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INTRODUCTION  

At West Highland Housing Association we want to involve our tenants in all of our activities.  

Within our Business Plan we have three key objectives 

• Investing in Property People and Places 
• Improving Tenant Satisfaction 
• Collaborative Organisation 

Our Tenant Engagement Plan is a key area for the organisation, with the ambition of achieving 
Gold Standard for Participation with TPAS (Tenants Participation Advisory Service)  

Tenant Engagement is something that we have been developing and we have many ways that our 
tenants engage with us. However in our recent satisfaction survey the question of “able to 
participate” showed an improvement of 5% however is still behind the RSL average.  This plan 
should help address this and improve satisfaction. 

This document sets out our current activities and  also new ways of engaging. Taking into account 
that individuals will want to participate at different levels, from one to one discussion to the formal 
appointment on the Board. 

We have our Customer Service Excellence programme (Welcome Home) where we put the 
tenants at the heart of our services and decision making. 

WHY ENGAGEMENT IS IMPORTANT 

We want to be sure that the services, policies and practices are right for our tenants and 
communities. There are also some regulator requirements, within the Scottish Social Housing 
Charter, Outcome 3 - Participation states: 

Social Landlords manage their businesses so that : 

Tenants and other  tenants find it easy to participate in and influence their landlord’s decisions at a 
level they feel comfortable with. 

Also within the Regulatory Standards, Standard 2 states: 

The RSL is open about and accountable for what is does, it understand and takes account of the 
needs and priorities of its tenants, service users and stakeholders, and its primary focus is the 
sustainable achievement of these priorities. 

OUR STRUCTURE 

We have recently reviewed the structure of our Association so that we have a greater presence 
within our communities.  We will have 3 Housing Assistants that will each have a “patch” of 
properties and tenants that they will look after.  The Housing and Customer Service Officer will own 
this plan and will ensure that there are engagement opportunities for all within our widespread 
geographical area, this may be in a formal or informal setting, it will be for tenants to decide if they 
want involved which option suits them and their circumstances best. 
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CURRENT WAYS TO GET INVOLVED 

The way that tenants and communities currently engage with us is detailed within this section, also 
highlighting wether it is a formal arrangement and part of our Governance, or informal.  

FORMAL: 

Member of Association 

For £1 tenants can become members of the Association.  This entitles them to attend the Annual 
General Meeting (AGM) which elects the Board and be eligible for nomination to stand for election 
to the Board.  

Tenant Board Member 

We are Governed by our Board, which has 12 places for both tenants and interested individuals, 
as a Member you can be nominated to stand for election. 

The Board meets a maximum of 8 times a year, during the day and last for 2 hours. We also have 
2 subcommittees one of which looks at the finances and the other health and safety, these meet 
quarterly and last for no more than 2 hours. All of these meetings are held within our office. 

Board members are not paid but will have any expenses, in relation to serving on the Board, 
reimbursed e.g. travel expenses.  

Constituted Group 

We have two constituted groups that we currently support and  they are: 

Glenshellach Growers  - This is a successful growing project within Glenshellach 

 

Beinn Lora Residents Group -  
This group is interested in their environment 
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Satisfaction Surveys  

We carry out a formal tenant satisfaction surveys every 3 years, where we ask a range of 
questions that help us shape our services and ensure that we have high levels of satisfaction.  

We also carry out ad hoc survey e.g. after improvement works, this again help to ensure we are 
delivering quality products to our tenants.  We would continue to use this method of engagement, 
and this can give a voice to tenants that don’t want to engage in other ways. 

Complaints 

We use complaints to improve services were the complaint highlights a service improvement is 
required. 

INFORMAL: 

Arm Chair Critic 

This method of engagement will be for our tenants that do want to participate and engage but 
would rather do it from their own home rather than come into the office.  This type of engagement 
made be a preference for our tenants out with the main land where travelling could be a barrier. 

There would be at least 4 occasions during the year that consultations are sent out to our Arm 
Chair Critics with a pro forma to be complete and returned, we will mainly do this by email, but if 
that is not suitable we will post information out. 

       Brew Burger Blether 

 This is an informal gathering that has been  
 held twice, where a number of our staff are in 
 attendance to meet with tenants, this is a fun 
 occasion, where tenants have  an opportunity 
 to meet and discuss anything they wish. These 
 have taken place in Oban. 

 Mince Pie and Coffee 

 An annual event held in the office at   
 Christmas, with invitation to all tenants to come 
 along, it’s it publicised in the Winter Newsletter 
 and social media. The event last for 3 hours, 
 with have held them on the mainland and one 
 of the Islands. 

 Estate Walk About 

 Tenants can walk around with the Housing  
       Assistant to review the common areas within 
       the estate. 
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TENANT ENGAGEMENT PLAN - New activities 

This plan will build upon some of the activities that we currently do as well as introducing some 
new opportunities.  

In addition to the current ways that we engage with our tenants we are going to either expand on 
our current activity or add these new ways to be involved.   

We will expand and develop our Brew, Burger and Blether to a brand that is the foundation  and 
hallmark of our engagement Brew and Blether. Estate walk about become Walk and Blether, then 
expanding that idea into our "In About It" Club which will be our Scrutiny Panel, where there will 
also be the opportunity for a Brew and a Blether. 

FORMAL: 

"In About It" Club (Tenant Scrutiny Panel) 

This new club will be set up to scrutinise our services and outcomes to ensure that they work well 
for tenants. The commitment from the "In About It" Club members would be to attend 2 Scrutiny 
Report Meetings a year, where they would meet within our offices to discuss the Direct Scrutiny 
that has taken place and agree the Visual Scrutiny Report for the Board with recommendations. 

In addition to this, there will be a menu of Direct Scrutiny where they can choose at least two 
activities. 

