
NORTH LANARKSHIRE COUNCIL 

To: HOUSING AND SOCIAL WORK SERVICES 
COMMITTEE 

From: HEAD OF HOUSING SERVICES 

Date: 1 NOVEMBER 2012 Ref: PH/LL/NP 

Subject: NORTH LANARKSHIRE COUNCIL’S 
TENANT PARTICIPATION STRATEGY 2012 
- 2015, AND CUSTOMER FEEDBACK 
CHARTER 

1. Purpose of Report / Introduction 

The purpose of this report is to update committee regarding the completion of North 
Lanarkshire Council’s Tenant Participation Strategy 201 2-1 5 and seek approval for the 
proposed Customer Feedback Charter. 

2. Background 

2.1 

2.2 

2.3 

2.4 

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 the development of a Tenant Participation Strategy. The Act also 
requires all local authorities and registered social landlords to consult with tenants on 
a range of major housing issues that affect them and this includes consultation on 
our tenant participation activities. 

The Housing (Scotland) Act 2010 introduced the Scottish Social Housing Charter 
(SSHC) which is effective from 1 April 2012. The Charter sets out standards and 
objectives which are detailed as 16 outcomes which social landlords must aim to 
achieve when performing housing activities. A list of the outcomes is attached at 
Appendix A. 

The SSHC Outcomes 2 & 3 relate specifically to Communication and Participation 
and the council will be required to demonstrate how it consults and involves service 
users and maximises opportunities for tenant involvement. The council will also need 
to evidence how it gathers meaningful customer feedback and that this information is 
then analysed to help improve the quality and value of the services we provide. 

The preparation of the new Tenant Participation Strategy involved extensive 
consultation and tenant involvement including an audit and review of the existing 
strategy. Consultation included; 

Survey of all tenants and residents groups, requesting views on the content of the 
current strategy and how it could be improved. 
Focus Group with tenant representatives to help identify key issues for the new 
strategy to address. 
Workshops at various events including North Lanarkshire Federation of Tenants’ & 
Residents’ Annual Conference, our Annual Housing Forum with Registered Social 
Landlords and our Annual Tenants’ Conference. 
An open meeting organised by the Tenants and Residents Federation which was 
held on a Saturday to maximise attendance. 
Consultation at local chairpersons’ meetings to raise awareness of the 
development of the new strategy and invite comments/feedback. 
The draft strategy, including the draft customer feedback charter, was issued to 
the Federation, tenants groups and other stakeholders for further consultation and 
comment, and published on the council’s web site. 
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2.5 In terms of existing methods of gathering customer feedback, Housing Services 
currently undertake a range of customer surveys across the service. There are 28 
different surveys carried out through a variety of methods from postal, online, in 
person and telephone. The level of response varies but has been historically quite 
IOW. 

2.6 A full review of our current surveys and methods of gathering customer feedback has 
been undertaken to ensure we maximise every opportunity to gather customer 
feedback and are in a good position to demonstrate our achievement of the SSHC 
outcomes. Part of this review involved the development of a Customer Feedback 
Charter. 

3. Proposals I Considerations 

3.1. The Tenant Participation Strategy 

3.1 .I. The Strategy is the main source of information for tenants and residents as to 
how they may get involved and engage with us to help shape the Housing 
Service and influence our decision making processes. The Strategy: 

0 

0 

0 

0 

0 

0 

0 

0 

Sets out our specific aims to enhance and improve upon our tenant 
participation activities and to enable tenants to have real opportunities to 
become involved in our decision making processes. 
Includes a main action plan outlining a series of actions and milestones for 
the period 2012-15. 
Includes Local Action Plans detailing local priorities and actions for each of 
the 6 main local area housing offices 
Sets out how we will support and resource tenant participation between 

Details how our tenant participation budget is spent. 
Provides a focus for individual tenants, tenants and residents groups, 
Registered Tenant Organisations (RTOs), residents and other community 
groups who wish to jointly work with us to improve services. 
Details of how we will assess our progress and measure the impact of the 
strategy. 
Includes an annual diary of participation and consultation opportunities 
which informs tenants and residents of the range of consultations and 
events they can become involved in over the forthcoming year. 

201 2-1 5. 

3.1.2. A copy of the full strategy document and action plan is available from the 
service on request and a copy has been placed in the Members’ library. 

