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Executive Summary 
Tenant participation is a two-way process whereby tenants and landlords share 
information, ideas and responsibilities in order to shape and improve our housing policies, 
housing services and the standard of our housing stock. 
 
There is a statutory requirement for social landlords to develop and publish a Tenant 
Participation Strategy in consultation with tenants.  The current Tenant Participation 
Strategy ‘Involving Tenants – Improving Services’ spans the period 2020 – 2025.   
 
This report seeks approval on a new Tenant Participation Strategy, ‘For Tenants, By 
Tenants’, which will cover the next five year period 2025-2030.  The strategy builds on the 
key successes achieved to date, with a strong track record of effective tenant participation, 
highlighted by the recent Tenant Participation Accreditation Scotland (TPAS) gold award, 
presented to the Council’s Tenant Participation Team in recognition of the high standard 
of tenant participation activity. 
 
 

Recommendations 
It is recommended that Housing Committee: 
 
(1) Acknowledge the development and consultation activity undertaken to produce a  

refreshed Tenant Participation Strategy. 
(2) Approve the new Tenant Participation Strategy: For Tenants, By Tenants  and 

associated action plan covering the period, 2025 – 2030. 
 

The Plan for North Lanarkshire 

Priority  All priorities 

Ambition statement (20) Improve the involvement of communities in the decisions, 
and development of services and supports, that affect them 

Programme of Work Statutory / corporate / service requirement 



1. Background 
 
1.1   The Housing (Scotland) Act 2001 introduced the first legal framework for tenant  

participation in Scotland. Section 53 (1) of the 2001 Act sets out the statutory 
requirement for social landlords to develop and publish a Tenant Participation Strategy 
in consultation with tenants.  

 
1.2   The Housing (Scotland) Act 2010 places additional duties on social landlords to involve  

both tenants and other customers in housing and related services with the introduction 
of the Scottish Social Housing Charter (SSHC).  
 

1.3   The Charter is supported by a framework of 37 indicators and 16 outcomes including  
satisfaction measures and a range of contextual data which we report on to the 
Scottish Housing Regulator (SHR) through an Annual Return on the Charter (ARC) by 
the end of May each year.  

 
1.4    There are three specific SSHC outcomes that relate to participation.  These are: 

 
• Equalities – every tenant and other customer has their individual needs and rights 

recognised, is treated fairly and with respect and receives fair access to housing 
and housing services 

• Communication – tenants and other customers find it easy to communicate with 
their landlord and get the information they need about their landlord, how and why 
it makes decisions and the services it provides 

• Participation – tenants and other customers are offered a range of opportunities 
that make it easy for them to participate in, and influence their landlord’s decisions 
at a level they feel comfortable with 

 
1.5   The current Tenant Participation Strategy ‘Involving Tenants – Improving Services’   

covers the period  2020 – 2025.  A new Tenant Participation Strategy ‘For Tenants, 
By Tenants’ covering the period 2025 to 2030 has been developed in partnership with 
North Lanarkshire Federation of Tenants and Residents, tenants’ and residents’ 
groups, individual tenants and residents, and wider stakeholders.  

 
 

2.   Report 
 
2.1    The Tenant Participation Strategy: For Tenants, By Tenants (2025-2030) replaces  

our previous five year Tenant Participation Strategy. It is the main source of information 
with regard to tenant participation for tenants and customers and outlines opportunities 
to participate in the monitoring and development of the housing service. The strategy:  

 
• Has been developed in line with our statutory duties and legislative requirements 

in relation to tenant and customer involvement  
• Sets out what actions and objectives we plan to achieve for the period 2025-2030 

and outlines our priorities for action and involvement  
• Sets out how we will support and resource tenant participation between 2025-2030 
• Aims to maximise involvement opportunities and sets out the range of formal and 

informal information, involvement and consultation opportunities  
• Includes a main action plan with a series of specific actions and milestones for the 

period 2025-2030  
  
2.2     The aim of this strategy is to continue to develop and improve how we communicate  

with our tenants and residents and to ensure we provide opportunities for participation 



and involvement that are accessible to all. This aim was developed from the key 
messages gathered throughout the consultation and engagement process. In order to 
achieve the aim we have developed objectives which can be measured to enable us 
to demonstrate our success to our tenants and residents throughout the lifetime of this 
strategy. 

   
2.3    The objectives set out within this strategy highlight the activities required to  

help achieve the overall aim. They are the main tasks required and are mindful of the 
key messages provided by our tenants and residents throughout consultation:  
 
• Objective 1: Enhance participation, capacity and empowerment across our 

communities 
• Objective 2: To develop engagement opportunities for our tenants, residents and 

under-represented groups that will develop their capacity to help themselves 
• Objective 3: Ensure effective use of tenant participation resources to involve 

tenants and residents in the development of services and support 
• Objective 4: Demonstrate continued commitment to customer satisfaction and 

feedback 
 
2.4    There has been extensive tenant and resident consultation and involvement both in  

 the development of the draft strategy and subsequently in finalising the strategy.  A   
 range of in-person and digital involvement methods have been employed to identify  
 key priorities in the development of the draft strategy which was launched formally for  

  consultation at the North Lanarkshire Federation of Tenants’ and Residents’  
  conference in June earlier this year.  The draft strategy was then published on the  
  council’s website for consultation with wider stakeholders, tenants and residents.  A  
  summary consultation report is published on the council’s website which provides  
  further detail on the feedback and comments received.  

 
2.5 The new strategy builds on the success of the previous strategy and the strong track  

record of excellence in all aspects of tenant participation activity as demonstrated in 
the recent Tenant Participation Accreditation Scotland (TPAS) award presented to the 
Council’s Tenant Participation Team in recognition of excellence in the field of tenant 
participation. 

 
 

3. Measures of success 
 
3.1 Implementation of the new Tenant Participation Strategy: For Tenants, By Tenants 

(2025-2030). 
   

 
4. Supporting documentation 
 

Appendix: Tenant Participation Strategy: For Tenants, By Tenants (2025 – 2030). 

  
Stephen Llewellyn 
Chief Officer (Housing) 

 
  



5. Impacts 
 
5.1 Public Sector Equality Duty and Fairer Scotland Duty 
 Does the report contain information that has an impact as a result of the Public 

Sector Equality Duty and/or Fairer Scotland Duty? 
 Yes ☒ No ☐ 
 If Yes, please provide a brief summary of the impact? 

 
An EqIA has been carried out for the Tenant Participation Strategy which shows a 
positive impact across all protected characteristic groups, and in particular for 
people who are currently under-represented in tenant participation and 
involvement.  This includes people from ethnic minority groups and younger 
people. 

 If Yes, has an assessment been carried out and published on the council’s 
website? https://www.northlanarkshire.gov.uk/your-community/equalities/equality-
and-fairer-scotland-duty-impact-assessments 

 Yes ☒ No ☐ 
5.2 Financial impact 
 Does the report contain any financial impacts? 
 Yes ☐ No ☒ 
 If Yes, have all relevant financial impacts been discussed and agreed with 

Finance? 
 Yes ☐ No ☐ 
 If Yes, please provide a brief summary of the impact? 

 
5.3 HR policy impact 
 Does the report contain any HR policy or procedure impacts? 
 Yes ☐ No ☒ 

 If Yes, have all relevant HR impacts been discussed and agreed with People 
Resources? 

 Yes ☐ No ☐ 

 If Yes, please provide a brief summary of the impact? 
 

5.4 Legal impact 
 Does the report contain any legal impacts (such as general legal matters, statutory 

considerations (including employment law considerations), or new legislation)? 
 Yes ☐ No ☒ 
 If Yes, have all relevant legal impacts been discussed and agreed with Legal and 

Democratic? 
 Yes ☐ No ☐ 
 

If Yes, please provide a brief summary of the impact? 

5.5 Data protection impact 
 Does the report / project / practice contain or involve the processing of personal 

data?   
 Yes ☐ No ☒ 
 If Yes, is the processing of this personal data likely to result in a high risk to the 

data subject? 
 Yes ☐ No ☐ 
 If Yes, has a Data Protection Impact Assessment (DPIA) been carried out and e-

mailed to dataprotection@northlan.gov.uk  
 Yes ☐ No ☐ 

https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
mailto:dataprotection@northlan.gov.uk


5.6 Technology / Digital impact 

 
Does the report contain information that has an impact on either technology, digital 
transformation, service redesign / business change processes, data management, 
or connectivity / broadband / Wi-Fi? 

 Yes ☐ No ☒ 

 If Yes, please provide a brief summary of the impact? 
 

 
Where the impact identifies a requirement for significant technology change, has 
an assessment been carried out (or is scheduled to be carried out) by the 
Enterprise Architecture Governance Group (EAGG)?  

 Yes ☐ No ☐ 
5.7 Environmental / Carbon impact 
 Does the report / project / practice contain information that has an impact on any 

environmental or carbon matters? 
 Yes ☐ No ☒ 
 If Yes, please provide a brief summary of the impact? 

 
5.8 Communications impact 
 Does the report contain any information that has an impact on the council’s 

communications activities? 
 Yes ☐ No ☒ 
 If Yes, please provide a brief summary of the impact? 

 
5.9 Risk impact 
 Is there a risk impact? 
 Yes ☐ No ☒ 

 
If Yes, please provide a brief summary of the key risks and potential impacts, 
highlighting where the risk(s) are assessed and recorded (e.g. Corporate or 
Service or Project Risk Registers), and how they are managed? 
 

5.10 Armed Forces Covenant Duty 

 
Does the report require to take due regard of the Armed Forces Covenant Duty (i.e. 
does it relate to healthcare, housing, or education services for in-Service or ex-
Service personnel, or their families, or widow(er)s)? 

 Yes ☐ No ☒ 

 

If Yes, please provide a brief summary of the provision which has been made to 
ensure there has been appropriate consideration of the particular needs of the 
Armed Forces community to make sure that they do not face disadvantage 
compared to other citizens in the provision of public services. 
 

5.11 Children’s rights and wellbeing impact 

 
Does the report contain any information regarding any council activity, service 
delivery, policy, or plan that has an impact on children and young people up to the 
age of 18, or on a specific group of these? 

 Yes ☐ No ☒ 

 
If Yes, please provide a brief summary of the impact and the provision that has 
been made to ensure there has been appropriate consideration of the relevant 
Articles from the United Nations Convention on the Rights of the Child (UNCRC). 
 

 If Yes, has a Children’s Rights and Wellbeing Impact Assessment (CRWIA) been 
carried out?  