"In About It" Club members are not paid but will have any expenses in relation to attending 
meetings reimbursed. 

INFORMAL: 

Brew and Blether 

Our new way of engaging with all of our tenants mainland and the islands.  There will be annual 
events in all of our locations. For the smaller island these events will be held at the same time as 
individuals Welcome Home visit.  Each of these fun informal gatherings will have a number of staff 
in attendance. 

There will be a visual report of each of these events kept for future reference and published on 
social media to help encourage further participation. 

Brew and Blether will be part of all engagements we have including opening of Developments, 
conferences etc.  

Blether 

This will replace the old Estate Walk About with groups of tenants leading the walk to show what 
they want to have a blether about, which may still be estate management issues, but may also be 
about repairs, maintenance, anti-social behaviour etc. 

Blether with the Chair 

Every 6 months our Chair and Chief Executive, will welcome new tenants from  the previous six 
months in the office where they can talk about their tenancy, how they have found our services and 
give them information about all of the ways they can participate in our work.  

When tenants sign up they will be given a “Save the Date” invite followed up by an invitation 2 
weeks before the event. The meeting will last around an hour and expenses will be reimbursed. 
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Welcome Home 
 
We have introduced our tenancy visits, where we will visits out tenants in their homes at least once 
a year.    We have looked at a number of factors i.e. rent account, any Anti Social Behaviour, 
Support Needs, and suitability of the property for each of our tenants and made a decision on the 
frequency of the visit based on them, we have three categories of visits as below: 

 

No Tenancy Issues Some Tenancy Issues but not in 
danger of losing home 

Tenancy at risk or Tenant is 
socially isolated 

Annual Bi-Annual Monthly 

 
These visits will help to shape our services and give another opportunity for engagement at an 
individual level. 

 
HOW WE WILL ENCOURAGE TAKE UP 

 
We will begin a recruitment drive using our Newsletter, social media and Welcome Home Visits. 

 
Part of this drive will be to give the Housing Assistants the menu of engagement so that they can 
assist tenants in what suits them.   This will be discussed with tenants at their Welcome Home 
visits. 

 
We will also record what tenants preferences are on SDM (Housing Management Software) 

 
We will also be proactive in telling tenants whenever we have changed our service due to their 
feedback, this should help promote that engagement does make a difference. 

 
RESOURCES: 

Budget 

There will be a set budget for all of the engagement activities, with the Housing and Customer 
Services Officer being the budget holder, therefore giving full autonomy on the spend. 

 
Staff 

 
In addition to the Housing Staff, that would be responsible for engagement not only within their 
patch but also the wider community, there will be Tenant Engagement Administrator. (TEA)   The 
TEA would make sure that tenants had everything that they needed to engage e.g. Papers, 
Questionnaires, Meeting dates etc.  They would also take any notes at meetings and coordinate 
and issue invitations to events and keep all our social media up to date to make sure there is 
always good communication. 

 
Newsletter 

 
Our newsletter is issued twice per year and we will use this to promote engagement and also give 
feedback on service changes. There is also an annual report card issued, we will now include 
engagement activity in that report card. 

 
We are reviewing our overall Communication Strategy so that we ensure that our tenants are 
aware of all of our activities and our successes, whilst letting them know of where we have made 
improvements if we have not hit our high standards. 
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TIMETABLE OF CONSULTATIONS 
 
To give information to tenants to allow them to decide the right engagement method for them, in 
terms of their time commitment and making sure that the items for discussion interest them, we 
have created a timetable of consultations, this will be updated by the TEA and circulated as 
required. The first timetable is attached as an appendix. 

 
OUTCOMES 

 
The outcome of all of our tenant participation and engagement activities will be to get tenants 
voices heard and reflected in changes to services, policies and procedures. 

 
FEEDBACK 

 
We will do a review of each of the engagement methods annually to ensure that they are working 
effectively.   The review will be carried out independently by the organisation that carry out the 
Satisfaction Survey, with results and any actions being presented to the Board and the Tenant 
Scrutiny Panel with information published in News Letter. 

 

 
LAUNCH 

 
This plan will be launched at a consultation event with tenants on the 20th September 2017 and 
with staff at their away day on the 21st September. 

 
CONCLUSION 

 
Within this plan we now have a variety of engagement opportunities for all of our tenants, with the 
engaging Brew and Blether as the foundation. 

 
We have restructured our staffing team to ensure that we are more visible to all of our tenants 
within our communities. 

 
We have made the Housing and Customer Services Officer the owner and leader of this strategy, 
placing the responsibility in the right place. 

 
Creating the administrative support for the "In About It" Club and all of the other activities gives 
Engagement a proper place within the structure and not just an add on.  Likewise the creation of a 
specific Budget for all of the actives will allow this plan to flow. 



Appendix 1 

DIAGRAM OF ENGAGEMENT 
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Appendix 2 

CONSULTATION TIMETABLE 

CONSULTATION 
NAME

POLICY/PROCESS/
STRATEGY/INFORMAL

DATE INVITED

Tenant Engagement 
Plan

Strategy

Asset Management Strategy September 
2017

"In About It" Club

Arm Chair Critics

Estate Management 
Records

Strategy November 
2017

"In About It" Club

Blether
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Appendix 3 

ENGAGEMENT TIMETABLE 

ENGAGEMENT 
EVENT

LOCATION DATE INVITED

Blether with the  
Chair

WHHA Office New Tenants 
Previous 6 Months

Brew and Blether Oban All

Mull All

Blether Blether Participants

“In About It” 
Reports

WHHA Office DECEMBER 2017 "In About It" Club

JUNE 2018

Welcome Home 
Visits

Tenants Home CONTINUOUS Tenants
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