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Date: 14" May 2003 

Introduction 

Ref: TMcWCR 

The purpose of this report is to seek approval for North Lanarkshire's first 
Participation Strategy. 

Tenant 

Background 

The Committee will recall previous reports were approved in October 2001, May 2002, 
October 2002 and March 2003 to develop and implement a Tenant Participation Strategy in 
order to meet the requirements placed on the Council by the Housing (Scotland) Act 200 1. 

Since the last report to Committee in March 2003 the Department has finalised the Strategy 
which is attached as Appendix 1. This final Strategy includes the results of ongoing 
consultation exercises with tenants, key stakeholders and staff. 

Outline of main proposals 

The attached Strategy has been produced to meet the statutory requirements of Section 53 (1) 
of the Housing (Scotland) Act 2001. The strategy outlines our proposals for developing 
consultation and participation over 2003-2006, identifies the key issues for consultation, 
indicates the resources this will require and includes a review and monitoring framework. In 
addition the Strategy includes a series of action plans which outline specifically the 
Departments targets and priorities for tenant participation and involvement over the coming 
year. 

In order to implement and evaluate the Strategy effectively it is proposed to form a Strategy 
Implementation and Monitoring Group. This Group will include one of the Vice-Convenors 
of Housing, tenant representation and officers from Housing and Community Services and 
will be responsible for monitoring the Strategy within its first year of operation. 
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4. Corporate Considerations 

4.1 The implementation of the Tenant Participation Strategy will help achieve the Councils 
Corporate Priorities to promote social inclusion and develop and empower communities. 

4.2 The preparation of the tenant participation strategy has been undertaken by the Tenant 
Participation Strategy Steering Group which includes representation from Community 
Services. 

5. Recommendations 

5.1 It is recommended that the Committee: 

a) approve the attached strategy as outlined in 3.1 (Appendix 1) 

b) approve the formation of a Strategy Implementation and Monitoring Group to action and 
review the Strategy 

6. Background Information 

6.1 Available within the Housing and Property Services Department 

Thomas McKenzie 
Director of Housing and Property Services 
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Appendix 1 

Supporting Tenant Participation 
in North Lanarkshire 

North Lanarkshire 

Tenant Participation Strategy 

2003=2006 
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Foreword 

Thank you for reading this first Tenant 
Participation Strategy for North Lanarkshire. 
The Strategy sets out what North Lanarkshire 
Council are planning to do, in co-operation 
with tenants, to enable and support tenant 
participation over the next three years. We 
have also produced a summary version of the 
Strategy. 

Efforts were made in the preparation of the 
Strategy to take account of the views of 
tenants and other interested parties. 

We look forward to working in partnership 
with you, in the future, in our joint attempts to 
support tenant participation. 

Councillor Gerry McLaughlin 
Convenor of Housing and Technical 
Services Committee 
North Lanarkshire Council 
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1. Introduction 

This is the first Tenant Participation Strategy, produced by North Lanarkshire Council in co- 
operation with tenants, tenants groups, elected members, and other key stakeholders and reflects 
North Lanarkshire Council’s commitment to developing effective consultation and participation. By 
working in partnership with our tenants we will improve the development of housing and related 
services. 

This Strategy describes a series of actions that the Council intends to implement to support and 
enable tenant participation. It: 

0 Describes a series of objectives and actions for the period 2003-2006. 

0 Looks at future resources available to support tenant participation. 

0 Provides a focus for individual tenants, tenant groups, residents and other community groups 
who wish to jointly work with North Lanarkshire Council to improve services. 

0 Shows how we will assess our progress and measure the impact of the strategy. 

Other Relevant Publications 

Section 53 (1) of the Housing (Scotland) Act 2001 sets out the statutory requirement for the 
development of a Tenant Participation Strategy. 