 Yes ☐ No ☐ 
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Foreword  

We are  com m itted  to  e ffective  tenant 
pa rticipa tion  whereby tenants, re sidents, 
and  sta ff work in  pa rtne rsh ip  to  enhance  
pa rticipa tion , capacity and  em powerm en t 
across com m unitie s in  North  Lanarkshire . 
Much has been  achie ved  since  our previous 
Tenant Pa rticipa tion  Stra tegy and  we  will 
continue  to  build  on  these  achievem ents. 
 
In  the  de ve lopm ent of our Tenan t 
Pa rticipa tion  Stra tegy 2025-2030, tenants 
told  us tha t they want to  have  a  voice , ge t 
involved  and  influence  decisions as we ll a s 
im prove  com m unica tion , increase  tenant 
sa tisfaction , be tte r understand  a ll 
pe rspectives while  a lso im prove  and  
deve lop  se rvices. 
 
We would  like  to  take  th is opportunity to  thank North  Lanarkshire  Federa tion  of 
Tenants’ and  Reside n ts’, loca l tenants’ and  residents’ groups and  ind ividua l 
tenants who p layed  a  key role  in  deve loping th is stra tegy by giving your 
feedback, tim e , com m itm ent, and  va luable  contribu tions. We want to  
acknowledge  tha t the  involvem ent of te nan ts and  residents a re  a t the  hea rt of 
the  se rvices we  de live r and  through working toge the r we  can  im prove  housing 
se rvices to  m ake  living in  North  Lanarkshire  a  be tte r p lace . 
 

 

  

Councillor Micha e l McPa ke , Convener 
of Housing, Nort h  La na rkshire  
Council 



Tenant Pa rticipa tion  is  the  m ost crucia l 
e lem ent in  the  m akeup of North  
Lanarkshire  Federa tion  of Tenan ts & 
Residents, without it, the  Federa tion  wou ld  
be  unable  to  function . It is  a  fundam enta l 
qua lity and  one  tha t has he lped  m ake  th is 
Associa tion  the  la rgest of its  kind  in  
Scotland . 
 
Since  the  Federa tion’s  inception  e ightee n  
yea rs ago, pa rticipa tion  has been  a t the  
fore front of our stra tegy on  every leve l, 
from  supporting and  engaging with  new 
and  estab lished  groups, encouraging 
ind ividua ls to  form  a  group or, (when tha t 
can’t be  achieved) keeping in te rested  
tenants and  reside nts  fu lly inform ed of our 
extensive  program m e of m ee tings and  
events. 
 
North  Lanarkshire  is  a  la rge  and  d ive rse  loca l au thority, th is brings va rious 
cha llenges and  obsta cles, bu t, by working toge the r, in  tha t sp irit of pa rticipa tion , 
it is  possib le  to  overcom e these  hurd les. The  Federa tion  has, over tim e , bu ilt an  
exce llen t working re la tionsh ip  with  N.L.C. and  we  go towards our “landm ark” 
twentie th  yea r with  confide nce . We m ee t on  a  ve ry regula r basis with  sta ff from  
Housing and  o the r de partm ents, a s we ll a s with  the  Convener of Housing and  
othe r Elected  Mem be rs. Tenants a re  consulted  and  listened  to  bu t, withou t the  
core  infrastructure  of the  Federa tion  in  p lace , th is would  be  an  a lm ost 
im possib le  ta sk.  
 
This Federa tion  is  un ique  in  tha t it en joys the  support of a  fu ll-tim e  Tenant 
Pa rticipa tion  Team  to advise  and  guide  it, eve ry group has recognised  the  
benefits  of having an  in -house  T.P. Team  and each  group engages with  the  team  
a t its  own leve l and  needs. This is  the  icing on  North  Lanarkshire  Federa tion’s 
cake  and , having a  team  of professiona ls a t hand  has bee n  the  ca ta lyst for 
m aking it p robably the  m ost successfu l organisa tion  of its  kind  in  Scotland . 
 

 

 

Jim  Leona rd, Cha irperson, Nort h  
La na rkshire  Federa t ion of Tena nt s’ 
a nd Resident s’ 



It is  with  grea t p leasu re  as Chie f Office r of 
Housing to  in troduce  our new revised  Tena nt 
Pa rticipa tion  Stra tegy 2025-2030. A key 
strength  in  the  deve lopm ent of th is stra tegy 
has been  the  e ngagem ent of North  
Lanarkshire  Federa tion  of Tenan ts’ and  
Residents’, loca l tena nts’ and  residen ts’ 
groups and  ind ividua l tenants th rough 
a ttending m ee tings, pa rticipa ting in  focus 
groups, com ple ting surveys and  provid ing 
feedback. 
 
The  globa l pandem ic had  an  im pact on  the  
Tenant Pa rticipa tion  Stra tegy. We had  to  
respond quickly to  a  rap id ly changing 
situa tion  which  prese nted  cha lle nges and  
opportun itie s for de live ring tenan t pa rticipa tion  activitie s. 
 
Online  d igita l e ngagem ent becam e the  ne w form  for tenant pa rticipa tion  during 
the  pandem ic. More  recently face -to-face  m ethods of engagem ent have  
resum ed while  d igita l technology has continued  to  increase  our reach  to  tenants 
and  residents to  m ee t the ir needs and  pre fe rences. Tenant pa rticipa tion  grows 
from  strength  to  stre ngth , and  we  va lue  te nants’ contribu tions m aking tenant 
pa rticipa tion  in  North  Lanarkshire  wha t it is  today – te nants with  a  passion  for 
pa rticipa tion . 
 
Our new Tenant Pa rticipa tion  Stra tegy 2025-2030 se ts ou t our overa ll a im  and  
objectives for tenant pa rticipa tion , with  the  action  p lan  provid ing the  de ta il on  
how we  will do th is in  pa rtne rsh ip  with  our tenants and  residen ts. 
 
I would  like  to  thank a ll tenan ts and  tenan t and  resident represe nta tives who 
have  given  the ir tim e  and  energy to  engage  in  the  deve lopm e nt of our new 
Tenant Pa rticipa tion  Stra tegy 2025-2030 as we ll a s a ttending annua l 
confe rences, ca rrying out scru tiny of our se rvices, e sta te  wa lkabouts, m ee tings 
to  d iscuss housing issues and  provid ing vie ws on  wha t m a tte rs to  tenants. I look 
forward  to  continuing our good work with  tenants and  residen ts on  im proving 
housing se rvices in  the  com m unitie s of North  Lanarkshire . 
 

St ephen Llewellyn, Chief Officer 
(Housing), Nort h  La na rkshire  Council 



Your Tenant Participa tion  Team  

The  m ain  ro le  of the  Tenant Pa rticipa tion  Te am  is to  support loca l tenants and  reside nts with  issues tha t m a tte r to  them . The  
team  work with  existing tenants’ and residents’ groups, iden tify and  support new groups as we ll a s engage with  ind ividua l 
tenants and  reside nts  in  a  va rie ty of ways. The  team  a im  is to  involve  the  com m unity in  shaping housing se rvices by 
consulting with  tenan ts and  residents to  strengthen  the ir voice  and  by provid ing inform ation , support, and  advice  to  he lp  
deve lop  and  strengthen  pa rticipa tion  across North  Lanarkshire . The  team  ensure  tha t the  views of those  living in  our 
ne ighbourhoods a re  hea rd  on  wha t works we ll and  wha t nee ds to  be  im proved . We want to  de live r the  se rvices tha t tenants 
need  and  we  want to  ge t it righ t first tim e . We can  only do th is if tenants and  com m unity m em bers work toge the r with  us 
and  te ll us wha t is  im portan t to  them  and the ir com m unitie s. Our in -house  team  play a  key role  in  enab ling equa l 
opportun itie s for a ll our tenants, good com m unica tion  and  e ffective  pa rticipa tion .

Tracy Lennon, TP Manager Nancy Robertson, TP Officer Julie Gonzalez-Bradley, TP Officer Caroline Hanlon, TP Admin Assistant 



1. In troduction  

Our Tenant Pa rticipa tion   Stra tegy 2025-2030 has been  deve lope d  in  pa rtne rsh ip  
with  te nants’ and  re sidents’ groups, ind ividua l tenants and  North  Lanarkshire  
Federa tion  of Te nants’ and  Residents’ (NLF) through seeking and  listen ing to  the ir 
views. This stra tegy outlines how we  will support and  resource  Tenant 
Pa rticipa tion  over the  five  yea rs of the  stra tegy. 

De fin it ion  o f Te n a n t  Pa r t icipa t ion : 

The Na tiona l Stra tegy for Tena nt Pa rticipa tion – Pa rtners in Participa tion (1999) 
describes Tena nt Pa rticipa tion a s being “a bout tena nts ta king pa rt in decision ma king 
processes a nd influencing decisions a bout housing policies; housing conditions; a nd 
housing (and rela ted) services. It is a  two-wa y process which involves the sha ring of 

informa tion, idea s, a nd power. Its a im is to improve the sta nda rd of housing 
conditions a nd service.” 

Guide  t o Successfu l Tena nt  Pa rt icipa t ion, Scot t ish  Government  2019 
 

By ‘Tenan t Pa rticipa tion’ (TP), we  m ean a  two -way process whereby te nants and  
landlords sha re  inform ation , ideas, and  responsib ilitie s in  orde r to  shape  and  
im prove  our housing policies, housing se rvices and  the  standa rd  of our housing 
stock.  North  Lanarkshire  Council (NLC) is  com m itte d  to  working with  tenan ts and  
residents, recognising the  clea r benefits  tha t TP de live rs for the  peop le  and  
com m unitie s of North  Lanarkshire  and  the  Council. These  include , bu t a re  not 
lim ite d  to: 

• Im proved  se rvice  de live ry and  ou tcom es for tenants which  provide  va lue  
for m oney. 

• Working in  pa rtne rsh ip  to  identify and  achieve  sha red  objectives, 
contribu ting to  the  overa ll am bition  of reducing inequa litie s and  
im proving prosperity for everyone  in  North  Lanarkshire , a s se t ou t in  The  
Plan  for North  Lanarkshire . 

• Im proved  knowle dge  and  awareness am ongst tenants of housing 
se rvices with  increased  skills  and  confide nce  to  enable  pa rticipa tion  and  
influe nce  decisions. 

• Increased  tenant sa tisfaction  with  hom es, ne ighbourhoods, and  
com m unitie s. 



