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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.  

 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 2014-2015 
 
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 

- R3 reactive maintenance repairs – we had a  36.17% 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 34.9% response rate to the 
surveys sent out which reported 81.7% rate of overall satisfaction. 

- Post Allocation Surveys – we carried out 32 post allocation or settling in visits. 
Only 3 tenants expressed any dissatisfaction and they were all to do with the 
standard of their home when they moved in.  

 Annual Rent increase 
Each year we write out to all our tenants seeking their views on the proposed April 
rent increase.  
In December 2014 all tenants were sent a consultation notice on the proposal to increase 
rents by 2% for our own build and 4% for the 22 ex East Lothian council properties still to 
have their rent brought in line with the rest of Homes for Life stock. The Tenant Panel met 
on 14th January 2015 to review the results of the survey.  

 
 
 
 

Tenant Participation Review 2014-2015 
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There were a total of 54 responses, 20 more than last year and the highest response we have had 
to date.  
 

 
2011  consult  4.7% 2012  consult 2.5% 2013  consult 2.5% 2014  consult 2% 

Nos. 
responded 

 
46 

 
35 

 
34 

 
54 

   
 

 Full Scale Tenant Survey – February 2015 
- We carried out a Full scale survey of all our tenants in February. This was a bit 

later than the previous year as we had already surveyed out tenants twice in 
the period before Christmas. We had a 44.2% response rate, only 16 fewer than 
last year and our 2nd highest response rate.  

- This provided us with the Charter satisfaction indicators required by the 
Regulator, information on the service priorities of our tenants and feedback on 
the cyclical maintenance carried out during the year. 

  Customer Report on the Charter Survey – October 2014 
- This was the first year of the Customer Report on the Charter. We consulted 

with the Tenant Panel as to what they wanted to see included and on the 

layout. There were 53 responses to the feedback questionnaire. The 

overwhelming majority reported satisfaction with the report and for it to be 

merged with the Annual Report for next year.  Two areas were selected for 

future inclusion – Void times and Evictions   

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.  

 Feedback reports 
We provided tenants with feedback reports on the surveys, rent consultation 

 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 2014 
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. 
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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 
 

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 2014-15 the Tenant Panel meetings have reviewed feedback from the 
Rent Increase Survey, the Large Scale Satisfaction Survey and the Customer 
Report on the Charter Survey. 

- In January they reviewed the content and layout of the other social landlords 
first Customer Charter Report.  

- The Tenant Panel provides a successful launch pad for tenants to become more 
involved by becoming Tenant Directors on the Board of Homes for Life.  Our 
Articles of Association stipulate there will always be a majority of tenant 
directors on the Board of HfL. After two tenants stepping down for health 
reasons towards the end of last year, we were only able to replace one of these 
from a pool of tenants who had expressed interest in getting involved.  

- We held 2 tenant panel meetings in August 2014 and January 2015 to which all 
tenant’s were encouraged to attend. 

 Estate Walkabouts 
- Our Tenant Estate Walkabout programme commenced again in May 2014 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. 
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-  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. 149 of our tenants are members 
of the Company. This represents 124 separate households or 44.3% of our 
tenancies.  
 

Looking forward during 2015-2016 
 
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 has involved tenants in the assessment of its performance in 
meeting the Charter outcomes each year and provides them with a report by October.  
 
Previous surveys (Communications Survey of March 2013, the Full Surveys of October 2013, 
January 2015, Any Changes Survey August 2015) have provided a useful core group of 
tenants who have consistently expressed an interest in active participation.  Last year twelve 
tenants had 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 was encouraging given the very high numbers of tenants expressly stating 
they were not interested in any form of active participation, however this has only 
converted into 1 new Director.  
The current consultation (August 2015) again indicates a very small number of tenants 
willing to give up time to attend meetings or be on a Tenant Panel, (10 tenants, of whom 
only 1 is very interested). The area that attracted by far the highest interest (41%), was the 
option to review policies at home. 