This Strategy complements the same aims as other North Lanarkshire Council Plans and 
Strategies such as the: 

0 Community Plan 

0 Corporate Plan 

0 Housing and Property Services departmental Service Plan 

0 Social Inclusion Strategy 

In addition, this Strategy complements the priorities of other agencies’ publications such as: 

Scottish Executive’s National Strategy for Tenant Participation, ‘Partners in Participation’. 

0 Scottish Executive’s ‘A Scotland Where Everyone Matters’. 

0 Communities Scotland Performance Standards. 

The Strategy also reflects the Scottish Executive’s National Tenant Participation Working Group’s 
codes of practice. 
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Equal Opportunities 

The delivery of tenant participation in North Lanarkshire embraces the principle of equal 
opportunities, following the lead of the Council’s Equal Opportunities Policies and Race Equality 
Scheme. 

This means that North Lanarkshire Council will strive to encourage equal opportunities and 
diversity, responding to the different needs and service requirements of people regardless of sex, 
race, colour, disability, age, creed, marital status, ethnic origin, sexual orientation or gender re- 
assignment. 

Consultation in the Preparation of the Strategy 

In preparing this strategy there has been extensive consultation and tenant involvement. 
Consultation led to the preparation of a draft strategy in October 2002. The draft strategy was then 
widely circulated for comment to tenants, tenants groups, Councillors, local authority staff and 
other stakeholders. It was published for comment on the Councils website, available at local 
housing area offices and promoted via the local media. 

The strategy development process is outlined below. 

Strategy Working Group 

A Tenant Participation Strategy Working Group was set up develop the strategy in consultation 
with tenants and other key stakeholders. This group was responsible for reviewing existing levels 
and methods of participation, developing a programme of consultation and information 
dissemination and incorporating the findings into the strategy. 

Tasks undertaken included a baseline assessment of existing participation arrangements (i.e. a 
‘health check’ based on that developed by the Tenants Information Service). This involved looking 
at: 

0 An audit of the existing arrangements for participation and their effectiveness. 

Creation of an updated register of tenant and resident groups. 

0 A review of best practice. 

0 How information is provided. 

0 Consultation processes. 

Training issues. 
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The Consultation Process 
Consultation in the preparation of the strategy involved a wide series of events such as: 

Consultation with tenant and resident groups including regular briefing sessions. 

Consultation with local authority staff. 

Local housing ‘roadshows’. 

Dissemination of information including ‘Tenant News’, ‘North Lanarkshire News’, leaflets, 
information displays and local media. 

A North Lanarkshire wide ‘Development Day’, (facilitated by the Tenants Information Service) 
was held with tenants, tenants representatives, staff, other housing providers and Councillors to 
jointly identify the key elements of the Strategy. 

Briefing sessions for all local authority area team housing staff. 

Questionnaires for tenants groups and local authority area team housing staff. 

Key Issues Identified in the Consultation Process 

Several key themes were identified. These included: 

. Providing joint training where possible. 

. More timeous information. 

. Raising the profile of tenant participation. 

Tenants, in particular, expressed their desire to be more involved and receive more up to date 
information. Issues and needs identified included: 

. Provision of support workers to assist tenants organisations. 

Access to independent advice. 

. Training for tenants’ groups and the need for joint training opportunities. 

. Service standards to be developed. 

A range of participation options to suit individual needs. 

Tenants identified topics in which they wished to have more information. These were: 

e Tackling anti-social behaviour. 

e Development plans for their homes and local area. 

Repairs and maintenance services. 
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0 How rent is spent 

0 Any proposed changes to housing policy 

0 Estate management services. 

0 Service standards. 

0 Performance Monitoring. 

In addition the Housing (Scotland) Act 2001 requires all social landlords to consult with tenants on 
a range of housing issues that affect them. These include: . Housing management, repairs and maintenance policies 

. Standards of service to be provided in relation to housing management, repair and 
maintenance. 