3.2. Review of Customer Feedback Methods and Customer Feedback Charter 

3.2.1. A key part of the Scottish Housing Regulator’s (SHR) vision is to establish a 
set of core indicators on customer satisfaction that every landlord should 
collect and report on. In a move to help standardise surveys and enable 
national benchmarking, the Scottish Housing Best Value Network (SHBVN) 
have rolled out the use of the Customer Service Management Tool (CSMT) 
and have requested their members use this for gathering customer feedback. 
The 5 main areas SHBVN are offering benchmarking against are:- 

o Neighbourhood office 
o Homeless case management 
o Temporary accommodation 
o Allocation process 
o Repairs Service 
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3.2.2. 

North Lanarkshire Council have confirmed they propose to undertake all 5 
main areas of the SHBVN benchmarking using the CSMT tool. 

In 2012 the SHBVN will also be launching the introduction of a specific service 
large scale customer satisfaction survey called the Survey of Tenants and 
Residents (STAR). The tool offers a robust and consistent approach to large 
scale tenants’ surveys on all aspects of housing services that will allow 
landlords to benchmark effectively by offering a set of core questions, with 
optional additional questions landlords can use locally. North Lanarkshire 
Council have confirmed to SHBVN that we propose to undertake will be 
undertaking the STAR survey from autumn 2012 as a replacement for our 
current Tenants’ Survey questionnaire. 

3.2.3. The aim of the Customer Feedback Charter is to ensure there is clear 
guidance for our customers and staff to ensure housing services are provided 
in a customer focused and cost effective manner, through effective customer 
feedback methods and analysis to continually improve the quality of our 
services. A copy of the proposed Customer Feedback Charter is attached at 
Appendix B. 

4. Financial / Personnel / Legal / Policy / Equalities Implications 

4.1 There are no financial implications arising from this report. 

4.2 An Equality Impact Assessment has been undertaken for the Tenant Participation 
Strategy and is in progress for the Customer Feedback Charter. 

5. Recommendations 

It is recommended that the Committee: 

(i) Note the completion of the new Tenant Participation Strategy 201 2 - 201 5 

(ii) Approve the Customer Feedback Charter as outlined in Appendix B. 

(;r Elaine McHugh 
Head of Housing Services 
24 September 2012 

For further information about this report please contact Laura Lindsay on tel: 01698 274143. 
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Appendix A 

Charter Outcomes and Standards 

The customer/ landlord relationship 

1. Equalities 

Social landlords perform all aspects of their housing services so that: 

Every tenant and other customer has their individual needs recognised, 
is treated fairly and with respect, and received fair access to housing 
and housing services 

2. Communication 

Social landlords manage their businesses so that: 

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 

3. Participation 

Social landlords manage their businesses so that: 

Tenants and other customers find it easy to participate in and influence 
their landlords decisions at a level they feel comfortable with. 

Housing Qualitv and Maintenance 

4. Quality of Housing 

Social landlords manage their businesses so that: 

Tenants homes, as a minimum, meet the Scottish Housing Quality 
Standard (SHQS) by April 2015 and continue to meet it thereafter, and 
when they are allocated, are always clean, tidy and in a good state of 
repair. 

5. Repairs, maintenance and improvements 

Social landlords manage their businesses so that: 

Tenants homes are well maintained, with repairs and improvements 
carried out when required, and tenants are given reasonable choices 
about when work is done 
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Appendix A 

Neighbourhood and Community 

6. Estate management, anti-social behaviour, neighbour nuisance and 
tenancy disputes 

Social landlords, working in partnership with other agencies, help to ensure 
that: 

Tenants and other customers live in well-maintained neighbourhoods 
where they feel safe. 

Access to housing and s u ~ ~ o r t  

7, 8 and 9. Housing options 

Social landlords work together to ensure that 

People looking for housing get information that helps them make 
informed choices and decisions about the range of housing options 
available to them. 

Tenants and people on housing lists can review their housing options. 

Social Landlords ensure that: 

People at risk of losing their homes get advice on preventing 
homelessness. 

10. Access to social housing 

Social Landlords ensure that: 

People looking for housing find it easy to apply for the widest choice of 
social housing available and get the information they need on how the 
landlord allocates homes and their prospects of being housed. 

1 I. Tenancy sustainment 

Social Landlords ensure that: 

Tenants get the information they need on how to obtain support to 
remain in their home; and ensure suitable support is available, 
including services provided directly by the landlord and by other 
organisations. 
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Appendix A 

12. Homeless People 

Local councils perform their duties on homelessness so that: 

Homeless people get prompt and easy access to help and advice; are 
provided with suitable, good-quality temporary or emergency 
accommodation when this needed; and are offered continuing support 
to help them get and keep the home they are entitled to. 

