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Glen Housing Association’s Mission Statement:

“Glen strives to be a forward looking, professional and approachable provider of good quality housing, working with others to create attractive communities that people  want to, and can afford, to live in”.

Our internal management plan sets out our Key Principles one of which is:

“To engage tenants by providing opportunities for them to have a say in decisions effecting the management of their homes".
1.1
Introduction

The Association is committed to community and tenant participation and information sharing with our tenants.

We believe tenant participation is a two-way process, involving the sharing of information and ideas, where tenants are able to influence decisions and take part in matters which affect the quality of their lives.

We recognise that the wish of a tenant to participate, and the extent of that participation, may vary with changing circumstances and that the needs of the Association must be balanced by the needs of our tenants and the communities that we serve.

This document is intended to be a comprehensive working document which sets out the Association’s objectives in terms of developing tenant participation.  It sets out how tenants will be able to participate in the Association’s work and what we aim to achieve from the coming year.
1.2
Policy Statement
Our approach to tenant involvement is based on three inter-related principles - information, consultation and participation.  


(i)
Information
All information provided by the Association will be easily read, relevant, and accessible.  The Association will do its best to ensure that the method of communication will be tailored to the needs of individual tenants, taking into account tenant preferences.

(i)
Information (Continued)
The majority of written information will be in the form of a personally addressed letter signed by a named individual.  Leaflets will be used to provide more detailed information and Newsletters to provide more general information.  These will be made available in a range of accessible formats as required.

Public meetings, information sessions and open days will be held when appropriate.  The purpose is to keep tenants informed on a variety of topics relating to the management and maintenance of their homes, the Associations new building developments and community regeneration.

(ii)
Consultation
The Association intends to consult tenants on many aspects of housing management and maintenance policy and practice, particularly in relation to policy or procedural changes which are likely to directly affect them or their homes.

Consultation can take place at both an individual or group level and can take a variety of formats as indicated in Appendix 1 (Guidelines on how we will consult with tenants).
The purpose of consultative exercises will be
· to obtain a clear picture of tenant priorities
· to gain tenants views on particular subject areas 
· to encourage tenants to play a part in future activities

· to develop the relationship between the Association and its tenants generally

 (iii)
Participation

We would encourage tenants to become involved in the running of the 
Association by:

· becoming members
· attending Focus group meetings
· helping with the formation of tenants’ groups and Registered Tenants Organisations. [See Tenant Association Start-up Pack]

· getting involved in consultations
· encouraging tenant members to stand for election to the Board of Management

Our Tenant Participation Strategy will set out annual aims and action points on how we will engage with tenants in relation to the above interrelated principles.
1.3
Support, Funding and Training
We will encourage the formation of Tenants’ groups and provide support through funding, training, equipment, meeting facilities and staff support particularly in the early stages as detailed in our Tenant Association Start-up Pack. Where the Association does support a Tenants’ group and the group folds we will attempt to ensure proper dissolution of the group as per its Constitution.
Our annual aims and action points will give an indication of the resources necessary for achieving the stated aim. Financial and other resources will be monitored via the monthly Board of Management Meetings.
1.4
Equal Opportunities 

We recognise the right of all individuals and groups within the community to be given the opportunity to be involved in consultation regardless of age, gender, race, disability, sexual orientation or religious beliefs.
We will take all necessary steps to ensure that they are afforded this opportunity, in line with the Association’s Equality & Diversity Policy, e.g. through provision of transport if requested, using easily accessible buildings for meetings, providing for child care and arranging language interpreters and literature translations where necessary.
Where possible we will encourage under represented groups to become involved with the Association and will engage with community groups representing under represented parts of the community.  
1.5
An Outline for our Overall Strategy

As a long-term goal, we will be looking to develop tenant participation in all areas of policy and standards of service particularly in relation to any proposals that are likely to affect tenants significantly.
To date, the Association has performed well on Tenant Participation with informal day to day participation a key element to the services we provide.  The more formal consultations and participations carried out in the past have also been relatively successful. The Aims and Action Points will look to build upon our current practices and seek new ways to consult with our tenants.

To this end, a number of aims are set out with the intention of informing tenants that we are committed to seeking more formal feedback as well as maintaining our traditional informal approach.

