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Home’s for Life’s Tenant Participation Strategy sets out what we mean by
Participation and sets out what this will mean to you in practice.
8

 How we will consult you
 What we will consult you about
 How you can get involved in decision making
 How you can help us improve services
 How you and your neighbours can form a registered tenant group (RTO)
 How you can get involved, through membership, attending meetings, take part in

policy and service reviews

We have continued to consult our tenants’ regularly throughout this period and informed
them through regular newsletters, briefing notes and to meet with our Tenant Panel
representatives through meetings as well as through our AGM.

What did we do during 2013-2014?

Consultation

 Ongoing Consultation on Tenant Satisfaction
We continuously survey our tenant’s satisfaction through questionnaires sent out
after each repair, gas servicing and home visits after allocations. Issues raised are
followed up and policy/procedures amended as necessary to improve our service
These include:-
- Repairs Satisfaction Surveys

- of R3 reactive maintenance repairs – we had a 40% response rate to the
satisfaction surveys which reported 77.1% rate of overall satisfaction with the
repairs contractor
- Gas Service and Repair call outs –there was a 37% response rate to the
surveys sent out which reported 96% rate of overall satisfaction.

- Post Allocation Surveys – we carried out 23 post allocation home visits.
 Annual Rent increase

Each year we write out to all our tenants seeking their views on the proposed April
rent increase.
- For the increase that would took place in April 2014 for the 4th year we

consulted on a below inflation increase- this year of 2.5% (at the time inflation
was 2.7%)

- Unfortunately we were unable to proceed with the planned Tenant meeting
due to lack of numbers willing to attend so this year’s consultation was with all
tenants through postal survey. We only had 34 responses which is a one less
than the previous year. However tenants were provided with a significant
amount of information, the increase was again below inflation and only 8.7%
tenants had expressed any dissatisfaction with the value for money for rent ain
the October large scale survey.
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 Full Scale Tenant Survey – October 2013
- We carried out a Full scale survey of all our tenants in October with a 50.9%

response rate. This is the highest response rate we’d ever had.
- This provided us with the Charter satisfaction indicators required by the

Regulator, information on the service priorities of our tenants and they would
like us to communicate with them. It also provided us with a pool of tenants
who may be willing to get more involved in participating.

 Any Changes Survey – March 2014
- As part of the annual survey to update our records of who is in our properties,

the ‘Any Changes?’ survey, we took the opportunity to ask tenants again about
participation preferences and satisfaction with the repairs contractor given a
perceived drop in standard of service.

We will continue to consult and/or provide information to any tenant who wishes to discuss
housing or community matters on an individual or group basis.

Information

 Newsletter
- We produced 4 newsletters , so we have a direct way of communicating with

and consulting our tenants. The newsletters also provided feedback from
consultations and prize draws.

 Rent Statements
We sent out rent statements each quarter to all our tenants

 Annual Report
- All our tenants were issued with a copy of the Annual Report in October 2013

informing them how the Company had performed over the previous year. Our
Annual report includes benchmarking against peer averages across a range of
Key Performance Indicators.

 Tenants Handbook
- Our tenant handbook provides essential information for tenants and is updated

on an ongoing basis as policies are reviewed or useful information changes.
However this is still outstanding for a full review and we are aware that many
tenants do not have a copy with the most up to date information.

 Language line
- In order to be able to communicate with tenants who’s first language isn’t

English we have an account with Languageline who offer interpretation
services as required.

 Briefings and Flyers
- Throughout the year we have provided tenants briefings on a range of subjects

from Welfare Reform to how to deal with Condensation
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Participation

 Tenant Panel –
- The Tenant Panel gives tenants an opportunity to become more involved in the

decision making process of the Company and has been established since 2008.
Its purpose is to
 To promote the interests of all Tenants;
 To influence and contribute to the practices and policies that govern the

provision of housing services ;
 To generate ideas and proposals which may benefit the Company’s

Tenants;
 Review policies and performance of the Company on matters that may

affect all of Homes for Life’s tenants;
 To review progress at complying with the Social Housing Charter

- During the 2013-14 the Tenant Panel meetings have reviewed feedback from
the Communications Survey and reviewed the Community Awards categories.

- The Tenant Panel is a successful launch pad for tenants to become more
involved by becoming Tenant Directors on the Board of Homes for Life. Three
of the regular tenant panel members became Tenant Directors at the
September 2013 Annual General Meeting.

- We arranged 2 tenant panel meetings to which all tenant’s are encouraged to
attend. however the December meeting was cancelled due to low numbers
intending to attend. The rent increase consultation was therefore only carried
out by postal survey to all tenants.

 Estate Walkabouts
- Our Tenant Estate Walkabout programme commenced again in May 2013 with

visits carried out at 11 of our developments. Where tenants are unable to
attend they made contact with the office so their ideas could be included.

- Fewer tenants are attending the walkabouts but they have still produced
improvements to developments from unreported fencing issues, providing
slabbed areas to relocate bins stores and marking out parking bays where this
had either not been done previously or had become faded over the years.

- Following the walkabouts in 2010 staff noted a number of tenants were
making particular efforts with their gardens and communities. This led to
setting up Community Pride awards where tenants were able to nominate
neighbours or put themselves forward for recognition of their contribution.

 Membership
- At each new sign up tenants are provided with copies of our Tenant

Participation Strategy and encouraged to become members. 165 of our tenants
are members of the Company up from 152 last year. This represents 128
separate households or 48% of our tenancies.
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Looking forward during 2014-2015

The Scottish Housing Charter places tenant’s interests at it core and there is an even
greater need for tenant involvement in the decision making and scrutiny of the Company’s
performance. Homes for Life will involve tenants in the assessment of its performance in
meeting the Charter outcomes each year and provide them with a report by October. At a
tenant meeting in May 2013, Tenants were asked to help design this report and asked
which information they wanted to see included. We’re following this up at the Tenant
Meeting in August.

The Communications Survey of March 2013, the Full Survey of October 2014 and the most
recent survey of March 2014 have all provided a useful core group of tenants who have
consistently expressed an interest in active participation. Twelve tenants said they’d be
interested in both being on a Panel that scrutinised the Company’s performance and
attend Tenant meetings and five of these said they’d be very interested. This is
encouraging given the very high numbers of tenants expressly stating they were not
interested in any form of participation.

Future technologies

During 2014-2015 we need to explore alternative technologies for tenant involvement to
ensure we are engaging with as many of our tenants as possible. The Communications
Survey indicated the newsletter is still the first choice for future communications by 70%
of tenants. However there are 43% of tenants in the 26-35 age group who would like to
see a presence on Facebook. The Any Changes Survey showed 40% of tenants interested
in telephone surveys and 22% interested in discussion through an online forum. For us to
continue to develop and encourage tenant interest in being involved in the management
of their homes we need to offer a variety of ways for tenants to interact with us. We
agreed to look at this as part of our IT renewal.