Getting good value from rents and service charges 

13. Value for money 

Social landlords manage all aspects of their businesses so that: 

Tenants, owners and other customers receive services that provide 
continually improving value for the rent and other charges they pay. 

14 and 15. Rent and service charges 

Social landlords set rents and service charges in consultation with their 
tenants and other customers so that: 

A balance is struck between the level of services provided, the cost of 
the services, and how far current and prospective tenants and other 
customers can afford them 

Tenants get clear infonnation on how rent and other money is spent, 
including any details of individual items of expenditure above 
thresholds agreed between landlords and tenants. 

Other customers 

16. Gypsies/ Travellers 

Local councils and social landlords with responsibility for managing sites for 
Gypsies/ Travellers should manage the sites so that: 

Sites are well maintained and managed. 
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Appendix 6 

Housing Services 
Customer Feedback Charter 
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Section I - Introduction 

1 .I 

1.2 

1.3 

e 

e 

e 

1.4 

e 

e 

e 

e 

e 

e 

e 

In preparation for the introduction of the Scottish Social Housing Charter by 
the Scottish Government on 1"ApriI 2012 Housing Services conducted a full 
review of current consultation methods in gathering and analysing customer 
views and using feedback to further improve service delivery. 

The Scottish Social Housing Charter sets the standards and outcomes that 
all social landlords should aim to achieve when performing their housing 
activities. 

The Charter will help to improve the quality and value of the services that a 
social landlord provide, and supports the Scottish government's long-term 
aim of creating a safer and stronger Scotland. It will do so by: 

Stating clearly what tenants and other customers can expect from social 
landlords, and helping them to hold landlords to account 
Focusing the efforts of social landlords on achieving outcomes that matter to 
their customers 
Establishing a basis for the Scottish Social Housing Regulator to assess and 
report on how well landlords are performing. This assessment will enable the 
Regulator, social landlords, tenants and other customers to identify areas of 
strong performance and areas needing improvement 

The Scottish Social Housing Charter is set out in seven sections which are: 

Equal i ties 
The customerAandlord relationship which includes communication and 
participation 
Housing qualitv and maintenance which includes the quality of housing and 
repai rs , mai n tena nce and improvements 
Neighbourhood and communitv which includes estate management, 
antisocial behaviour, neighbour nuisance and tenancy disputes 
Access to housing and support which includes housing options, access to 
social housing, tenancy sustainment and homeless people 
Getting good value from rents and service charges which include value for 
money and rents and service charges 
Other customers which includes gypsies/travellers 

A copy of the charter can be found at housingcharter.scotland.aOv.uk 

40 

http://housingcharter.scotland.aOv.uk


1.5 

1.6 

1.7 

The Tenant Participation Strategy is the overarching document that sets out 
our strategy in terms of tenant participation. It links with the Scottish Social 
Housing Charter and the Customer Feedback Charter. The Tenant 
Participation Strategy is the main source of information as to how tenants 
can become involved and influence the running of the service including the 
development and monitoring of housing services. 

The Care Inspectorate regulate and support improvement in care, social work 
and child protection services. It is there job to regulate and inspect on areas 
so that the quality of these services improve, people know the standards they 
have a right to expect. It also has to make arrangement which will secure 
continuous improvement in user focus and which demonstrate that 
imp rovemen t . 

North Lanarkshire Council also hold Service User Forms with internal and 
external agencies/partners. 

Section 2 - Corporate Visions and Statutory Duties 

2.1 North Lanarkshire Council vision and values focus on putting ‘service and 
people first‘. In addition, there are numerous statutory duties which guide 
local authorities in delivering high quality, value for money services. These 
are the main driver towards ensuring customer views are heard and used to 
improve service delivery in the future. 

Appendix 1 shows a list of various visions, values and statutorv duties 

Section 3 - Scope of the Charter 

3.1 

3.2 

3.3 

This charter encompasses the roles and responsibilities of North 
Lanarkshire Housing Service to ensure customer feedback is meaningful, 
effective and acted upon. It will ensure that service delivery is measured 
against expectation, identifies any problem areas and ensures corrective 
action is taken. 

The term ‘customer’ incorporates tenants, former tenants, prospective 
tenants and people who use or have used a service provided by Housing 
Services. 