Over the  life tim e  of th is stra tegy, we  will continue  to  build  on  our successfu l 
com m unica tion  and  involvem ent approaches in  North  Lanarkshire  to  furthe r 
strengthen  pa rticipa tion .  In  doing so, we  will con tinue  to  em brace  TP 
throughou t our organisa tion , a t the  m ost sen ior leve l, for  office rs and  e lected  
m em bers responsib le  for stra tegic d irection , to  office rs working in  loca litie s, 
p rovid ing d irect support, advice , and  assistance  with in  our com m unitie s.  Our 
sta rting position  is  strong, with  com m on goa ls, a  cu lture  of m utua l re spect and  
understand ing and  a  passion  to  im prove  outcom es for the  peop le  of North  
Lanarkshire .  This stra tegy re flects on  our key achievem en ts achieved  over the  
past five  yea rs and  ou tlines our vision  and  fu ture  sha red  com m itm ents for the  
five -year pe riod  2025-2030: 
 

‘To cont inue  t o deve lop a nd im prove  how we  comm unica t e  wit h our t ena nt s 
a nd reside nt s; a nd t o ensure  we  provide  equa l opport unit ie s for pa rt icipa t ion 

a nd involvem ent  t ha t  a re  a ccessible  t o a ll.’ 

2. Stra tegic and  Legisla tive  Context  

We have  sum m arised  our legisla tive  dutie s be low. It first becam e a  lega l 
requirem en t in  2001 for landlords to  active ly deve lop  and  support TP and  
produce  a  TP Stra tegy in  consulta tion  with  tenants. 

Table 1: Legisla tive Requirements 

Le gis la t ion   Du t ie s  a n d  Re sp on s ib ilit ie s  How  w e  do  t h is? 

Housing 
(Scotland) Act 
2001 

Legal requirem ent for landlords to  
active ly deve lop  and  support TP and 
to  produce  a  TP Stra tegy. Tenants 
were  given  rights to  be  consulted  on  
decision  m aking on  the ir landlordΡs 
housing se rvices and  in  
continuously im proving landlord  
pe rform ance . 

Co-production  approach  to  
deve lopm ent and  im plem enta tion  
of stra tegie s, p lans, and 
pe rform ance  reporting: 
Ϋ TP Stra tegy  
Ϋ Local Housing Stra tegy (LHS) 
Ϋ Housing m anagem ent  
Ϋ Repairs and  m ain tenance  
Ϋ Rent consulta tion  

Housing 
(Scotland) Act 
2010 

The  Scottish  Socia l Housing Charte r 
(SSHC) and  the  independent Scottish  
Housing Regula tor (SHR) were  
in troduced  with  outcom es and  
standards for com m unica tion  and  

Tenant Scru tiny activity considers: 

Ϋ Standards of se rvice  to  be  
provided  in  re la tion  to  housing 
m anagem ent, repa irs and  
m ain tenance  



participa tion . Tenants a re  required  
to  be  asked  how sa tisЉed they a re  
with  how the ir landlord  keeps them  
inform ed on  services, the ir 
landlordΡs perform ance  and  
opportunitie s to  participa te  in  
decision  m aking. 

Ϋ Changes to ren t and  se rvice  
charges  

Ϋ Biennia l Tenant Sa tisfaction  
Survey 

Ϋ Perform ance  and  Review Group  

Com m unity 
Em powerm ent 
(Scotland) Act 
2015 

This he lps loca l com m unitie s ' vo ices 
to  be  heard  in  the  p lanning and  
de live ry of loca l se rvices. 

TP Team  encourage  tenant 
repre senta tives to  a ttend  
com m unity boards to  ensure  the  
voice  of tenants is  listened  to  in  
wide r decision  m aking. 

 

 
Th e  Na t ion a l St a n d a rd s  fo r  Com m u n it y En ga ge m e n t  

The  Nationa l Standards for Com m unity Engagem ent a re  good p ractice  princip les 
to  im prove  and  guide  the  process of com m unity engagem ent. Our TP Stra tegy 
was deve loped  in  line  with  the  Na tiona l Sta ndards for Com m unity Engagem ent 
and the  Scottish  Gove rnm ent’s Guide  to  Successfu l Tenant Pa rticipa tion . 

 
Figure 1: The Na tiona l Standa rds for Community Engagement 

 

Loca l Con t e xt  a n d  Lin ks  t o  o t h e r  St r a t e gie s , Pla n s  a n d  St ru ct u re s  

The  Plan  for North  Lanarkshire  se ts the  d irection  of trave l for the  Council, 
pa rtne rs, and  our unique  com m unitie s. The  Plan  has a  vision  where  North  
Lanarkshire  is  the  p lace  to  Live , Learn , Work, Invest, and  Visit. The  TP Stra tegy is  

https://www.scdc.org.uk/what/national-standards
https://www.gov.scot/publications/guide-successful-tenant-participation/


a ligned  to  the  vision  of The  Plan  for North  Lanarkshire  and  supports its  sha red  
am bition . It m akes a  pa rticu la rly strong contribu tion  to  the  key priority to  
“Enhance  pa rticipa tion , capacity and  em powerm ent across our com m unitie s.” 
 
Our Loca l Housing Stra tegy (LHS) 2021-2026 assesses housing need , dem and, 
and  provision  to  de live r h igh  qua lity housing and  re la ted  se rvices in  our 
com m unitie s in  North  Lanarkshire . Our TP Stra tegy is  an  action  with in  the  LHS 
which  em braces pa rtne rsh ip  working and  com m unity engagem ent. 
 
North  Lanarkshire  Partne rsh ip  facilita te s n ine  Com m unity Boards in  North  
Lanarkshire  provid ing the  m ain  ve hicle  for consulta tion  and  enga gem ent 
be tween com m unitie s and  the  Council. Our TP Team  encourage  tenant 
representa tives to  a ttend  com m unity boards to  represent the  views of tenants 
and  to  he lp  shape  and  contribu te  to  the  Loca l Outcom e Im prove m ent Plans.   
 
Our Equa lity Stra tegy focusses on  furthe ring the  am bitions and  p rioritie s of The  
Plan  for North  Lanarkshire . It recognises tha t the  poverty, d isadvantage , and  
inequa litie s tha t exist for som e  peop le  in  North  Lanarkshire  can  be  furthe r 
exacerba ted  if the y have  pa rticu la r characte ristics. There  a re  five  objectives to  
success in  m ainstream ing equa litie s with  two objectives re levan t to  the  TP 
Stra tegy:  Objective  1 “To know and understand  our com m unitie s” and  Objective  
2 “To involve  our com m unitie s e ffective ly”. The  TP Stra tegy is  com m itted  to  
involving those  in  se ldom -heard  groups including, bu t no t lim ite d  to , people  
from  e thn ic m inoritie s, Gypsy Trave lle rs, olde r peop le , and  young people .  It se ts 
ou t actions for understanding the  ba rrie rs a ffecting involvem ent and  e ffective ly 
facilita ting be tte r pa rticipa tion  to  e nsure  ou r TP groups a re  as representa tive  of 
the ir loca l com m unitie s a s they can  be . 



3. Regula tion  and  Perform ance  

Sco t t ish  Socia l Hou sin g Ch a r t e r  

The  first Scottish  Socia l Housing Charte r (SSHC) was in troduced  on  1 April 2012. 
There  have  bee n  two reviews in  2016 and  2021. The  Charte r se ts ou t the  qua lity 
and  va lue  of se rvices  tha t tenan ts can  expe ct from  socia l landlords when 
pe rform ing the ir housing activitie s. It a lso provides the  basis for the  Scottish  
Housing Regula tor (SHR) to  assess and  report on  how well landlords a re  
pe rform ing, enabling socia l landlords, the ir tenants  and se rvice  use rs to  identify 
a reas of good pe rform ance  and  a reas needing im provem en t. 
 
The  Charte r has 37 ind ica tors and  16 ou tcom es as we ll a s standards covering 
custom er/landlord  re la tionship  (equa litie s, com m unica tion , and  pa rticipa tion); 
housing qua lity and  m ain tenance ; ne ighbourhood and  com m unity; access to  
housing and  support; ge tting good va lue  from  rents and  se rvice  charges; and  
othe r custom ers. The  outcom es a re  about the  resu lts  a  socia l landlord  achieves 
for its  tenants and  custom ers. The  ou tcom es linked  to  th is stra tegy re la te  to  
custom er/landlord  re la tionship  on: 

 
Figure 2: Cha rter Outcomes for Tenant Pa rticipa tion  

 



All the  ou tcom es and  standards in  the  Charte r support the  righ t to  adequa te  
housing as a  hum an righ t by se tting the  sta ndards and  outcom es tha t socia l 
landlords should  achieve  for the ir tenants and  othe r custom ers by de live ring 
good qua lity hom es a nd  se rvices. 
 
A fu ll list of the  Charte r  outcom es and  standards is  included  with in  the  
supporting docum e nts ava ilab le  on  the  Scottish  Governm ent we bsite . 
 
Socia l landlords m ust provide  the  SHR with  an  Annua l Re turn  on  the  Charte r 
(ARC) by the  end  of May each  year. The  ARC reports our pe rform ance  
inform ation  to  the  SHR aga inst the  charte r ou tcom es and  includes contextua l 
da ta  re la ting to  our stock. 
 
We are  com m itted  to  working with  te nants and  custom ers in  assessing, 
im plem e nting, and  reporting on  a ll 16 Charte r ou tcom es. Following subm ission  
of the  ARC, the  SHR then  produces an  inde pende nt report on  ou r pe rform ance  
by the  end  of Septem ber/  October each  ye a r. This report is  ava ilab le  to  the  
public on  the  SHR website  a t www.scottishhousingreula tor.gov.uk and can  be  
used  to  com pare  our pe rform ance  aga inst tha t of o the r socia l housing landlords 
in  Scotland . 

 
Te n a n t  Sa t is fa ct ion  

 
Our tenants te ll us how sa tisfied  they a re  with  overa ll se rvice  and  pa rticipa tion  
which  is  a  requirem e nt of the  ARC. Our pe rform ance  across pa rticipa tion  and  
sa tisfaction  ind ica tors  continues to  im prove  and  consisten tly com pares 
favourably in  com parison  to  the  Scottish  loca l au thority average . 