The Association’s goal in the long term is to empower tenants to take more decisions collectively about the services that are provided to them for their benefit.









TENANT PARTICIPATION STRATEGY 
AIMS & ACTION POINTS 2010/11
	AIMS
	ACTIONS
	METHOD/TIMESCALE
	RESOURCES

(STAFF RESPONSIBLE)
	MONITORING/REVIEW

	1.
	To ensure tenants are involved in the formulation of proposals concerning our Policies and Standards of Service.
	1.1
	Consult with tenants on rent and service charge increases.
	1.1.1
	Draw up and distribute information during November – January.

Information is drawn up on Revenue spending for the current year with indications of how different rent increases would affect future spending projections. 
A postal consultation is carried out.  The above information is issued and feedback sought by December / January.

The collated results of tenants’ views are reported to the Association’s Board of Management in January/February.

Final feedback to tenants in March.


	Staff time for drawing up and distributing information, collating feedback and presenting to Board of Management and tenants - (AD & Admin).
	Information from tenants is fed back to Board of Management, January/February during deliberation on rent increase.  Final feedback to tenants in March.

	
	
	1.2
	Invite tenants to be involved in reviewing Housing Management policies due for review.


	1.2.1
	Prior to each Policy Review invite those tenants that have expressed interest in being involved to attend a participatory exercise.

	Staff time for distributing invites and collating responses.
	


	
	AIMS


	
	ACTIONS
	
	METHOD/TIMESCALE
	RESOURCES

(STAFF RESPONSIBLE)
	MONITORING/REVIEW

	1.
	Continued
	
	
	1.2.2

1.2.3
	Undertake a participatory exercise with those tenants that have previously expressed an interest in being involved. Events normally scheduled to coincide with Policy Review Timetable.
Carry out a tenant satisfaction survey to gain feedback on the services we provide.
	Staff time for drawing up information/holding meetings and collating results – (Admin & appropriate Officer)

Possible consultant costs for planning and holding participative events.

Consultants’ costs to carry out survey. Staff time (IB/ AD) to liaise with consultant.
	Reports to Housing Management Committee at time of Policy Review.

Any Consultant’s cost monitored by Board of Management during Monthly finance reports.

	
	
	1.4
	Hold informal meetings to seek tenants’ views on our services.


	1.4.1
	Hold two informal meetings a year with ‘Focus Group’ members which allow tenants to ‘set the agenda’ and bring forward their own issues, priorities etc.
	Staff time organising and holding meetings.

(Admin, AD).
	Reports to Housing Management Committee on discussions following meetings.

	
	
	
	
	
	
	
	

	2.
	To continually improve and review our current methods of consultation
	2.1
	Explore with tenants what their preferred methods and topics for consultation are.


	2.1.1
	Methods of discussed with new tenants at time of allocation and their preferences noted. 
Tenant Preference list maintained accordingly.
Satisfaction survey to include questions on involvement. 


	Staff time – (IB, IM & Admin)
	

	
	
	2.2
	Liaise with all tenants involved in each consultation to gain feedback.


	2.2.1
	Standard feedback survey issued within 4 weeks of completing consultation.
	Staff time in distributing and collating information – (Admin)
	Findings from feedback surveys to be presented to Housing Management Committee at regular intervals.

	
	
	
	
	2.2.2
	Obtain feedback from tenants during informal events on topics and preferred methods of consultations.


	Staff time organising and holding meetings.

(Admin, AD).
	Reports on findings presented to Housing Management Committee



	
	AIMS
	
	ACTIONS
	
	                METHOD/TIMESCALE
	RESOURCES

(STAFF RESPONSIBLE)
	MONITORING/REVIEW

	2.
	Continued
	2.3


	Set Tenant Participation Strategy Aims and Action points on an annual basis.


	2.3.1


	The review of the Tenant Participation Strategy is carried out by the Housing Management Committee.
This is done by taking into account feedback gained from tenants throughout the year on their priorities and methods for involvement.

	
	Specific aims monitored periodically throughout the year.

Tenant Participation Strategy Review carried out – February/March.