. The Tenant Participation Strategy 

. Any proposal to change landlord 

Strategy Appendices 

The Appendices of this Strategy outline guidance notes on the registration process for tenants 
groups, the area office structure of the Department, a list of tenant and resident groups in North 
Lanarkshire and information on the customer complaints procedure. 

Further Information 

For further information or copies of the Strategy, summary or appendices please contact: 

Clare Reynolds 
Communications Co-ordinator 
North Lanarkshire Council 
Housing and Property Services Department 
Municipal Buildings 
Kildonan Street 
Coatbridge 
ML5 3NG 

Telephone: 01 236 81 2500 
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2. What Is Our Vision for Participation? 

W e  aim to make North Lanarkshire a place where tenants can influence the decision making 
process through a range of involvement opportunities and work in partnership with the council to 
deliver a housing service that meets their needs. 

3. What Are Our Principles? 

Our principles reflect those of the National Strategy for Participation ‘Partners in Participation’ and 
include: 

0 To create a culture of mutual trust, respect and partnership with tenants. 

0 To enable a process of joint agenda setting involving tenants from the outset. 

To ensure developing tenant participation is a continuous process. 

0 To ensure adequate and appropriate timescales for participation are in operation. 

0 To recognise the independence of tenants groups. 

0 To ensure flexible working relationships between landlord and tenant. 

To encourage, resource and support tenants groups and Registered Tenant Organisations. 

To provide equal opportunities to participate for all our tenants. 

0 To ensure participation takes place effectively at a local level. 

4. What Are Our Main Aims and Objectives? 

Our overall aim is to enable tenants to have real opportunities to become involved in the 
decision making process of the Housing and Property Services Department. 

Aim 1 

Offer a range of options for becoming involved both collectively through tenants and residents 
groups and on an individual basis. 

0 bjective . Develop a range of opportunities for tenants to participate effectively that reflect local 
circumstance 

Aim 2 

. Ensure tenants are adequately encouraged and resourced to fully engage in the participation 
process and be involved in decisions affecting them. 
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Objectives 

. Ensure tenants and staff have access to adequate levels of training and support . Provide capacity building support and assistance to tenants groups 

Aim 3 

. Continuously develop ways of improving communication and information dissemination to meet 
the needs of all our tenants. 

0 bjectives 

. Provide better quality and more relevant information for tenants . Regularly monitor and review the strategy to ensure it continues to be effective. 

5. The Existing Range of Resources 

To support and encourage the development of tenant participation tenants have access to the 
following resources 

. Two full time tenant participation community workers to promote the development of new 
groups and support existing ones 
Tenant and Resident Group annual grants of f400 (paid six-monthly) 
Opportunities to attend joint development events and local and national conferences 
Tenants Group Information Pack providing advice and assistance on setting up and running a 
tenants group including accessing funding 
Training events and information 
Support of Council staff including attendance at meetings, where appropriate 
Access to independent advice and assistance 
Guidance and support to all groups to enable them to become RTOs (Registered Tenant 
0 rg a n isa t ions) 

6. How Much Are We Spending? 

This section summarises the resources available to support tenant participation in North 
Lanarkshire. 

Capacity for Change: To assist landlords in the implementation of the tenant participation 
provisions of the Housing (Scotland) Act 2001 the Scottish Executive has made f4.5m available. 
North Lanarkshire Councils funding is f 191,900 (f95,900 for 2002/2003 and f95,900 for 
2003/2004). 

This funding has been spent on: . Staff to develop and support participation . Strategy Development Day . Information dissemination including information packs and leaflets . Consultation events such as roadshows and briefing sessions . Additional support for tenant and resident groups . Development funding for Coatbridge Federation of Tenants and Residents Associations . Annual survey of all tenants 
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9 Training and capacity building 
Tenant newsletter 

In total in 2003/04, North Lanarkshire Council is budgeted to spend a minimum of f 15,000 on 
tenant participation services. This is expenditure, which is exclusively dedicated to tenant 
participation. In addition staff resources and administration are also provided. 