 

86.6%  
of tenants sa tisfied  with  

overa ll se rvice  

 

95.8%  

of tenants sa id  that NLC 
was good at keeping 
them  in form ed about 

se rvices and  ou tcom es 

 

96.8% of tenan ts 
sa tisfied  with  

opportun ities to  
participate  in  landlord’s 

decision  m aking 

https://www.gov.scot/publications/scottish-social-housing-charter-november-2022
http://www.scottishhousingreulator.gov.uk/


 
Table 2: Scottish Socia l Housing Charter on Tenant Sa tisfaction Indica tors 

Sco t t ish  Socia l 
Hou s in g 
Ch a r t e r  
In d ica t or  

2017 2019 2021 2023 

Nor t h  
La n a rksh ir e  
Pe r form a n ce  

Dir e ct ion  

LA Ave ra ge  
2023 

Satisfied  with  
overa ll se rvice  
provided  

84.0% 91.0% 81.2% 86.6% Increase  of 5.4% 83.2% 

Landlord  good 
a t keeping 
them  in form ed 
about se rvices 
and  outcom es  

85.3% 92.5% 92.6% 95.8% Increase  of 3.2% 81.1% 

Satisfied  with  
opportun ities 
to  participa te  
in  landlord’s 
decision  
m aking 

68.0% 92.5% 96.8% 96.8% Main ta ined  76.5% 

 

An n u a l Assu ra n ce  St a t e m e n t  

We m ust subm it an  Annua l Assurance  Sta tem ent to  the  Regu la tor which  
provides assurance  tha t the  Council com plies with  the  re levant requirem e nts 
conta ined  in  Chap te r 3 of the  Regu la tory Fram ework. 
 
We have  to  conside r feedback from  our tenants and  othe r se rvice  use rs a s pa rt 
of the  Annua l Assurance  Fram ework, which  provides an  objective  view of how 
the  Housing Service  is  pe rform ing and  whe ther the  Charte r ou tcom es a re  
achieved .



4. Equal Opportun itie s  

“Every tenant and other customer has their individua l needs and 
rights recognised, is trea ted fa irly and with respect, and receives 

fa ir access to housing and housing services.” 
Scot t ish Socia l Housing Cha rt e r, Out com e 1 

 
In  line  with  the  Equa litie s Act 2010, our TP Stra tegy is  com m itte d  to  find ing ways 
to  m ake  sure  tha t pa rticipa tion  re flects the  righ ts and  needs of a  d ive rse  range  
of tenants, encourage s pa rticipa tion  from  people  of e thnic m inority 
backgrounds, people  with  physica l d isab ilitie s, olde r peop le , young peop le , and  
people  who share  a  p rotected  characte ristic. We a re  com m itted  to  rem oving 
ba rrie rs to  pa rticipa tion  for pe ople  who m ay be  d iscrim ina ted  or m argina lised  
and  we  will active ly seek to  encourage  tena nts and  residen ts from  under-
represented  popu la tion  groups in  our decision  m aking and  TP opportunitie s. 
 
Throughou t the  course  of th is stra tegy we  will im p lem ent an  equa lity da ta  
colla tion  and  m onitoring fram ework, to  a id  a  be tte r understanding of our tenan t 
involvem en t profile  to  he lp  us ide ntify spe cific com m unitie s of in te rest which  
require  m ore  ta rge te d  in te rve ntions to  im prove  involvem ent.  This will he lp  us 
ensure  tha t te nants and  residen ts involved  in  shaping housing se rvices a re  
representa tive  of our loca l com m unitie s, which  in  turn  will he lp  im prove  se rvices 
to  m ee t those  specific needs. 

5.  Im pact of Covid -19 Pandem ic 

Reflecting on  the  im pact of the  Covid -19 pandem ic, our m ethods of pa rticipa tion  
activitie s changed  as a  resu lt of re strictions and  Covid -recovery. It was a  
cha llenging tim e  for the  de live ry of a ll se rvices and  not least engaging with  
tenants on  the ir p re fe rred  face -to-face  basis. The  TP Team  kept in  touch  via  
te lephone , em ail, and  text m essage  during the  pandem ic with  a ll tenant and  
resident groups as we ll a s som e  individua l tenants, while  loca l groups supported  
the ir com m unitie s. Online  m ee tings were  he ld  with  NLF as we ll a s Food for 
Thought sessions and  tra in ing was provide d  to  support tenants on  ge tting 
online . Our p lans to  reconnect and  m ean ingfu lly e ngage  with  tenants has 
resum ed over the  past two years. 
 



The  pandem ic has re inforced  the  need  for our approach  to  be  flu id  and  
adaptab le  to  m ee t changing needs and  pre fe rences.  The  acce le ra tion  to  d igita l 
technology has a lso increased  our ab ility to  engage  with  m any m ore  tenants and  
residents than  previously, p rovid ing an  exciting opportun ity to  increase  
involvem en t over the  course  of th is new stra tegy. 

6. Aim s and  Objectives  

We deve lope d  our a im s and  objectives through consu lta tion  with  NLF, loca l 
tenants’ and  reside nts’ groups and  ind ividua l tenants th rough our online  
surveys, focus group and  confe rence . 
 
The  overa ll a im s of the  TP Stra tegy a t a  North  Lanarkshire  and  loca l leve l a re : 
 

To cont inue  t o deve lop a nd im prove  how we  comm unica t e  wit h our t ena nt s 
a nd reside nt s; a nd t o ensure  we  provide  equa l opport unit ie s for pa rt icipa t ion 

a nd involvem ent  t ha t  a re  a ccessible  t o a ll. 
 
To achieve  our a im s, we  have  deve loped  four objectives in  collabora tion  with  
tenants and  reside nts . These  a re : 
 
Object ive  1: En h a n ce  p a r t icip a t ion , ca p a cit y a n d  e m p ow e rm e n t  a cross  ou r  
com m u n it ie s  

We will continue  to  expand pa rticipa tion  and  involvem en t opportunitie s to  he lp  
tenants shape  and  influence  housing se rvices, m aking it easie r for people  to  ge t 
involved .  We understand  tha t not everyone  will want to  pa rticipa te  in  the  sam e  
way and  tha t ind ividua l needs can  va ry.  We will the re fore  ensure  tha t we  have  a  
range  of d iffe ren t ways in  which  peop le  can  ge t involve d  to  m ee t the  broad  
range  of needs and  will con tinue  to  ha rness the  new opportunitie s brought 
about by the  Covid -19 pandem ic to  increase  the  opportunitie s to  ge t involved  
d igita lly, recognising tha t on line  m e thods can  provide  a  m ore  convenie nt op tion  
for som e  tenants not ab le  to  ge t involved   in  trad itiona l face  to  face  activitie s.  At 
the  sam e  tim e , we  a lso acknowledge  tha t for som e  d igita l e ngagem ent m ay not 
be  an  option , whe the r th is is  th rough pe rsona l choice  or lack of access to  a  
device  or connectivity.  We will ensure  the re  is  a  wide  range  of both  in  pe rson , 
non-digita l and  d igita l opportun itie s ava ilab le .   



We will continue  to  work with  our pa rtne rs to  provide  tra in ing to  em power and  
crea te  capacity with in  our com m unitie s for involvem en t and  ra ise  awareness of 
opportun itie s th rough e ffective  pa rtne r collabora tion .   

We will a lso m ake  sure  tha t we  provide  inform ation  in  clea r, easy to  read  and  
accessib le  form ats. 

Object ive  2: t o  d e ve lop  e n ga ge m e n t  op p or t u n it ie s  fo r  ou r  t e n a n t s , 
r e s id e n t s  a n d  u n d e r -r e p re se n t e d  grou p s  t h a t  w ill d e ve lop  t h e ir  ca p a cit y t o  
h e lp  t h e m se lve s  

 We are  com m itted  to  continuing to  build  on  our successfu l program m e of 
involvem en t opportunitie s to  ide ntify new ways to  involve  m ore  tenants and  
residents and  in  pa rticu la r increase  the  involvem en t of te nants se ldom ly 
involved  in  tenan t pa rticipa tion . We  will extend  our reach , ta rge ting specific 
com m unitie s of in te rest who a re  under-re presented  in  our TP opportunitie s, to  
ensure  housing se rvices a re  shaped  by the  unique  com m unitie s which  the y 
se rve . 

Object ive  3: En su re  e ffe ct ive  u se  o f t e n a n t  p a r t icip a t ion  re sou rce s  t o  
in vo lve  t e n a n t s  a n d  re s id e n t s  in  t h e  d e ve lop m e n t  o f se rvice s  a n d  su p p or t  

We will continue  to  m ake  best use  of the  annua l TP resource  a lloca tion  to  
p ione er new ways to  increase  the  im pact of our resources to  stre ngthen  
pa rticipa tion .  We will review our te nant scru tiny de live ry m ode l to  iden tify 
recom m enda tions for a  fu ture  de live ry m ode l and  increase  our online  presence  
to  capita lise  on  cost e ffective  ways to  encourage  involvem ent. 

Object ive  4: De m on st ra t e  con t in u e d  com m it m e n t  t o  cu s t om e r  sa t is fa ct ion  
a n d  fe e d b a ck  

We will continue  to  involve  te nants in  revie wing pe rform ance  and  in  the  
production  and  revie w of the  annua l pe rform ance  report. We will review 
m ethods for m easuring tenant sa tisfaction  and  eva lua te  our subgroups to  
ensure  the y continue  to  be  fit for purpose .  We a re  com m itted  to  sha ring our 
activity with  othe r council se rvices to  increase  opportunitie s for collabora tion  to  
im prove  wider council se rvices for the  bene fit of our com m unitie s. 

 

 



7. Key Achievem ents  

There  have  bee n  seve ra l key achievem ents over the  la st five  yea rs. The  council 
has been  awarded  ‘gold’ in  TPAS Scotland’s Landlord’s Tenan t Pa rticipa tion  
Accredita tion , evidence  of the  h igh  standard  of a ll a spects of tenant pa rticipa tion  
activity over recent ye a rs.  Other key achievem ents include : 

 
 



 



8. Deve lop ing the  Stra tegy 
 

The  process for the  deve lopm e nt of the  TP Stra tegy 2025-2030 began  in  ea rly 
2024 with  a  two -phased  approach . Phase  1 en ta iled  a  review of our existing TP 
Stra tegy 2020-2025 and  a  scoping exercise  with  NLF to provide  feedback on  
wha t worked  we ll on  the  layout of the  2020-2025 stra tegy and  suggested  
im provem e nts. Resea rch  was undertaken  on  good practice  a t a  na tiona l leve l 
using the  Scottish  Governm ent’s Guide  to  Successfu l Tenant Pa rticipa tion  and 
exam ining TP stra tegies in  othe r loca l au thoritie s.  