	
	
	2.4
	Compare performance and procedures on Tenant Participation with other housing providers.


	2.4.1
	Staff to attend Tayside and Fife Tenant Participation Workers Forum.
	Staff time attending meetings – (IB/IM)
	Feedback to Housing Management Committee as appropriate

	
	
	
	
	
	
	
	

	3.
	Raise awareness of the benefits of Tenant Participation amongst tenants, staff and Board members.


	3.1
	Make copies of the Tenant Participation Strategy available to all tenants
	3.1.1

3.1.2
	Ensure copies are available in Association offices.

Make copies available in other public places, including Neighbourhood Centres, Council Offices and Libraries.


	Staff time – (Admin)

Staff time – (Admin)
	

	
	
	3.2
	Publicise the availability of the Strategy
	3.2.1
	In addition to 3.1.1 and 3.1.2 above, include in Association’s Newsletter and website, references and information about the TP Strategy.

	Consultant’s time preparing Newsletter / website 

Staff time liasing with consultants (AD/ Admin)


	Consultant costs monitored by Board of Management during Monthly finance reports.

	
	
	3.3
	Raise awareness of the benefits of getting involved.


	3.3.1
	Include in Association’s Newsletter and website, references and information about the benefits of getting involved.


	Consultant’s time preparing Newsletter / website 

Staff time liasing with consultants (AD/ Admin)


	Consultant costs monitored by Board of Management during Monthly finance reports.



	
	AIMS
	
	ACTIONS
	
	                METHOD/TIMESCALE
	RESOURCES

(STAFF RESPONSIBLE)
	MONITORING/REVIEW

	3.
	Continued
	3.4
	Publicise the availability of Tenant Association Start-Up Pack and assistance available for tenants who wish to become involved

	3.4.1

3.4.2
	Ensure information on Tenant Association Start-Up Pack is available in Association Offices.

Include in all correspondence relating to tenant involvement information on assistance available re child care, travel etc.
	Staff Time (Admin)


	

	
	
	3.5
	Raise awareness through the provision of training for Board members and staff


	3.5.1


	Make available to Board members and staff, attendance at conferences, ‘away days’ and external training.
	Cost of events


	Attendees to feed back to Board, experience of events.

	
	
	
	
	

	4.
	Ensure adequate systems are in place to carry out, monitor and evaluate the Tenant Participation workload set out in the Strategy.


	4.1

4.2
	Compare our actions with other Organisations on Tayside and Fife Tenant Participation Workers Forum

Monitor best practice. 

	4.1.1
4.2.1
	Staff to attend Tayside and Fife Tenant Participation Workers Forum
Staff and Board members to keep up to date with best practice information through CIH/ TIS/ TPAS publications and websites
	Staff time – attending meetings – (IB/IM)


	Feedback to Housing Management Committee as available.




	
	AIMS
	
	  ACTIONS
	
	       METHOD/TIMESCALE
	RESOURCES

(STAFF RESPONSIBLE)
	MONITORING/REVIEW

	5.
	To ensure adequate resources are available for use in Tenant Participation and to actively encourage full use of these.


	5.1
	Ensure a Tenant Participation Budget is set within our Budget for the year and to review the use of this budget throughout the year.
	5.1.1
	Budget heading of Participation, Promotion and Wider Role includes TP activities
	
	Board of Management responsible for setting Annual Budget and monitoring spend each month.


APPENDIX 1

GUIDELINES ON HOW WE WILL CONSULT WITH TENANTS

1.
Introduction


Glen Housing Association will aim to ensure that its services and policies are as sensitive as possible to the needs of tenants.  Consulting with tenants is an effective and inclusive way of achieving this and we have therefore set out guidelines which we will use when planning future consultations.

2.
Key Principles

· Before consulting be clear about what we want to achieve by it.

· Give clear information for more effective consultation.

· Make the purpose of the exercise clear.

· Make sure those being consulted know what we are trying to achieve.

· Make sure there is enough time and other resources available for the exercise.

· Use the most appropriate methods to suit the task.

· Keep accurate records of the consultation.

· Give feedback to those who participated and to others.

· Assess the effectiveness of the exercise.

