of 
the Annual Charter Report 

July/August 2018 RIT/HSM  

4.7 Produce, publish and distribute an Annual Charter Report for 2017 
– 2018 

Oct 2018 CEO  

4.8 Review our current Tenant Handbook Nov 2018 All Staff/RIT  

4.9 Prepare and distribute a list of Scrutiny Topics for the forthcoming 
year to increase awareness and attract new members. 
 

 
Aug 2018 

 
HSM/RIT/TIS 

 

4.10 Prepare and produce a new TP Action Plan for 2019 – 2020 
 

Feb/Mar 2018 HSM  

     