We consulted  and  engaged  with  tenants a nd  residen ts th rough our on line  
survey and  focus group with  re presenta tives of tenants’ and  residents’ groups 
and  ind ividua l tenan ts. All these  m ethods of feedback inform ed  and  provided  
insights on  th is consu lta tive  dra ft of the  TP Stra tegy 2025-2030. 

Phase  2 of our consulta tion  focussed  on  the  consulta tive  dra ft stra tegy and  took 
p lace  over the  course  of June  to  August 2024. Feedback on  the  dra ft stra tegy 
used  a  range  of involvem ent and  consulta tion  m ethods.  Th is included  
publica tion  of the  stra tegy on  the  Council’s  website  with  an  online  survey, in  
addition  to  severa l on line  and  in -person  consulta tion  opportun itie s for a  range  
of d iffe ren t stakeholders, to  encourage  as wide  a  range  of views as possib le  to  
inform  the  fina l stra te gy.  A separa te  consulta tion  re port which  conta ins furthe r 
in form ation  on  the  consulta tion  and  deve lopm ent of the  stra tegy can  be  found 
as a  supplem enta ry report to  th is stra tegy on  the  Council’s website . 

 

 

 
 

https://www.gov.scot/publications/guide-successful-tenant-participation/
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* such as people with disabilities, ethnic minorities, Gypsy Travellers and young people. 

Te n a n t  Fe e d b a ck  – Wh a t  You  Sa id  

An on line  TP Surve y was undertaken  during March  and  April 2024 via  the  
Council’s website . The  survey was wide ly prom ote d  on  Gov Delive ry with  10,000 
subscribe rs, Towns Today, NLC and NLF socia l m edia , Lanarkshire  Live  Radio, 
yam m er post and  to  Tenants’ and  Reside n ts’ Groups as we ll a s e lected  
m em bers. Here  a re  som e of the  key find ings: 
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Here  a re  som e of the  benefits  and  ba rrie rs of be ing involved  in  tenant pa rticipa tion  h ighlighte d  by our te nants and  residen ts .
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Key m essages from  consulta tion  in  phase  2 on  the  dra ft stra tegy re inforced  the  
im portance  of provid ing clea r, easy to  read , accessib le  in form ation  in  a  range  of 
form ats and  of deve loping a  broader range  of activitie s to  extend  the  reach  of 
tenant pa rticipa tion  to  peop le  or groups who a re  under-re presented .  The  
stra tegy has been  revised  to  include  additiona l actions to  wide n  the  scope  of 
activitie s to  reach  a  la rge r audience . 

Over three  quarte rs of re sponden ts to  an  online  survey sa id  tha t the  dra ft 
stra tegy was easy to  read  and  understand . A sum m ary ve rsion  of the  stra tegy 
has been  produced  a longside  a  ‘one  page  stra tegy’ which  provides a  concise  and  
sim plified  way of conveying a ll the  key m essages of the  stra tegy in  a  qu ick 
re fe rence  docum ent. 

The  m ajority of re spondents agreed  with  the  a im s and  objectives  of the  stra tegy, 
with  em phasis p laced  on  prioritie s to  liste n  to  tenan ts and  to  strive  to  im prove  
custom er sa tisfaction . 

9. How to  Ge t Involved  in  North  Lanarksh ire  

Te n a n t  Pa r t icip a t ion  St ru ct u re  

NLC Housing Solu tions has overa ll re sponsib ility for the  de live ry of TP activitie s 
in  North  Lanarkshire . The  TP Team  is em ployed  by NLC Housing Solu tions and  
works in  pa rtne rsh ip  with  NLF, the  um bre lla  organisa tion  representing the  views 
of tenants and  reside nts groups across North  Lanarkshire . There  a re  36 tenants’ 
and  residents’ groups across North  Lanarkshire , which  a re  supported  by two TP 
Office rs.  Each  TP Office r provides support for d iffe ren t geographica l a reas. The  
overa ll m anagem ent of the  TP team  is provided  by a  TP m anager and  the re  is  
a lso a  TP adm inistra tive  assistan t to  support the  wider work of the  team .  The  
d iagram  be low shows the  structure  of TP in  North  Lanarkshire . 
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Figure 3: Tenant pa rticipa tion structure 
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Tenants and  reside nts can  ge t involved  in  TP in  North  Lanarkshire  through a  
va rie ty of ways and  activitie s. These  a re  as follows: 

Te n a n t s ’ a n d  Re s id e n t s ’ Grou p s  

Som e tenan ts choose  to  becom e form ally involve d  in  the  form  of e ithe r non -
registe red  or registe red  tenants’ and  residents’ groups.  Becom ing a  Registe red  
Tenants Organisa tion  (RTO) gives groups a  recognised  role  in  the  decision  
m aking process and  contact de ta ils  a re  m ain ta ined  on  a  public re giste r for 
consulta tion  and  inform ation  d istribu tion .  We would  encourage  groups to  app ly 
for RTO sta tus, however non -registe re d  groups can  still p rom ote  the  in te rests of 
the ir ne ighbourhood and  included  on  the  TP consulta tion  da tabase /contact list 
and  a re  a lso e ligib le  to  apply for an  annua l adm inistra tion  grant. 

Here  is  a  m ap showing the  groups across North  Lanarkshire : 
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Nor t h  La n a rksh ire  Fe d e ra t ion   

NLF was estab lished  in  2006, representing 
tenants and  reside nts  across North  
Lanarkshire . The  a im s of NLF a re  to  
prom ote  and  encoura ge  tenant and  
resident involvem en t and  to   m ake  a  
d iffe rence  by taking forward  the  views of 
loca l peop le . NLF have  fortn igh tly m e e tings 
to  d iscuss progress on  achieving actions 
with in  the  TP Stra tegy and  the  NLF 
Business Plan  which  a ligns with  our TP 
stra tegy.  

Ch a irp e r son s’ Me e t in g 

There  a re  quarte rly Loca l Cha irpe rsons’ m ee tings giving loca l te nants’ and  
residents’ groups the  opportun ity to  m ee t a nd  have  d iscussions with  the  loca l 
Area  Housing Manager. Representa tives from  tenan ts’ groups with in  each  
loca lity can  a tte nd  these  m ee tings. An individua l represen ta tive  m ay a ttend  in  
the  absence  of an  estab lished  
tenants’ group or whe re  a  group has 
folded . Mem bers of the  TP Team  
can  a lso a ttend  the  Cha irpe rsons’ 
m ee tings as a  centra l poin t of 
contact be tween tena nt 
representa tives and  loca lity sta ff. 

Est a t e  Wa lka b ou t s  

Esta te  Walkabouts a re  led  by 
tenants’ and  reside nts’ groups and  
active  tenant represe nta tives a long 
with  loca l housing offices following 
guide lines and  tim esca les. Tenants 
and  residents a re  given  the  
opportun ity to  h ighlight any prioritie s 
or issues of concern  with in  the ir loca l a reas to  housing sta ff. 
 

“My persona l tha nks for your 
support in setting up the 
Kirkwood 2023 Tenants’ a nd 
Residents’ Associa tion. Your 
support is much a pprecia ted.” 

Pe t e r  Fa n n in g, Ch a irpe r son  
Kirkw ood  Te n a n t s ’ & 
Re s id e n t s ’ Associa t ion  

“I wa s a bsolutely delighted, Jim 
a ctioned a ll of my issues 
immedia tely a nd there ha ve been 
tea ms of men working in the 
a rea .  It is now looking “first cla ss”. 

The entire group is delighted a nd 
this ha s a lso helped motiva te them 
more, a s a  group, a s they ha ve 
now seen first-ha nd the positive 
results from enga ging with loca lity 
sta ff.” 

Joh n  Du ffy, Morn a y Wa y Te n a n t s ’ 
& Re s id e n t s ’ Associa t ion   
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There  is  an  annua l Jo in t Tenan t and  Sta ff Cha irpe rsons’ and  Esta te  Walkabout 
Review Group Mee ting whereby tenan ts and  sta ff in  loca litie s have  the  
opportun ity to  d iscuss wha t works we ll, to  ind ica te  im provem ents to  be  
im plem e nted  as we ll a s review the  docum e nta tion  and  procedures. 

 

 

Te n a n t  Scru t in y 

Tenants and  o the r se rvice  use rs a re  involved  in  the  se lf-assessm ent process of 
landlords, which  take s an  in  depth  look a t pa rts of the  Housing Service . A Tenant 
Scru tiny Activity Fram ework has been  deve loped  in  pa rtne rsh ip  with  NLF. During 
the  pe riod  of the  previous stra tegy, our te nants focussed  on  Alloca tions, 
Re tirem ent Housing, and  the  Perform ance  Report. North  Sta r Consulting and  
Research  have  been  com m issione d  as our indepe nden t Tenan t Advisors to  ca rry 
out te nant scru tiny on  our be ha lf.  Feedback from  groups has  been  positive  on  
th is approach  to  tena nt scru tiny. We will continue  to  engage  with  our tenan ts 
and  residents during the  stra tegy pe riod  2025-2030 to  identify the  best 
opportun itie s and  m e thods of Tenant Scru tiny activity. 

 

 

“This wa s our first wa lk a bout when severa l of our members met with housing 
sta ff from North La na rkshire Council.  Over a  couple of hours, we covered a  
wide a rea  including va rious streets, common gra ss a rea s, a nd wa lkwa ys. 

We felt we were listened to, a nd it wa s a  grea t opportunity to be a ble to highlight 
pla ces of concern a nd discuss a  wide ra nge of issues.  Sta ff a greed to dea l with 
issues ra ised or report to other loca l housing la ndlords or other releva nt NLC 
sta ff. We’re rea lly gra teful to NLC sta ff for ta king the time to meet with us a nd 
underta ke the wa lka bout.” 

Da vid  Joh n s t on e , Ch a irp e r son  Tow n h e a d  Te n a n t s ’ & Re s id e n t s’ Associa t ion  

“We ha ve done a  wa lka bout with housing sta ff in our retirement housing 
complex a nd things tha t we looked a t ha ve a ll been done” 

Ga b e  Sm it h , Ch a irp e r son , Ch a p e lh a ll Te n a n t s ’ & Re s id e n t s  Associa t ion  
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Nor t h  La n a rksh ire  Fe d e ra t ion  Su b grou p s  

There  a re  curren tly th ree  NLF Subgroups: Am bition , Roads and  Stree t Lighting 
and  Waste  Managem ent which  m ee t on  a  quarte rly basis. Motherwell Tower 
Subgroup d isbanded  in  March  2021and wa s successfu l in  resolving issues in  
re la tion  to  Motherwell towers such  as fire  sa fe ty and  pa rking. NLF h ighligh ted : 

 
Am b it ion  Su b grou p  
 
The  Am bition  Subgroup is  the  newest of a ll our groups. Estab lished  in  2019 it is  
p roving to  be  e xtrem ely popula r, covering m any progressive  top ics such  as 
Town Cen tre  Regenera tion , New Supply, Ca pita l Investm e nt and  Tower 
Reprovisioning.  Group m em bers rece ive  rea l-tim e  upda tes re la ting to   
deve lopm ent projects , p lans, and  new technologies with in  North  Lanarkshire . 