These figures assume, at the time of writing, that there will be no additional resources for the 
period identified. Future spending arrangements may be subject to alteration, taking into account 
central government allocations. 

The Housing and Property Services and other departments of the Council such as Community 
Services spend additional amounts on services that assist tenant participation. However in the 
main, these services are not provided for tenant participation only and therefore, to seperate the 
information on expenditure for these departments would be inappropriate. 

7. What Progress Have We Made? 

This section summarises the progress we have made to improve and develop participation and 
tenant involvement. We have: 

Hosted a joint Development Day with tenants residents, staff and members identifying key 
priorities for developing participation 

Produced a tenant wide newsletter informing tenants of new tenant participation rights and 
promoting participation opportunities 

Provided development funding to help Tenants Federation to set up their own premises 

Completed a staff training programme on participation 

Updated our information pack on setting up and running a tenants groups 

Provided additional support funding to tenants groups which has enabled them to purchase 
computer equipment, undertake training, publicise their activities etc. 

Updated our register of Tenants and Residents Groups 

Helped set up new Tenant and Resident Groups 

Provided two dedicated community workers to help and support tenants and residents groups 

Developed our Consultation Database of tenants interested in becoming involved 

Facilitated tenant involvement in recruiting and selection of tenant participation staff 

Undertaken extensive community consultation in developing our Local Housing Strategy 

Developed the process for registration of tenants groups (see appendix 1) 
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8. What standards can you expect? 

This section summarises the standards of service you can expect from us. We will: 

Provide support and information on setting up and running a tenant and resident group, 
including development workers and attending meetings when requested 

Provide information, support and advice on housing related issue to individual tenants and 
tenants groups 

Ensure we provide information in an easy to understand way and in a variety of formats 

Facilitate and arrange training and development events to meet the joint needs of tenants and 
staff 

Maintain a Register of Tenants Groups and provide advice and support to Groups on achieving 
registration status 

Recognise the autonomy of Tenants Groups 

Ensure tenants have access to agenda setting and adequate time is given for participation and 
consultation to take place 

9. How Will Participation and Consultation Take Place? 

To ensure participation and consultation is maximised a range of options are necessary. This will 
offer choice to tenants and allow them to participate at a time, level and in a form that suits them 
best. This will also allow flexibility and local circumstance to be taken into account. 

Effective means of participation will include: . Roadshows . Support for Tenants Groups . Briefing Sessions . Conferences . Surveys and questionnaires . Estate walkabouts . Newsletters . Consultation on draft plans and strategies . Meetings . Focus Groups . Council representation at tenants meetings 

Notifying tenants and RTOs of relevant issues 

We will employ a range of methods to notify tenants and tenants groups of issues that affect them 

rn Newsletters: via Tenant Newsletter and North Lanarkshire News 
Tenants Information Pack: all current tenants, new tenants and Tenants Groups will receive a 
copy of the Tenants Information Pack which provides detailed information on a range of 
housing issues 

C:\TEMP\TP Strategy Appendix 1 May 2003.doc 11 
154 



. North Lanarkshire Council website: www.northlm.nov.uk provides information on housing related 
issues and service provision . Written notification: we will notify tenants and RTOs in writing of major issues such as major 
repairs programmes or proposed changes to policies 

10. What Is Our Action Plan? 

This section summarises the main actions we intend to undertake to support tenant participation 
within the lifetime of the Strategy. . 
. 
. 
. 
. 
. 
rn 

. 

. 

. 

. 

Develop with tenants a mutually agreed Code of Practice for participation and involvement 

Set up a joint implementation and review group with tenants to monitor and evaluate the 
strategy 

Develop a consultation programme with tenants on Capital Programme Works 

Agree local level action plans for all area offices to promote and develop participation in their 
a rea 

Jointly develop quality standards with tenants for housing 

Undertake an annual survey of all tenants 

Develop and maintain a Register of Tenant Groups and expand and promote the consultation 
database 

Provide access to training, information and advice to all tenants on participation 

Review the Strategy annually to ensure we are meeting our objectives and to set new targets 

Develop training programme for staff and tenants 

Develop an annual consultation diary which outlines the issues we will be consulting on and 
when 

11. Monitoring and Evaluation Of The Strategy 

The Tenant Participation Strategy will be a working document subject to continuous review to 
ensure it is meeting objectives and achieving targets. 

