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Welcome to our Strategy  

Lochaber Housing Association provides high quality services that reflect the needs and priorities 

of tenants. Tenants play a vital role in helping us to improve these services and shape how we 

work.   

Our vision is one of partnership with tenants and, while the Association has a history of involving 

its tenants in the decisions it takes, this strategy will ensure that we continue to support our 

tenants to participate with us and that tenants play a part in decision making processes at 

appropriate times.   

We want all tenants to have an opportunity to become involved in decisions about their homes 

and communities and this strategy outlines how we intend to support them to do so.  

Blair Allan  

Chief Executive, Lochaber Housing Association 

 

The Tenant Participation Strategy 2014 – 2017 

Lochaber Housing Association is committed to ensuring tenants take part in decisions that affect 

them. We are aware, however, that there are challenges in securing this involvement, such as 

having our housing stock dispersed over a wide geographic area.   

This revised strategy was developed following a review of our current approach to tenant 

participation. Because we recognised that our strategy was out of date and needed a complete 

review, we engaged TPAS Scotland, a national social enterprise organisation, to lead the review. 

TPAS spoke to tenants and sought their views about participation with the Association at a variety 

of meetings, and undertook a small survey on participation and tenants preferred methods to get 

involved. A large scale Tenants Satisfaction Survey in 2013 also informed the development of the 

revised strategy.  

The strategy 2014-2017 was approved by “Your Voice” and the Board of Management in early 

2014. It is a “living” document, which will change over time to take account of emerging initiatives 

and tenants’ ideas.    
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Business Plan 2012 – 2015 

Our current Business Plan sets out a series of strategic principles that guide the Association’s 

activities. One of these is “Engaging with Tenants”. The plan therefore states that “the Association’s 

tenants are its most important stakeholders. They provide the majority of our income through paying 

their rents. It is important that we listen to what they think in terms of the way we deliver our services 

and how much these cost……..we test and monitor tenants’ views in a range of different ways, 

including when we carry our repairs; when we consult on major issues like rent increase proposals 

and service charges; and when we seek their views on specific areas of service such as local surgery 

services, reception services and factoring services. It will be a key objective for this planning period 

to repeat our comprehensive (tenant) survey in 2013. We will also seek accreditation from TPAS 

(Scotland) for our tenant participation practices and for a realigned Tenant Participation Strategy. As 

stated above, we will be working too with TPAS (Scotland) and our tenants in ensuring compliance 

with the new Scottish Social Housing Charter. 

What is Tenant Participation? 

Tenant Participation is about tenants taking part in decision making and influencing decisions 

about our policies, housing conditions, the services we provide, and issues that affect your 

community. It is a two way process that involves us sharing information, ideas and decision 

making  with you, with the aim of improving housing standards, conditions and services. 

Benefits  

We recognise that, when working well, tenant participation brings benefits to tenants, staff and 

the Association. These benefits include: 

o Improved service delivery and better value for money  

o Better communication between staff and tenants 

o Chances to develop new knowledge and skills 

o Tenants who are informed and knowledgeable and have the skills and confidence to 

influence decisions 

o Tenants actively monitoring our services 

o Building mutual trust, understanding and respect between the Association and its tenants  

o Increased tenants' satisfaction with their homes and communities  

o Increased job satisfaction for staff. 

Our Mission & Objectives 

Our mission is to facilitate the provision of good quality, truly affordable housing opportunities 

and services for local people in their preferred communities.  We have a number of objectives that 

include: 

Facilitating the provision of high quality affordable housing solutions throughout Lochaber 

Developing and managing a high quality range of services that meet the needs and preferences of 

service users  

Ensuring that we manage and govern our affairs effectively and prudently and in doing so operate 

accountably and openly in all that we do  
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Ensuring that our financial management and planning will deliver medium and long term financial 

viability 

Supporting, training and developing our staff team in the furtherance of our objectives. 

Supporting and guiding our subsidiary companies as social enterprises to grow and diversify their 

services in order to deliver social impact 

To help us meet these objectives we aim to provide a variety of opportunities for you to give us 

your views, to become involved and influence decisions in all relevant areas of the Association's 

activities and in doing so provide quality homes and services that meet the various needs of the 

people of Lochaber.  