 

“Council officers provide upda tes on Council rela ted housing ma tters a nd 
other issues such a s progra mmes of work involving the Council's pla ns for 
town centres. There is the opportunity to a sk questions a nd it is 
interesting to hea r a bout initia tives going on in other a rea s. The meetings 
a lso provide a n overview on the work the Council is doing to meet its 
ta rget of building new socia l housing in North La na rkshire. A grea t 
a dva nta ge in a ttending these meetings is the opportunity to meet with 
a nd ha ve discussion with the senior members of sta ff from the housing 
tea m - who a re a va ila ble a nd ha ppy to a nswer questions or source 
informa tion in response to the public's enquiries.” 

Ma ry McIn t osh , In d ivid u a l, Sh ot t s  

“This is a  grea t testa ment to the ha rd work a nd dedica tion of the group a nd 
council officers.” 

Jim  Le on a rd , Ch a irp e r son , Nor t h  La n a rk sh ire  Fe d e ra t ion  of 
Te n a n t s ’ & Re s id e n t s ’ 
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As well a s m ee ting quarte rly, group  m em be rs have  a lso joined  sta ff on  three  
site s visits  to  Chryston , Airdrie  and  Gowkth rapple . Groups m em bers were  ab le  
to  view new build  am enity housing and  the  opera tion  of a ir source  hea t pum ps 
which  will con tribu te  to  achieving ne t ze ro. Feedback rece ived  on  the  site  visits  
has been  positive  and  fu ture  visits  will be  p lanned  over 2025-2030. 
 

Roa d s  a n d  St re e t  Ligh t in g Su bgrou p  

The  group works in  pa rtne rsh ip  with  NLC Roads Departm ent which  is  a  ve ry 
use fu l two -way forum  for any roads issues and  upda tes which  a ffect a ll our 
com m unitie s. Mem be rs a re  encouraged  to  ra ise  any issues they see  or hea r 
about from  the ir loca l com m unitie s bu t a lso lea rn  of any upda te s and  p lanned  
program m es NLC have  ongoing.  

Wa st e  Ma n a ge m e n t  Su b grou p  

The  Waste  Managem ent Subgroup had  be en  runn ing since  2017 with  a  focus in  
the  ea rly days on  the  changes to  waste  collection  se rvices. In  recent yea rs, the  
group was a  key educa tiona l tool. A review was undertaken  of the  Waste  
Managem ent Subgroup and  we  look forward  to  re -estab lish ing a  re freshed  
group soon. 

 

Ambition Subgroup visit new development in Caplaw Grove, Gowkthrapple 
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NL in  Bloom  

The  TP Team  facilita te  NL in  Bloom . The  com petition  for 2024 has been  reviewed 
with  new ca tegories agreed . Representa tive s from  the  TP Team  and NLF visit 
each  yea r a ll shortlisted  ga rdens to  choose  winners and  hold  an  annua l 
ce lebra tion  event whereby winners a re  presented  with  a  NL in  Bloom  Gardens 
Award . A NL in  Bloom  brochure  was produced  of ga rden  winners for 2023. NL 
Bloom  has prove d  to  be  a  successfu l way of engaging with  te nan ts, p rom oting 
esta te  m anagem ent, and  h ighlighting ne ighbourhood im prove m ents. We 
witnessed  an  increase  of 20% in  pa rticipa tion  leve ls in  2023 com pared  to  the  
previous yea r dem onstra ting the  popu la rity of NL in  Bloom . 
 

Da t a b a se  o f Te n a n t s / Cu s t om e rs  

The  TP Team  hold  a  list of groups which  is  reviewed quarte rly and  annua lly. 
Contact de ta ils  a re  upda ted  on  a  regula r ba sis via  m ee tings, AGMs, and  Tenants’ 
Confe rences. 
 
 
 

NL in Bloom Awards Ceremony 
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NL Fe d e ra t ion  An n u a l Te n a n t s ’ a n d  Re s id e n t s ’ Con fe re n ce  a n d  NLC An n u a l 
Te n a n t s ’ Con fe re n ce  
 
An annua l NLF Tenan ts’ and  Residents’ Confe rence  & AGM and a  separa te  NLC 
Tenants’ Confe rence  a re  he ld  every yea r. There  have  been  three  NLF 
Confe rences and  three  Tenants’ Confe rences over the  course  of the  2020-2025 
stra tegy.  The  confe re nces rem ain  popu la r and  provide  an  e ffective  involvem en t 
and  ne tworking opportunity.  
 

 
 
 
 
 
 
 
 
 
 
 
 

 

 
North Lana rkshire Federa tion  Conference 

NLC Annua l Tenants’ Conference 
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Tra in in g a n d  De ve lop m e n t  

A varie ty of tra in ing a nd  brie fing sessions a re  de live red  to  consu lt with  and  
inform  our tenants a nd  custom ers on  key se rvice  a reas. These  include  the  NLF 
annua l program m e of “Food for Though t” sessions, tenants’ confe rences, open  
m ee tings, and  consulta tion  e vents which  a re  co -ordina te d  in  line  with  tra in ing 
needs, se rvice  prioritie s and  legisla tive  cha nges. Som e of the  “Food for Though t” 
sessions he ld  over the  stra tegy pe riod  included  sessions on  the  Charte r in  
January 2024; the  Te nants’ Code  of Conduct in  February 2024 and  the  new TP 
Stra tegy in  April 2024. A Cost-of-Living Even t was a lso he ld  in  March  2024. 
 
The  TP Team  de live r com m itte e  tra in ing to  groups and  have  produced  a  guide  
on  roles and  responsib ilitie s. There  have  be en  m on th ly deve lopm ent m ee tings 
to  review NLF’s Constitu tion  and  Code  of Conduct. Future  deve lopm ent m ee tings 
will review the  TP Guide  and  othe r po licies. Join t te nant and  sta ff tra in ing is  
p lanned  for e sta te  wa lkabouts and  cha irpe rsons’ m ee tings. 
 
Tenants a re  a lso supported  to  a tte nd  exte rna l confe rences and  tra in ing sessions 
to  ga in  knowle dge  and  understanding about na tiona l housing issues and  share  
good practice . 

Socia l Me d ia  

Our socia l m edia  pages for Facebook a re  used  to  consu lt e lectronica lly via  online  
surveys and  to  publicise  top ica l news and  e vents to  m axim ise  and  prom ote  
involvem en t opportunitie s. Our socia l m ed ia  is  an  e ffective  m edium  to ta rge t 
cam paigns such  as the  TP Adve nt Ca le ndar, In te rna tiona l Wom en’s Day, 
Em ployee  Apprecia tion  Day, and  Ce lebra ting Scottish  Housing Day. 
 
There  a re  curren tly 753 followers on  NLC’s TP Facebook Page : 
@NLCTenantParticipa tion  and 327 fo llowers of @nlfedera tion . There  has been  a  
substan tia l increase  in  Facebook followers with  m ore  than  double  since  our la st 
stra tegy when the re  were  301 followers.  

“This wa s our first time a ttending such event.  We found it rea lly informa tive, 
well run a nd worthwhile.” 

De n ise  Me n d e ll, In d ivid u a l 

https://www.facebook.com/nlctenantparticipationteam/
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Tenants can  keep  in  touch  with  housing ne ws and  se rvices via  em ail a le rts . 
There  is  eGov Delive ry which  provides an  opportunity to  subscribe  to  a  range  of 
top ics and  rece ive  an  em ail d irect to  your inbox by en te ring your em ail address. 
In  addition  to  housing news, subscrip tion  is  ava ilab le  to  a  range  of othe r top ics. 
To sign  up , visit www.north lanarkshire .gov.uk 

Digit a l Su p p or t  

The  TP Team  have  supported  tenan ts and  residents to  deve lop  the ir knowledge  
and  skills  in  the  use  of d igita l p la tform s to  pa rticipa te  in  virtua l m ee tings, Food 
for Thought and  Inform ation  sessions as we ll a s provide  tra in ing on  the  use  of 
d igita l devices and  lap tops. 

Te n a n t s ’ Ne w sle t t e r  

Our Tenants’ Newsle tte r  produced  twice  pe r annum  are  de live re d  to  every 
tenant a s we ll a s be ing online  and  shared  on  socia l m edia . 
  
A review of the  Tenan ts’ Newsle tte r 
saw the  in troduction  of a  living loca l 
ve rsion . We have  a lso agreed  to  se t 
up  a  join t te nant and  sta ff working 
group to  undertake  a  furthe r review 
during Autum n 2024. 

 

 

 

“I ca nnot tha nk the TP tea m enough, they ha ve given me a  new la ptop 
with internet & showed me how to use it, they even done a  dummy run 
of a n online meeting a s I wa s nervous to join in.  Since getting online, I 
ha ve a ttended ma ny meetings & sessions, giving me a  purpose a ga in.” 

Ja m e s  Co le , In d ividu a l, Cu m b e rn a u ld  

http://www.northlanarkshire.gov.uk/
https://www.northlanarkshire.gov.uk/housing/get-involved/tenants-newsletter
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Su rve ys  

We undertake  va rious surveys and  questionna ires regard ing our se rvices 
includ ing our b iennia l Tenant Sa tisfaction  Survey with  NLF contribu ting to  tenant 
sa tisfaction  questions . Our online  TP Surve y was deve loped  in  pa rtne rsh ip  with  
NLF to find  ou t tenan ts’ views on  the  stra te gy and  TP. 

Na t ion a l Te n a n t  En ga ge m e n t  

The  Scottish  Governm ent supports RTOs through four fu lly esta b lished  regiona l 
ne tworks. One  purpose  of the  RTO represe nta tives is  to  com m unica te  practica lly 
with  the  Scottish  Governm ent on  na tiona l policy issues. Having th is two -way 
conversa tion  m eans tha t the  governm ent can  tap  in to the  knowledge  and  
expertise  of the  RTO m em bers. Additiona lly, th is a lso m eans tha t RTOs a re  ab le  
to  pa rticipa te  and  respond to  consulta tion  docum en ts in  a  m ore  e ffective  and  
uniform  way. 