A range of methods will be used to monitor the Strategy, these will include: 

. A joint Tenant Participation Strategy Implementation Group will be set up to monitor the 
implementation and effectiveness of the Strategy on an ongoing basis. This group will meet on 
at least a quarterly basis and will include staff and representatives of tenant and resident 
organ isa t io n s. 

1 Progress on implementing and monitoring the Strategy will be reported to Committee. 
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A range of information and feedback will be gathered and provide details of: . How participation took place- i.e. what methods of participation were used? . What were the issues/topics? . What arrangements were made to encourage participation and maximise accessibility? . How were tenants views represented in the outcome of any participation? . How were the results of participation fedback to participants? 
What timescales were allowed for effective participation to take place? . The cost of tenant participation and an assessment of the resources required to develop 
participation . Did tenants receive adequate support and resources to allow them to participate effectively? . How satisfied are tenants with the participation process and the range of opportunities 
available to them? . Whether all tenants had the opportunity to become involved regardless of age, ethnic 
background, language, sexual orientation, special needs or location? 

In addition the Monitoring Group will develop a joint code of practice for participation which will set 
guidelines on service standards and develop a framework for assessing participation. 

. Each year an annual review will be undertaken to ensure progress is monitored, appropriate 
targets are set and tenant participation is effectively developed. 

The implementation of the Strategy will also be subject to monitoring and regulation by 
Communities Scotland on behalf of the Scottish Executive. Their role will be to assess the Councils 
performance in implementing the tenant participation provisions of the Housing (Scotland) Act and 
ensure we support tenants who take an active interest in managing their homes. 

To outline proposals for participation over the coming months a number of key targets, progress 
indicators and anticipated outcomes have been identified. These have been outlined in the 
following tables and will be used as a basis for measuring tenant involvement activities. These 
targets will be monitored and reviewed throughout the Strategy implementation. By monitoring 
these key actions we will ensure that the strategy is implemented effectively. 
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12. North Lanarkshire Action Plan 

~ 

Project 

Develop joint code of practice 
with tenants incorporating 
tenant participation standards 
Set up joint implementation and 
review group to monitor 
strategy and produce annual 
review 
Consult with tenants on capital 
programme 

Undertake an annual 
consultation programme on 
rents and budget setting 

Produce a performance 
monitoring framework to reflect 
tenants priorities 

Develop local participation 
action plans and priorities 
(see attached action plans) 

03/04 

J 

J 

Timescale 

J 

J 

J 

J 

[Year) 
04/05 

J 

J 

J 

J 

05/06 

J 

J 

J 

J 

Milestones 

. Establish action plan and framework 

Minutes of group 
Establish monitoring and evaluation 
framework 

Develop consultation programme on 
identifying tenants priorities for future 
investment 

replacement programme- agree choices and 
Drocess 
Agree North Lanarkshire Quality Standard 

. Consultation on kitchedbathroom 

~ 

Consultation programme developed including: 
annual conference 
dissemination of information 

9 briefing sessions 
annual survey 
joint meetings with tenants groups 

Joint meetings, consultation undertaken 
Performance Report Framework finalised 

. Action plans developed 

outputs 

Code of practice 
developed and agreed 

No of meetings held . Annual Review 
produced 

Minimum of 2 focus 
groups held 

9 Reviewed capital 
programme 
Replacement process 
and procedures agreed 
with tenants 
North Lanarkshire 
Quality Standard 
Range and number of 
consultation events 
undertaken 
Range and quantity of 
information and 
feedback gathered 
Number of tenants and 
tenants groups taking 
part in consultation 