· As far as possible, consult only with those tenants who are interested in the subject. This is achieved by keeping an up to date register of Tenants Preferences.
· Ensure adherence to the Association’s Equality & Diversity Policy and encourage individuals from under represented groups to become involved.

3.
Planning for Effective Consultation

When planning consultation we will be clear about what we are trying to do and we will communicate this to those we hope to involve.

· What are we consulting on?

· How can we effectively consult?

· What resources are needed to make sure we include everyone who wants to be involved?

4.
Information

· It is important that we let people know what consultation is planned and that we do it early enough to make sure they can be involved.
· All information, including letters, invitations, reports, draft documents, and adverts will be written in plain English and can be available in other forms if requested e.g. large type, Braille, other languages etc.
The purpose of consultation will be clear and we will tell tenants and others:

· Why we are asking people to get involved in the consultation.

· What may change as a result of the consultation.

· What cannot be changed (if anything) - we will be honest.

· When and how any final decisions will be made and who will make them.

· How the results of the consultation will be publicised.

5.
Timescales
Enough time will be allowed for effective consultation with tenants before the Association takes any final decisions on service or policy changes. 

If there is a Tenant Association involved, any time scale will be discussed with them before it is set.

For general guidance the following is set as a minimum:

· Surveys and other written

2 weeks depending on the size

responses



of the survey or document

· Meetings



1 weeks notice

· Small group meetings

1 weeks notice for consultation

meetings (not visits by Housing 

Officers and other staff)

6.
Methods of Consultation

A variety of methods of consultation will be used.  When planning an exercise, the most appropriate method/s will be chosen to ensure the most effective and inclusive consultation.  We will ensure that individuals as well as groups are consulted.

Glen Housing Association maintains a Tenant Participation and Consultation Database, which is regularly updated.  This holds information on tenants that have confirmed (through a survey or direct contact) that they wanted to be consulted and their preferred methods and subjects.

This database will be used to invite tenants directly to consultation exercises where we are looking for a range of views on general policies and issues.  We will also publicise the consultation exercises in other ways.
Effective consultation and involvement may include:

7.
Written Consultation

· Sending written information directly to individuals and groups and inviting feedback.

· Using the Association newsletter to give information and inviting feedback.

· Writing out to individuals and groups asking them for their views on specific policies, parts of policies or proposals.

· Using surveys to gather view of individuals or groups (100% or samples.

· Using mini surveys sent out with the newsletter to get feedback on specific questions.
8.
Face-to-face Consultation

· Actively seeking the views of certain individuals, organisations or groups by meeting with them.

· Holding general meetings, special meetings or focus groups (regular or one-offs).

· Visiting other groups to present proposals and to get feedback.

· Asking individuals tenants their views as and when they are seen by staff for other reasons e.g. home visit.

9.
Resources
· Budgets
Glen Housing Association currently budgets for tenant participation within the budget heading of Participation, Promotion and Wider Role.  This budget heading will be used for all tenant participation, information and publicity activities for the year.

We will seek to more actively make use of the resources available, through increased activity in promotion and publicity it is hoped we can generate more interest in tenant involvement. 

· Tenants’ Organisations

One way of supporting tenant involvement is for any Tenant Association which represents the Association tenants, whether formally or informally, to be provided funding from within this figure. All requests for funding will be considered by the Board of Management and all Tenant Associations have the right to apply for funding on a continuous basis, providing that there are still funds available within the budget.  Where a Tenant Association is registered with Glen Housing Association an annual funding figure can be agreed at the start of each financial year.

10.
Meetings

· Room Hire

We will arrange and pay for room hire.  We will use any appropriate available convenient meeting space.  Care will be taken to ensure that people with disabilities will have access.

· Transport
We will arrange and pay for transport if it is necessary to enable participants to attend.  This may include lifts from staff, taxis, bus hire and public transport.

· Caring Costs

We will reimburse caring costs (child and other) based on the recommended childminding or dependent caring rates.  A receipt will be required.