 
Future technologies 
During 2015-2016 we need to explore alternative technologies for tenant involvement to 
ensure we are engaging with as many of our tenants as possible. The 2015 Any Changes 
Survey shows an increased number of tenants stating a preference for consultation to be 
carried out by mail or email.  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 will investigate the option of using Survey monkey as a 
simple online consultation tool for the 2016 Rent Consultation and creating a database of 
tenants to be consulted by email. 
Responding to tenant feedback we propose to refocus our tenant participation towards 
greater home review, though there will still be a place for meetings. We’ll refer to these 
participants as Scrutineers – encouraging tenants to participate in whichever medium best 
suits them and as and when they feel inclined to do so. 
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Action Plan 2015- 2016 
Consultation 

ACTIVITY OUTCOME INDICATOR TIMESCALE OFFICER 

Develop issue 
based groups  

Increase tenant 
consultation in key 
matters of service 
delivery and policy 
issues 

Development 
of working 
group(s)  

As required Customer Service 
Manager/ Housing 
Officer 

     

Undertake repairs 
satisfaction surveys 

Ascertain levels of 
satisfaction / 
provide feedback 

Survey on all 
completed 
repairs 
reported 

Ongoing Customer Service 
Assistant /Housing 
Officer 

Undertake Post 
Allocation Survey 

Ascertain levels of 
satisfaction / 
provide feedback 

Complete 
surveys 

Within four months 
of allocation 

Housing Officer 

Undertake survey 
of the Regulator’s 8 
Charter satisfaction 
indicators  

Ascertain levels of 
satisfaction / 
provide feedback 

Complete 
surveys 

Annually Housing Officer/ 
Customer Service 
Manager 

Undertake 
Househould 
composition Survey 
+ other specific  
topic 

We hold up to date 
information. Mid 
year opportunity for 
further feedback 

Complete 
surveys 

Annually – approx. 
6 months apart 
from main 
satisfaction survey 

Customer Service 
Manager 

Consult tenants on 
proposals for key 
changes to service 
(inc. rent increase) 

Inform service 
review 

Timeous 
consultation 

As required Customer Service 
Manager / Housing 
Officer 

 

Information 
ACTIVITY OUTCOME INDICATOR TIMESCALE OFFICER 

Produce 4 
newsletters per 
year 

Improved written 
information flow 

Production of 4 
newsletters 

Each quarter Customer Service 
Manager / Housing 
Officer 

     

Produce  a 
combined 
Annual Report 
and Tenant 
Charter Report 

Provide 
performance 
information 

Production of 
Tenant Charter 

Report 

Each September 
and  by October 
each year 

Business Manager 
/Customer Service 
Manager / Housing 
Officer 

Update 
Tenants 
Handbook 

Provide up to 
date information 
on tenancy 
matters 

New handbook Ongoing 
 

Customer Service 
Assistant/Housing 
Officer / Customer 
Service Manager 

Provide written 
information in 
alternative 
formats and 
other 
languages if 
requested  

Access to 
information for all 
tenants 

Production of 
information in 
different formats / 
languages if 
required 

Ongoing at 
request 

Housing Officer 
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Participation 
ACTIVITY OUTCOME INDICATOR TIMESCALE OFFICER 

Establish 
working group(s) 
for reviews of 
policies and 
specific issues 

Greater Tenant 
involvement 
and decision 
making 

Focus group 
established and 
operating 

As necessary Housing Officer 

Establish 
‘Armchair 
Scrutineers’ to 
review policies 
at home 

Increased 
option/alternati
ve route to 
involvement  

Tenants who 
don’t want to 
attend meetings 
are able to 
participate 

Commence trial 
August 2015  

Customer Service 
Manager 

Investigate use 
of Survey 
Monkey as a 
method of online 
consultaion 

Increased 
option/alternati
ve route to 
involvement  

Wider inclusion 
of survey 
responses 

In time for 2016 
Annual Rent 
consultation 

Customer Service 
Manager 

Encourage 
greater tenant 
membership of 
the Homes for 
Life Partnership 

Greater tenant 
participation in 
HfLHP 
activities 

Maintain min 
25% tenant 
membership 
 
 

Ongoing  
 
 
 
 
 

Housing Officer 

Encourage and 
Replace Tenant 
Directors on the 
Board 

The Board has 
the full 
compliment of 
Tenant 
Directors as 
required  

Maintain                                                     
majority tenant 
directors on the 
Board  
 

By AGM 2016 and 
ongoing 

Customer Service 
Manager / Housing 
Officer 

Assist in setting 
up 
representative 
Tenants 
Organisations 

Greater tenant 
involvement 

Establishment of 
representative 
tenant 
organisations 

As requested Housing Officer 

 
 

Promotion 
ACTIVITY OUTCOME INDICATOR TIMESCALE OFFICER 

Continue to 
promote tenant 
involvement in 
decision 
making, using 
appropriate 
methods 

Increased 
tenant 
involvement 

Identification of 
new and 
appropriate 
methods of 
involving tenants 

Ongoing Housing Officer / 
Customer Service 
Manager 

Promote 
participation 
strategy 

Improve 
awareness and 
increase 
involvement 

Information 
bulletin and 
subsequent 
newsletter and / 
or annual report 
updates 

As necessary All staff and 
Directors 

 
 