To do so we will: 

o Provide a range of options for you to become involved and influence decisions 

o Provide clear, understandable and accurate information 

o Listen to, act and feedback on what you tell us 

o Review with you this strategy and our performance  

o Provide sufficient resources and support  

o Ensure that all who wishes to become involved, in whatever way, are able to do so and that 

the particular circumstances and needs of tenants in rural areas are taken into account  

Legal Context 

Tenant Participation has been a part of Scottish Law since Housing (Scotland) Act 2001 placed 

duties on social landlords, for example, to consult tenants and registered tenants groups on a 

range of housing issues and to have a tenant participation strategy. More recently, the Housing 

(Scotland) Act 2010 established the Scottish Social Housing Charter and created the Scottish 

Housing Regulator (SHR) with a new regime of inspecting and regulating all Scotland’s social 

landlords.   

The Scottish Social Housing Charter 

The Housing (Scotland) Act 2010 introduced the Scottish Social Housing Charter; it came into 

force in April 2012. The Charter sets out the outcomes and standards that all social landlords are 

expected to meet.  The Charter was developed with the input of tenants and sets down the levels 

of service tenants should expect from their landlord. The Regulator's expectations give more 

opportunities for tenants to get involved with their landlord.   

There are 16 outcomes that cover our housing activities. Our performance in meeting these 

outcomes will be monitored each year by the Scottish Housing Regulator and there will now be 

greater tenant scrutiny of our performance.  Thus, we will agree with you how our performance 

will be assessed against the Charter outcomes, and on how you would want this reported on.     

Equalities 

We will actively encourage and promote measures to ensure that all tenants have equal access to 

participation. We will consult and involve tenants from all our communities regardless of their age, 

disability, gender reassignment, marriage and civil partnership, pregnancy and maternity, race, 
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religion and belief, sex, or sexual orientation.  We will use a range of ways to consult and enable 

participation, which reflects and respects the diversity of our tenants.  

We recognise that there are sometimes barriers that can prevent individuals from participating 

and we will take positive steps to try to ensure any such barriers are addressed.  We will ensure 

all tenants are able to participate in meetings, discussions, surveys etc. We will: 

o On request, provide information in a range of formats, such as Braille, large print, CDs, 

different languages  

o Provide information that is clear, easily understood and jargon-free 

o Information which has been approved  by "Your Voice” will have the tenant's tick logo  

o Hold activities in locations and venues that are accessible  

o Provide transport  or pay reasonable expenses to get to activities, where required  

o Provide access to digital hearing systems for meetings for those with additional hearing 

needs 

o Meet reasonable carer and/or child care costs 

Getting Involved  

We want to make sure that there are different ways you can choose to get involved, in ways which 

suits you best, and which reflect the rural nature and spread of our housing stock.   

"Your Voice" 

Your Voice is a tenants' forum which any Association tenant can join.  It is the main way for 

tenants to influence the Association’s work and to take part in decisions which affect tenants.   A 

registration form is available from the office or you can download one from the 'Get Involved' 

section from our website. You can let us know what your areas of interests are and how you would 

like to get involved.  Your Voice will be involved in assessing our performance against the Scottish 

Social Housing Charter's outcomes. It meets regularly to discuss a range of issues. The issues can 

be suggested by the Association or tenants. Your Voice is supported by staff from the Association 

to ensure the members have expert advice when needed. Tenants don’t have to attend a meeting 

to get involved in Your Voice - regular short surveys and one-off themed meetings will take place. 

All publications for tenants will be discussed with Your Voice and when it is agreed the publication 

will display the approved by tenants’ tick. Your Voice meets around every 2 months. The meetings 

are informal but hardworking, and tenants who attend can discuss issues which are important to 

them as well as to the Association and all tenants. 

Tenants' Groups  

We can help you set up group in your area and we will support and consult any tenants' groups.  

Where a group has been set up we can help the group to become a Registered Tenants' 

Organisation.  This means, for example, the group having - a formal written constitution, a 

Committee with elected members who meet regularly, office bearers and published accounts.   We 

will provide support and resources to groups such as grant funding, support from staff and 

training.  
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Focus Groups/Working Groups 

We may set up focus groups/working groups if, for example, we want to discuss a particular issue 

in more detail, or if there is a matter of local concern. 

Surveys 

Every three years an independent tenant satisfaction survey will be carried out and this will go 

out to all tenants. As well as including the questions from the Scottish Housing Regulator's 

guidance, we will ask members of "Your Voice" if there are any particular areas/questions they 

would wish to be included. From time to time, we may carry out specific surveys about a particular 

aspect of service delivery.   We will report the findings to you in our Newsletter and information 

will be provided on our website.   We will consult with "Your Voice" on the results from surveys, 

priorities for action and how best to take these forward. 

