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This document can be produced in different formats, for example, in larger print or audio-format, and 
in other languages, as appropriate. We promote equality through seeking to eliminate unlawful and 
unfair treatment on the grounds of any protected characteristic, as appropriate. 

1. Introduction 
 
A tenant participation (TP) strategy sets out how tenants and other customers can take part in their 
landlord’s decision-making and how they can influence decisions about housing services, housing 
policies and procedures and housing conditions.  

This TP strategy complies with the requirements under the Housing Scotland Act 2001 and the Scottish 
Social Housing Charter (Published 2017) Outcomes Standards   

The TP strategy is supported by detailed procedures and guidance for staff and tenants. 
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1. Background 
 

Hillcrest Housing Association tenant participation strategy has been written by tenants and 
staff and is subject to Committee approval.  

 
A strategy is a document that explains the standards and guidance that we follow; this is to 
make sure that we deliver the highest quality of Tenant Participation and customer service.  

 
Tenant Participation must be at the heart of everything that we do.  Our Code of Conduct, co-
produced by staff and members of Hillcrest Action Residents and Tenants (HART) explains how 
we will do this. 

 
- Respect and honesty - Mutual respect for different views underpins all that we do 

 
- Confidential and non-personal - We will all respect all confidences and not personalise 

discussions 
 

- Be positive and encouraging - We listen and learn from each other in a positive, kind 
and encouraging way to make things better for everyone 

 
- Listen and include - Quiet and seldom heard voices are important - we want to hear 

from everyone 
 

The diagram below shows how our work with HART is linked and integrated with our wider TP 
engagement. 
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2. Vision, Aims and Obejctives  
 
2.1 Vision                                                                                                                                                                             

Significant numbers of tenants are involved at a level and pace they are comfortable with 
because of our active promotion of tenant participation and easy means of engagement.   
 
Our tenants are empowered to influence policy and service improvements giving meaningful 
opportunities to scrutinise our processes and performance, particularly through our continued 
support and encouragement of HART. 
 

2.2 Aims 
 

To be inspired by learning and drawing on the life experiences and insights of tenants to create 
positive influence and changes to the way we deliver services and use their experience to 
continually improve how we deliver tenant participation.  

2.1 Objectives  
 

We will ensure a range of participation events is available to enable as many tenants as 
possible to give their insights and support other departments that deliver tenant centred 
services. 
 
We will promote our “Tenant Pathway” diagram to help illustrate the numerous opportunities 
for involvement. Intentionally circular, without beginning or end, we hope to show how easy it 
is to get involved in ways they feel comfortable.  This will include: 

- Promoting and expanding our Interested Tenants Register 
- Holding events, focus groups & conducting surveys 
- Welcome meetings on new developments 
- Carrying out consultations electronically as well as face to face 
- Estate inspections and stair meetings 
- Tenant Newsletter and promoting tenant input  
- Joining HART   
- Annual Rent Increase Consultation & feedback 
- Maintenance & post new Development satisfaction surveys 
- Independent annual Satisfaction Survey (400 tenants) 
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. Resources,Training and Support 
 
The resources supporting this strategy include:-  
 

• A tenant participation budget; 
• A dedicated tenant participation team; 
• Support and funding for tenants groups;  
• Reimbursement of travel costs, out of pocket and other expenses;  
• Training and self development opportunities;  
• TP workshops and Conferences; 
• Marketing materials;  

• Grants for constituted groups; 
 

 
4. Responsibility 

 
Responsibility for approving the Tenant Participation strategy is with the Operations Sub-Committee. 
The Director of Housing has responsibility for submitting strategy reviews and also has responsibility 
for initiating and maintaining the supporting procedures. The implementation of strategy together 
with the management and administration of the tenant participation service is delegated to the 
Director of Housing.    
 
 

5. Monitoring and Evaluation 
 

This strategy and progress in meeting its objectives will be monitored quarterly by the Operations 
Manager and Tenant Services Manager and be overseen by the Director of Housing.  
 
The Operations Sub-Committee will receive an annual report on the progress and outcomes of this 
Strategy detailing the key outcomes, successes and achievements. 
 

6.  Conclusion 
 

The Tenant Participation Strategy aims to outline our commitment to tenant involvement and 
consultation.  We will review our approach to Tenant Participation regularly to ensure it is meeting 
its goals and at least every three years we will review the strategy in consultation with tenants. 
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