In d e p e n d e n t  Te n a n t  Scru t in y Su p p or t  
 
The  Council curren tly com m issions an  inde pende nt exte rna l organisa tion  to  
provide  scru tiny support to  NLF, tenants’ and  residen ts’ groups and  our wider 
tenants and  reside nts .  Tenant scru tiny involves a  pane l of te nants who m ee t 
regula rly, ga the r evidence , give  feedback to  the  Council and  m a ke  
recom m enda tions as pa rt of an  in -depth  re port. It has been  a  key success in  
im proving tenants’ and  residents ' ab ility to  influence  how se rvices a re  de live red . 
NLF, our tenants’ and  residents’ groups as we ll a s ind ividua ls who a re  engaged  in  
TP have  he lped  iden tify and  scru tin ise  seve ra l top ics. 

“Ba ck in 2023 severa l tena nts group representa tives a nd individua l 
tena nts a ttended a  focus group session to discuss a nd respond to a  
consulta tion by the Scottish Housing Regula tor – The Future of Socia l 
Housing Regula tion in Scotla nd.  The na tiona l picture ha s an impa ct on 
the housing service loca lly a nd it’s importa nt tha t tena nts a cross North 
La na rkshire ca n ha ve their sa y a nd influence na tiona l housing ma tters.  
This session wa s a  grea t opportunity to do tha t.” 

Jim  Le on a rd , Ch a irp e rson , Nor t h  La n a rksh ire  Fe d e ra t ion  
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10. Tenant Participa tion  Budge t  

The  te nant pa rticipa tion  budge t expend iture  was £352,954 for 2023/24 with  two -
th irds (63.7%) spent on  sta ffing costs, 10.4% on the  te nants’ ne wsle tte r – 
Tenants ' News and  7.3% on NLF Grant Funding. The  tab le  and  graph  be low 
provide  a  breakdown of how the  budge t was spent in  the  yea r 2023/24 on  a  
range  of se rvice  provision  and  e ngagem ent activitie s. It p rovides a  good 
indica tor of the  resources required  to  enab le  successfu l de live ry of th is stra tegy. 
 
Table 3: Budget Breakdown for 2023/24 

De scr ip t ion  É % of b u d ge t  

Sta ا  Costs  225,005 63.7 

Events & Engagem ent 7,488 2.1 

NLF Grant Funding 25,744 7.3 

Tenant Sa tisfaction  Survey 4,900 1.4 

Tenants News  36,669 10.4 

Tenants Grants  9,200 2.6 

Scrutiny (North  Star Contract) 10,985 3.1 

Conferences & Tra in ing 9,904 2.8 

TP budge t 20,000 5.6 

Othe r 3,059 1.0 

Tota l 352,954 100.0 

 
Figure 4: Budget Breakdown for 2023/24 
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11. Action  Plan  
Our action  p lan  se ts ou t the  actions to  be  de live red  to  achieve  ou r objectives and  a im . 
 

Ob je ct ive  1: En h a n ce  p a r t icip a t ion , ca p a cit y a n d  e m p ow e r m e n t  a cross  ou r  com m u n it ie s  

Act ion  Mile s t on e s  Tim e sca le  Le a d  

Ke y Act ion  1.1  
In  pa rtne rsh ip  with  our tenants and  
residents annua lly re view the  
Tenant Pa rticipa tion  Stra tegy and  
upda te  the  action  p la n  

• Com ple te  an  annua l review of the  
Tenant Pa rticipa tion  Stra tegy to  a lign  
with  curren t policy and  legisla tive  
requirem en ts  

• Update  progress on  achieving actions 
with in  the  p lan  

• Involve  tenant re presenta tives in  an  
appra isa l of the  actions conta ined  in  
the  new stra tegy 

• Continue  quarte rly re porting on  the  
stra tegy actions  

2025-2030 
 
 
 
Annua l 
 
2025-2030 
 
 
Quarte rly 

TPT/Tenan t 
Representa tives  

Ke y Act ion  1.2 
Review and  revita lise  loca l tenant 
pa rticipa tion  action  p lans in  
consulta tion  with  loca l groups and  
cha irpe rsons’ m ee tings  

• Annua l review of te nant pa rticipa tion  a t 
loca lity leve l 

• Quarte rly TPT and  Loca lity Manager 
m ee tings to  d iscuss actions  

• Delive r jo in t tenants a nd  sta ff 
tra in ing annua lly prom oting 

Annua l 
 
Quarte rly 
 
 
Annua l 
 

Loca l Groups, 
Cha irpe rsons’ 
Mee tings, TPT & 
LHT 
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Ob je ct ive  1: En h a n ce  p a r t icip a t ion , ca p a cit y a n d  e m p ow e r m e n t  a cross  ou r  com m u n it ie s  

Act ion  Mile s t on e s  Tim e sca le  Le a d  

awareness of the  process of tenant 
pa rticipa tion  a t loca lity leve l 

• Encourage  a ttendance  of tenants a t 
loca l tenant pa rticipa tion  action  
m ee tings  

 
 
2025-2030 

Ke y Act ion  1.3 
Conside r and  deve lop  
opportun itie s for socia l form s of 
engagem ent tha t will encourage  
tenant pa rticipa tion  and  bu ild  
capacity with in  com m unitie s  

• Consult with  tenants and  residents to  
deve lop  a  range  of socia l form s of 
engagem ent tha t e ncourage  tenant 
pa rticipa tion  and  bu ild  capacity 

• Deve lop  a  guidance  note  to  ou tline  
socia l activitie s tha t can  be  supported  
through tenan t pa rticipa tion  grant 
funding  

• Provide  support to  te nants’ and  
residents’ groups to  crea te  a  d ia ry of 
socia l activitie s  

2025-2030 
 
 
 
2025 
 
 
 
2025-2030 

TPT 

Ke y Act ion  1.4 
Deve lop  an  annua l te nant 
pa rticipa tion  tra in ing and  
inform ation  program m e  

• Deve lop  a  revised  tra in ing p lan  for 
tenant pa rticipa tion  

• Consult with  tenants and  residents on  
fu ture  tra in ing and  in form ation  
requirem en ts  

2025 
 
2025-2030 
 
 

TPT  
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Ob je ct ive  1: En h a n ce  p a r t icip a t ion , ca p a cit y a n d  e m p ow e r m e n t  a cross  ou r  com m u n it ie s  

Act ion  Mile s t on e s  Tim e sca le  Le a d  

• Consult volunta ry and  pub lic sector 
organisa tions on  pote n tia l join t tra in ing 
opportun itie s  

• Deve lop  inform ation  program m e  

2025-2030 
 
 
2025-2030 

Ke y Act ion  1.5 
Review a rrangem ents in  re la tion  to  
gran t a ssistance  to  support te nants’ 
and  residents’ groups and  NLF 
  
  
  

• Review curren t funding a rrangem ents  
• Conside r review and  tenant scru tiny 

find ings to  inform  fu ture  resourcing 
• Consult on  and  deve lop  proposa ls in  

re la tion  to  te nant pa rticipa tion   

2025-2030 
2025-2030 
 
2025-2030 
 

TPT/NLF 

Ke y Act ion  1.6 
Continue  to  de ve lop  e ffective  
com m unica tion  to  he lp  ensure  
involvem en t opportunitie s a re  
accessib le  for everyone  

• Provide  h igh  qua lity inform ation  in  p la in  
language  tha t can  be  accessed  in  a  range  
of form ats and  languages  

• Deve lop  and  m ain ta in  a  registe r of 
tenants and  reside nts  who require  
inform ation  in  a lte rna tive  form ats or 
languages or need  specific a ssistance  to  
pa rticipa te  to  the ir fu ll pote n tia l 

• Review existing tenan t pa rticipa tion  
inform ation  ava ilab le  via  the  Council 

2025-2030 
 
 
2025 
 
 
 
 
2025 

TPT/NLF 
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Ob je ct ive  1: En h a n ce  p a r t icip a t ion , ca p a cit y a n d  e m p ow e r m e n t  a cross  ou r  com m u n it ie s  

Act ion  Mile s t on e s  Tim e sca le  Le a d  

website  or prin ted  form  to ensure  it is  
accessib le  and  easy to  understand  
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Ob je ct ive  2: Con t in u e  t o  d e ve lop  e n ga ge m e n t  op p or t u n it ie s  fo r  ou r  t e n a n t s , r e s id e n t s  a n d  u n d e r -r e p re se n t e d  
grou p s  t h a t  w ill d e ve lop  t h e ir  ca p a cit y t o  h e lp  t h e m se lve s  

Act ion   Mile s t on e s  Tim e sca le  Le a d   

Ke y Act ion  2.1 
Work with  our tenan ts and  
residents to  produce  and  review 
the  ‘Te nant Pa rticipa tion  Guide’ 

• Consult and  engage  with  te nants on  
conten t  

• Deve lop  and  produce  a  ‘Guide  to  Tenant 
Pa rticipa tion’ including Code  of Practice , 
NLF Business Plan , Code  of Conduct, 
Term s of Refe rence , Constitu tion , 
Eva lua tions, Grant Applica tions  

• Conside r and  deve lop  opportun itie s tha t 
will increase  pa rticipa tion  and  reduce  
adm inistra tive  burde n  on  groups and  
ind ividua ls sta rting the ir tenant 
pa rticipa tion  journey 

2025 – 2030 
 
2026 
 
 
 
 
2025-2030 

  
  

  
  
  
  
  

  
 

TPT 

Ke y Act ion  2.2 
Undertake  annua l tenants’ 
engagem ent opportunitie s to  

• Deve lop  and  pub licise  annua l d ia ry of 
engagem ent opportunitie s  

• Carry out regula r consulta tion  on  re n t 
increases and  provide  clea r and  concise  

Annua l 
 
Annua l 
 

TPT/NLF 
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Ob je ct ive  2: Con t in u e  t o  d e ve lop  e n ga ge m e n t  op p or t u n it ie s  fo r  ou r  t e n a n t s , r e s id e n t s  a n d  u n d e r -r e p re se n t e d  
grou p s  t h a t  w ill d e ve lop  t h e ir  ca p a cit y t o  h e lp  t h e m se lve s  

Act ion   Mile s t on e s  Tim e sca le  Le a d   

in form  and  influe nce  se rvice  
de live ry 

in form ation  to  he lp  te nants m ake  
inform ed choices  

• Assist NLF to deve lop  an  Open Mee ting 
program m e on  key se rvice  a reas  