The charter will ensure that all customers are treated in a fair and 
reasonable manner and those customer opinions and beliefs are valued. 
The council seeks to ensure that this charter does not discriminate against 
customers and the Housing Service remains committed to the equalities 
statement. All communication used will be in ‘plain language’ and in an 
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easily understood format. Appropriate arrangements will be made for 
communicating with tenants and other customers who have alternative 
needs, for example by providing feedback in another language, large font 
etc and confidentiality will be maintained at all times. 

Section 4 - Objectives and Principles of the Charter 

4.1 

4.2. 

4.3 

4.4 

The overall aim of the charter is to ensure that housing services are 
provided in a customer focussed and cost effective manner that meets the 
current and future needs of those using them. To assist us to meet this aim 
the Housing Service will gather information on performance and use it to 
action improvements to service delivery. This information will be reviewed 
on a monthly basis through the Performance Reporting and Management 
Framework. 

North Lanarkshire Housing Service will review and analyse existing methods 
of feedback on a regular basis to ensure their effectiveness and relevance. 
Where appropriate, alternative methods of feedback will be piloted, this 
could include face to face interviews, exit surveys, via telephone, estate 
walkabouts etc. 

The charter will assist North Lanarkshire Council in achieving its vision by 
providing an effective voice and various channels of communication for the 
people of North Lanarkshire and ensure that good quality services are 
accessible in relation to housing service delivery. 

Appendix 2 shows the obiectives and kev principles of the Housing 
Service Customer Feedback Charter 

The information gathered from survey and feedback results will be used in 
order to shape and improve services in the future. Due to each survey 
containing core questions, the service will be able to look at individual 
service areas and the overall satisfaction of customers within the Housing 
Service. All customer feedback received will be reviewed at the Customer 
Feedback Steering Group who will ensure a comprehensive review of all 
information received is undertaken and action plans implemented to 
continually improve our services. The group will also review the response 
levels and the methods used to obtain customer feedback to ensure we 
utilise all opportunities to gather service user feedback. 
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Appendix 3 shows the future reporting methods used within Housing 
Services 

4.5 The service improvements which have been implemented will be published 
through numerous channels. This information can be available on request 
and can also be viewed either on North Lanarkshire’s Website or within First 
Stop Shops, where a performance display area is available to all customers. 
In addition this area allows customers to review how the local team is 
performing against targets and standards. Service improvements will also 
be published within tenants’ newsletters and at events such as the tenants’ 
conference and to Housing and Social Work Committee. 
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Vision and values 

Aission Statement 

!qualities Statement 

;ex Disc ri mi nation 
rcts, 1975 and 1986 
nd amendments 
003 

‘0 build housing futures for all people in North 
.anarkshire by meeting their housing needs and 
woviding opportunities for them to fulfil their housing 
is pi rations : 

Housing need is resolved as quickly as possible and 
people can meet their housing aspirations. 
Homelessness is reduced through the provision of a 
high quality housing options and support service. 
Older people and those with particular housing needs 
can live independently through the provision of 
accessible homes and support services. 
All people at risk of experiencing fuel poverty have a 
warm and affordable home. 
The quality and energy efficiency of homes across all 
tenures is improved and this contributes to meeting the 
climate change target. 
People are able to live in good quality neighbourhoods. 

>ur mission it to put ‘Service and People First’ to maximise thc 
tenefits of North Lanarkshire’s location, creating prosperity, 
ichieving social justice and meeting local needs by providing 
test value quality services. 

‘0 make North Lanarkshire a place where everyone will have 
iccess to good quality housing that they can afford that is in a 
afe and pleasant environment. People will have access to 
ervices that will enable them to live independently within and 
larticipate in the communities in which they live. 

kottish Government Vision: we are committed to delivering 
ervices, which fit the varying needs of our communities and 
/e will endeavour to make equality a regular part of the 
iainstream policy process by ensuring that equality issues arc 
lart of every stage of the services we deliver. 
Iutlaws discrimination on the grounds of gender. 
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tace Relations Act, 
I976 as amended by 
he Race Relation 
Amendment) Act 
!OOO 

lata Protection Act 
I998 

lousing (Scotland) 
LCt 2001 

ktends the application of the Race Relations Act, 1976 and 
Itrengthens the duty placed on local authorities and other 
lublic bodies to carry out their functions having due regard to 
he need to eliminate unlawful racial discrimination and 
womote equality of opportunity and good race relations. 