11.
Reviewing and Monitoring

We will regularly review and monitor our Tenant Participation Strategy and the ongoing work we have agreed to carry out.  Tenants may be asked:

· If they feel consultation has been clear

· If they feel they have been kept informed of the results

· What changes, if any, they would make in hindsight to the way the consultation was conducted

· If they can see the benefits of the work

· If the right resources were provided e.g. transport, venue etc

· If they are happy with our Tenant Participation Strategy and the achievements made

Tenants’ views about how happy they are with previous consultations carried out will be carefully considered and their views will be integral to any review of the strategy carried out.

We will ask tenants how effective each consultation has been immediately after the exercise has been completed.  We will do this through a variety of methods including surveys and face-to-face dialogue.

When a review is being carried out by the Association, the following issues will be considered:

· Can it be shown that our strategy is achieving tenant influence?

· Have our targets we have set for ourselves been met?

· Are there opportunities for all service users to participate?

· Do we consider equalities issues in our approach to participation?

· Are there appropriate resources provided to support tenants to participate.  If they are not used, why not?

· Do our policies, procedures and actions allow sufficient opportunities for tenant participation?

· Is our monitoring, evaluation and review framework effective?

The strategy will be subject to on-going review and will be carried out jointly by the Association and tenants.  It will consider how well tenant participation practice working, identify any gaps and revise the strategy to take these on board.

APPENDIX 2

OUR HISTORY OF PARTICIPATION
Glen Housing Association’s stock is split between the areas of Collydean in Glenrothes, the Broom Estate in Leven and Methil.  These three areas have developed their own community development models distinct from each other.

Active tenant participation has traditionally also been built around tenant members who sit on the Committees.  They have the opportunity to oversee the Association’s work and to make decisions on proposals which may be raised by staff or tenants. There are representatives from both Glenrothes and Levenmouth who sit on the Committee. In addition to this the Association has gradually built up new methods and practices as we work towards our goal of engaging with our tenants in all aspects of our services.

Following the introduction of the Housing Scotland Act 2001 the Association has continued to show its commitment to tenant participation.
During 2001 and 2002 the Association first appointed the Tenant Information Service (TIS) on a consultancy basis. TIS undertook a tenant participation Health check of the Association and helped provide training for staff and committee members.

During 2003 the Association drew up its first Tenant Participation Strategy. During this process consultations were held with 15 tenants to establish what they wanted to see in the strategy. Also during 2003 the Association agreed our procedure for registering Tenant Organisations and the Tenant Association Start-Up Pack was drawn up.
During 2004 consultation was carried out on the Associations Estate Management Policy, culminating in a review of the Policy. During this year a Tenants Working Group was established to redesign the Associations Tenants Handbook. A lot of work from staff, Committee and Tenants saw a new handbook distributed to all tenants in January 2005.

Also during 2005 a 2 stage consultation was carried out on the Repairs service. This comprised an initial questionnaire followed by focus group style meetings. The information here was fed into the Repairs Policy review.

Since 2003 all tenants have been consulted every year on the Associations proposed change in Rent & Service Charges.

In 2006 we carried out a Tenant Satisfaction Survey in order to gain feedback on our services.  At this time we also asked tenants their preferred methods and topics for consultation and this information has been used when considering policy reviews.

During 2006 the Association consulted with tenants on the Mutual Exchange, Transfers and Rent Arrears Policies using a variety of methods.

Our first Tenants Event was also held in 2006 it was felt this was a very useful tool in providing a lot of information to and gaining feedback from tenants on a large number of topics. The 2006 Tenants Event included information and feedback both formally through information sessions and informally by providing opportunities for tenants to discuss issues with staff and committee.
In 2007 the Association carried out further consultations on our Estate Management Void and Allocations policies.

During this year we held 2 informal tenants events in Glenrothes and Leven – “Chocolate Tasting” – which was well received by all those who attended.  Our AGM was less formal and attracted some new faces to the event.

Each year we produce a number of Newsletters and information leaflets keeping tenants informed of what is going on.

We continue to gain feedback informally on our day-to-day contact with tenants and carry out ongoing satisfaction surveys on our day-to-day repairs and planned maintenance activities.
In 2008 eight policies were reviewed with tenants invited to express their views prior to this.  We also expanded on the informal events and now have a core group (Focus Group) who have agreed to meet twice yearly giving tenants an opportunity to put forward their own agenda.
In 2009 ……….
Reviewed February 2010
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