• Assist NLF to deve lop  and  im plem e nt the ir 
Food for Though t (FfT) Program m e  

• Ensure  recom m enda tions and  find ings 
from  FfT program m e inform  fu ture  
se rvice  de live ry for Housing Solu tions  

 
 
2025-2030 
 
2025-2030 
 
2025-2030 
 
 

Ke y Act ion  2.3 
Raise  awareness of tenant 
pa rticipa tion  se rvices and  activitie s 
with in  our loca l com m unitie s and  
council se rvices  

• Encourage  m ore  ind ividua ls to  becom e 
involved  in  tenan t pa rticipa tion  

• Increase  visib ility of sta ff with in  
com m unitie s  

• Ensure  the  voice  of te nants and  residen ts 
is  represented  a t the  Com m unity Boards  

Annua l  
 
2025-2030 
 
2025-2030 
  

TPT/LHT 

Ke y Act ion  2.4 
Increase  involvem en t of under-
represented  groups in  tenant 
pa rticipa tion  

• Im prove  our understanding of the  profile  
of tenants and  reside nts involved  in  
tenant pa rticipa tion  

2025-2030 
 
 
 
 

TPT 



47 

Ob je ct ive  2: Con t in u e  t o  d e ve lop  e n ga ge m e n t  op p or t u n it ie s  fo r  ou r  t e n a n t s , r e s id e n t s  a n d  u n d e r -r e p re se n t e d  
grou p s  t h a t  w ill d e ve lop  t h e ir  ca p a cit y t o  h e lp  t h e m se lve s  

Act ion   Mile s t on e s  Tim e sca le  Le a d   

• Im plem ent a  fram ework for ga the ring 
equa lity m on itoring da ta  for tenants and  
residents involve d  in  tenant pa rticipa tion  

• Undertake  annua l ana lysis of equa lity 
m onitoring inform ation  to  ide ntify under-
represented  groups  

• Deve lop  an  action  p la n  to  increase  
involvem en t of under-represented  
groups/  ind ividua ls  

• Establish  connections  with  the  pan  
Lanarkshire  Gypsy Trave lle r Stra tegic 
Group to  e xplore  opportun itie s to  support 
engagem ent and  pa rticipa tion  of the  
Gypsy Trave lle r com m unity in  shaping 
se rvices  

• Work with  NLC Equa litie s Manager to  
identify opportunitie s  to  increase  
awareness of tenant pa rticipa tion  
am ongst under-re pre sented  groups 
linking to  the  Council’s Equa lity Stra tegy 

2025 
 
 
Annua l 
 
 
2025 (and  
kept under 
review) 
2025 
 
 
 
 
 
2025-2030 
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Ob je ct ive  3: En su re  e ffe ct ive  u se  o f t e n a n t  p a r t icip a t ion  re sou rce s  t o  in vo lve  t e n a n t s  a n d  re s id e n t s  in  t h e  
d e cis ion s , a n d  d e ve lop m e n t  o f se rvice s  a n d  su p p or t s  

Act ion  Mile s t on e s  Tim e sca le  Le a d   

Ke y Act ion  3.1 
Review Tenants’ Newsle tte r  

• Carry out m arke t re sea rch  to  de te rm ine  
best m edia /form  for newsle tte r  

• Im plem ent Newsle tte r Working Group to  
involve  tenan ts and  residents in  a ssisting 
with  conten t ideas and  tenant a rticle s  

• Produce  two Tenants Newsle tte rs annua lly 

Ongoing 
 
2025-2030 
 
 
Bi-annua l 

ALL 

Ke y Act ion  3.2  
Furthe r deve lop  use  of technology 
to  prom ote  and  incre ase  tenant 
pa rticipa tion  

• Review e lectron ic pub licity m e thods and  
im plem e nt find ings  

• Increase  use  of socia l m edia  and  council 
website  to  inform , involve  and  e ngage  on  
tenant pa rticipa tion  

• Deve lop  and  im plem e nt tra in ing 
program m e for socia l m edia  tra in ing for 
tenants’ and  reside nts’ groups and  
ind ividua ls  

• Deve lop  virtua l te nan ts’ and  residents’ 
opportun itie s for e ngagem ent and  
pa rticipa tion  

2025 
 
2025-2030 
 
 
2026 
 
 
 
2025-2030 

TPT/NLC 



49 

Ob je ct ive  3: En su re  e ffe ct ive  u se  o f t e n a n t  p a r t icip a t ion  re sou rce s  t o  in vo lve  t e n a n t s  a n d  re s id e n t s  in  t h e  
d e cis ion s , a n d  d e ve lop m e n t  o f se rvice s  a n d  su p p or t s  

Act ion  Mile s t on e s  Tim e sca le  Le a d   

Ke y Act ion  3.3 
Deve lop  ongoing program m e of 
tenant scru tiny top ics  and  
activitie s  

• Com ple te  annua l program m e of tenant 
scru tiny activitie s and  im plem en t 
recom m enda tions/find ings  

• Assist NLF to deve lop  annua l program m e 
of tenant scru tiny 

• Review curren t se rvice  de live ry m ode l  

Annua l 
 
 
Annua l 
 
2026 

TPT/NLF 

Ke y Act ion  3.4 
Delive r tenan t pa rticipa tion  
se rvices a t a  ne ighbourhood leve l 
to  respond to  needs a s they a rise  

• Deve lop  short-life  groups to  address 
pa rticu la r loca l housing issues  

• Im prove  com m unica tion  and  re la tionsh ips 
by keeping groups and  ind ividua ls 
upda ted  on  sta ff changes with in  loca l 
team s  

• Ensure  a ll fron tline  housing sta ff a re  
consisten tly tra ine d  and  inform ed in  
re la tion  to  te nant pa rticipa tion  

• Provide  join t tra in ing opportun itie s in  
re la tion  to  te nant pa rticipa tion  for sta ff in  
othe r se rvices  

• Continue  to  de ve lop  re la tionships with  
othe r council se rvices to  enable  ‘p iggy 

Annua l  
 
2025-2030 
 
 
 
2025-2030 
 
 
2025-2030 
 
 
2025-2030 

TPT 
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Ob je ct ive  3: En su re  e ffe ct ive  u se  o f t e n a n t  p a r t icip a t ion  re sou rce s  t o  in vo lve  t e n a n t s  a n d  re s id e n t s  in  t h e  
d e cis ion s , a n d  d e ve lop m e n t  o f se rvice s  a n d  su p p or t s  

Act ion  Mile s t on e s  Tim e sca le  Le a d   

backing’ a t wider engagem ent events to  
prom ote  tenant pa rticipa tion  
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Ob je ct ive  4: De m on st ra t e  con t in u e d  com m it m e n t  t o  cu s t om e r  sa t is fa ct ion  a n d  fe e d b a ck  

Act ion  Mile s t on e s  Tim e sca le  Le a d  

Ke y Act ion  4.1 
Review m ethods for m easuring 
tenant sa tisfaction  to  re flect 
dem ographic profile  of our 
tenants and  m ee t requirem ents 
of the  Scottish  Housing Regula tor  

• Com ple te  review 
• Deve lop  bank of case  stud ies to  

dem onstra te  achieve m ents and  successes  
• Com ple te  review of how we  report back to  

tenants and  reside nts  on  the  find ings, 
recom m enda tions and  actions in  re la tion  to  
tenant surve ys  

2025-2030 
2025-2030 
 
2026 

HS/TPT 

Ke y Act ion  4.2 
Continue  to  de ve lop  and  
m ain ta in  a  da tabase  of tenants/  
custom ers who have  agreed  to  
be  contacted  to  take  pa rt in  
consulta tion  

• Database  reviewed annua lly and  upda ted  
regula rly 

Annua l TPT 

Ke y Act ion  4.3 
Produce  an  annua l pe rform ance  
report in  consulta tion  with  
tenant represen ta tive s and  in  
line  with  Charte r gu ide lines  

• Annua l Pe rform ance  Report p roduced  and  
subm itte d  

• Review and  re fresh  the  sub -group 
com prised  of NLF rep resenta tives and  
ensure  regula r schedule  of m ee tings to  look 
a t the  ARC, Perform ance  Report & the  
Annua l Assurance  Sta tem ent  

Annua l  

2025-2030 

HS 
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Ob je ct ive  4: De m on st ra t e  con t in u e d  com m it m e n t  t o  cu s t om e r  sa t is fa ct ion  a n d  fe e d b a ck  

Act ion  Mile s t on e s  Tim e sca le  Le a d  

Ke y Act ion  4.4 
Annua lly review outcom es for 
NLF Subgroups  

• Com ple te  annua l review of NLF Subgroups 
using the  Place  Standard  tool 

• Im plem ent review findings  
• Deve lop  program m e of activity to  be  sha re d  

with  othe r council se rvices to  dem onstra te  
how wider council engagem ent is  vita l to  
success  

Annua l 
 
2025-2030 
2025-2030 

TPT 

RESPONSIBILITY KEY 
 

Ab b re via t ion  De scr ip t ion  

NLF North  Lanarkshire  Federa tion  

TPT Tenant Pa rticipa tion  Team  

LHT Loca l Housing Team  

NLC North  Lanarksh ire  Council 

HS Housing Solu tions  
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12. Monitoring and  Evalua tion  
The  TP Stee ring Group m ee ts quarte rly involving tenant re presenta tives from  the  
NLF and  is  cha ired  by the  Convener of Housing.  This group is  re sponsib le  for 
ensuring progress is  reported  and  achieved  in  re la tion  to  the  actions and  
m ilestones se t ou t in  the  stra tegy. An annua l review of the  stra te gy will be  
undertaken  in  consulta tion  with  NLF and  ou r tenants and  reside n ts. 
 
If you  wou ld  like  to  com m ent on  the  stra tegy or to  ge t involved  in  tenant 
pa rticipa tion , p lease  contact our Tenant Pa rticipa tion  Team  on  07890438431 or  
e-m ail tenan tparticipa tion@north la n .gov.uk 

13. Glossary 

AGM Annua l Genera l Mee ting 

ARC Annua l Re turn  on  the  Charte r  

LHS Loca l Housing Stra tegy 

NLC North  Lanarkshire  Council  

NLF North  Lanarkshire  Federa tion  of Tenan tsΡ and  Residents '  

RTO  Registe red  Tenant Organisa tion   

SHR Scottish  Housing Regula tor  

SSHC Scottish  Socia l Housing Charte r  

TP Tenant Pa rticipa tion  

TPT Tenant Pa rticipa tion  Team  
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