-he act requires local authorities to comply with 8 data 
)rotection principles. The act gives legal rights to individuals 
data subjects) in respect of personal data processed about 
hem. It also requires data controllers such as the council to 
iotify to the Information Commissioner the purposes for which 
)ersonal information is processed. The 8 data protection 
rinciples which the council must apply are: 

Personal data must be processed fairly and lawfully. 
Personal data must be obtained only for specified and 
lawful purposes, and must not be processed in any 
manner incompatible with those purposes. 
Personal data must be adequate, relevant and not 
excessive in relation to purposes for which it is 
processed. 
Personal data must be accurate and, where necessary, 
kept up to date. 
Personal data must not be kept longer than necessary. 
Personal data must be processed in accordance with 
the rights of the data subjects under the 1998 act. 
Personal data must be subject to appropriate technical 
and organisational measures to protect against 
unauthorised or unlawful processing and accidental 
loss, destruction or damage. 
Personal data must not be transferred to a country or 
territory outside the European Economic Area, Hungary 
Switzerland or the USA (in certain cases) unless there 
is adequate data protection. 

'he Housing (Scotland) Act gives Scottish Ministers the power 
i p  carry out inspections on local authorities. During 
ispections the housing management and related functions of 
)tal authorities will be analysed, as well as tenant and other 
ustomer involvement with the management of the services 
rovided. North Lanarkshire Housing Services fully supports 
lis process and is committed to ensuring service delivery 
ontinually improves and is customer focused. The council 
nsures all policies comply with legislation relating to tenant 
articipation. The Housing (Scotland) Act 2001, Section 54, 
sts out legislative requirements local authorities to consult 
4th tenants and registered tenants organisations. 
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OBJECTIVES KEY PRINCIPLES 
To involve tenants and other customers Respect: We are open and honest in our 
in shaping housing services dealings; demonstrating our respect for our 

tenants, other customers, our partners and 
To monitor performance and enable each other 
continual improvement of services within 
the resources available Commitment; We care about our work and 

the people who benefit from it 
To be responsible to the changing 
needs and demands made upon the Pride in the job: We are proud to do our 
service best for the people of North Lanarkshire 

To be accountable to tenants and other Listening and Learnina: We will continually 
customers for the service we provide 

o ensure customer feedback 
influences continuous improvement to 
he housing service to meet the needs r and aspirations of tenants and other 

I (and continuous imp rovemen t 

customers 

transforming our organisation througt 
capability and initiative of 

e will provide consistency through 
procedures and standards applied 

across the service 

e will provide comprehensive services at 
point of customer contact 

e will provide a comprehensive 
for self assessment, evaluation 
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Appendix 3 

Sample 
Size 

100% 

100% 

Service Area 

Repairs & 
Servicing 

Reported To 

Senior Management 
Team Monthly Service 
Provider/Contractor 
monthly Website 
Performance Display in 
offices HSW Committee 
Senior Management 
Team Monthly Website 
Performance Display in 
offices 

Options / Need 
Stage 1 

Survey 
Model 
CSMT 

CSMT 

Housing 
Options / Needs 
Stage 2 I 

Method 

Electronic & Postal 
Customer Focus 
Group 

Range of methods to 
include electronic & 
postal 

Initial Contact 

CSMT 

CSMT 

New Build I 

Range of methods to 
include electronic & 
postal 

Range of methods to 
include electronic & 
postal 

enants 

100% 

100% 

100% 

Senior Management 
Team Monthly Website 
Performance Display in 
offices 
Senior Management 
Team Monthly Website 
Performance Display in 
offices HSW Committee 
Senior Management 
Team Monthly 

100% 

100% 

CSMT Range of methods to 
include electronic & I postal 

Senior Management 
Team Monthly 

Senior Management 
Team Monthly 

CSMT Range of methods to 

100% 

100% 

include electronic & 
ostal 

include electronic & 

Senior Management 
Team 

Senior Management 
Team 

postal 
CSMT Range of methods to 

include electronic & 
ostal 

CSMT Range of methods to t include electronic & 

Management 
eam Monthly Website 

Performance Display in 
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North Lanarkshire Council 
Housing and Social Works Services 
Quality and Performance 
4th Floor, Dalziel Building 
7 Scott Street 
Motherwell MLI 1SX 
t. 01698 274184 
e. HousingQ&P@northlan.gsx.gov.uk 
www. north lanarks h i re. g ov. u k 

This information can be made available in a range of 
languages and formats, including large print, Braille, audio, 
electronic and accessible formats. 
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