Tenant Meetings 

We may hold local tenant meetings to provide you with information and to get your views on 

specific issues.  

Register of Interested Tenants 

We have a register of tenants – the Your Voice Register, who are willing to be contacted by 

telephone, letter or email for their/your views, for example, when we are consulting on new or 

updated policies.  

Become a Member of the Association  

If you are interested in the work of Lochaber Housing Association, you can apply for membership. 

There is a one off membership fee of £1.00.  Members can vote to elect the Board of Management 

at the AGM and you can be nominated for election to the Board. 

Details of our membership policy and application form are available on our website and from the 

office. 

Other Ways to be Involved 

We will consider other methods to involve you in reviewing our housing service such as mystery 

shopping.   This is one way for tenants to test out aspects of our housing service to check how well 

they are working.  Tenants willing to become involved in this way will be given training and 

support.  

Information  

We will provide you with a range of good quality information, which is up to date, accurate and 

easy to understand; this could be by post, email and/or through our website, and include: 

o Your tenancy agreement  

o A tenants' handbook which will be reviewed regularly to ensure it is up to date 

o Newsletters - at least twice a year 

o Our Annual Report  



 

7 

 

o Information about our Complaints Procedure 

o Up to date leaflets 

o Through our website including the 'Get Involved' section  

o Reports on how we are performing against the Charter outcomes.  

Communication 

We will use different ways to communicate with you, seek your views, taking account of your needs 

and preferences, and provide feedback.  This could include  

o Annual Tenants’ Report under the Social Housing Charter. 

o The Newsletter, including performance information every six months 

o Letters with reply slips, e-mails and texts  

o Local events and Open Days  

o Local tenant meetings 

o Focus/working groups 

o "Your Voice" 

o Surveys  

o Our Annual Report which include information on our performance 

o Our Annual General Meeting. 

Website  

We will publish information about our performance and any feedback from you on our website.  

This information will be updated every quarter. The 'Get Involved' section of the website will include 

regular information from "Your Voice", the results of consultation exercises and any other issues 

of particular interest to tenants. 

Along with surveys, we will use the website to seek your views. 

Consulting on? 

We will consult you on, for example 

o A range of policies and procedures that relate to housing management and related services 

such as rent and service charges, allocations, repairs service, estate management, anti-

social behaviour and rent arrears 

o Service standards that relate to housing management, repairs and maintenance 

o The Tenant Participation Strategy 

o Priorities for Capital Works Programmes - this concerns improvements to your home and 

environment 

o Wider action and regeneration based activities, including the provision of community 

facilities and improved environments 

o Housing design and specifications and any future plans to build new houses 

o Any stock disposal which would result in a change of landlord 

o Any proposals from the Scottish Government to change housing law 

o Any other issues which might affect you or your community. 
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Before Making Decisions 

We will make sure that: 

o You have the necessary information  

o You have sufficient time and ways to give us your views  

o We listen to your views  

o Your views are taken into account before making decisions  

o We give you feedback on decisions taken and the reasons why through the Newsletter and 

on our website.   

Support and Resources 

We recognise the importance of ensuring that sufficient support and resources are available for 

tenant participation to work effectively.  We will set a tenant participation budget to cover costs 

such as:  

o Meeting/venue costs, refreshment costs 

o Travel and subsistence expenses 

o Stationery, pre-paid envelopes when consulting by post, photocopying, etc 

o Staff and tenant training and conferences costs   

o Care costs 

o Publications/publicity including leaflets, newsletters and flyers 

o Support for tenant groups including any group wishing to become an  RTO 

o Independent consultancy costs 

o Staff time made available to support and facilitate participation.  

Monitoring and Reviewing 

The Tenant Participation Strategy is a working document and its implementation will be monitored 

on an on-going basis.  The strategy will be reviewed with tenants every three years.   

An annual Action Plan will be developed and agreed with "Your Voice" and any other interested 

tenants.  It will be used as a means of assessing the level of tenant involvement.  Areas to be 

monitored may include: 

o The number of tenants involved in the different types of participation activities 

o The number of events held and the numbers attending 

o Survey returns and feedback and follow up on surveys 

o Topics/issues raised by tenants 

o Tenant and staff training.  

We will also monitor the ways we communicate with you and the methods of participation to make 

sure they are the most effective for those who wish to be involved and to encourage others to 

consider becoming involved. 

Regular reports on progress will be provided to the Association's Board and reported to tenants 

through the Newsletter and on our website.   