Performance Reports 
and Range of Topics 
included 

groups consulted on 

Numberof 

Number of tenants 

framework 
Numbers and range of 

I 

local consultation and 
participation 
undertaken 
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Milestones outputs Project 

Undertake annual survey of 
tenants 

. Number of surveys 
distributed, completed 
and returned 

Number of Tenants 
Groups 
Numberand 
percentage of 
Registered Tenants 
Organisations 

Survey designed 
Survey completed 
Survey results analysed 
Summary Report produced and published 
Guidance notes on registration 
Information Pack for Tenants Groups 
Community Worker development support to 
Tenants Groups on meeting registration 
criteria 

J J J 

J J Expand Register of RTOs J 

J 

J 

~ ~~~ ~ 

Develop training programme for 
staff and tenants J J Numbers and range of 

training activities 
undertaken . Satisfaction rates of 

Training audit undertaken 
Training priorities identified 
Training Programme established 
Staff Guide to Tenant participation produced 

Consultation issues identified 
Consultation events planned 
Consultation database set up 
Corporate consultation register developed 

participants . Annual consultation J J . Develop Departmental 
consultation diary in tandem 
with development of 
Corporate Consultation 
Register 
Develop consultation 
database of tenants 
"interested in getting 
involved" 

Annual Tenants Conference 

programme . Numbers participating 
in events 
Numberson 
consultation database 

J J J = Numbers invited 
Numbers attending 

. Conference action plan . Invitations issued . Conference held . Complete mapping exercise of tenants 
groups 
Appropriate training and development 
support identified and accessed 
Tenants Groups Action Plans produced 

Number of tenants 
groups taking part in 
audit 

in training and 
development 
Level of development 
funding . Number of objectives 
achieved 
Number of member 
groups 
Level of geographical 
coverage 

. Numbers participating 

J Undertake training and 
development needs audit of all 
tenants groups and help groups 
develop appropriate actions 
plans including accessing 
funding 
Provide development support to 
Coatbridge Federations of 
Tenants and Residents 
Associations to expand 
Federation and increase 
membership 

J J 

J Development funding granted 
Premises established 

. Service level agreement in place 
Member groups increased expanding to 
North Lanarkshire wide 
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Introduce devolved tenant I -1 I I I Local budgets established I Review and monitoring 

J J  

J J  

I "  participation budgets to area 
office level 

. Tenant Participation Leaflet 
Priority areas identified for group 

Consult with BME and 
Equalities Groups on providing 
information and access to 
services that reflects their 
needs 

. Number of Tenants 

up to date relevant information 
for tenants including feedback 
on consultations 

Actively develop and support 
the formation of new Tenants 
Groups via Tenant Participation I" Communi Workers 

I Of budgets 
= Local Participation Targets identified 

Establish links with existing race equalities 
and special needs groups 
Undertake audit of number and range of 
BME and Equalities customers 
Undertake consultation 
Develop process/ guidelines 
Tenant Newsletter 
Tenant Information Pack 
Start Up Pack for Tenants Groups 
Website information reviewed and updated 

. Numbers taking part in 
consultation 
Number and range of 
consultation events 
Number of guidelines 
agreed 
Numbers and range of 
information 
disseminated 

development 
Development programme established 

Groups 
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Local Priorities and Action Plans for Area Offices 

Target 

Establish and maintain links with 
Tenant / Resident GrouDs. 

Kilsyth, Cumbernauld & Moodiesburn 

Progress 
Indicator 

Minutes of joint meetings 
. -  

Community Councils etc 
Produce 2 local newsletters for Newsletters produced 
area per year 

Hold Open Day for tenants in each 
area prioritising local tenant 
participation 

Open day held 
Roadshows held 

Hold local/estate level roadshows 
Issue letters promoting 

outputs 

Local consultation database 

Number of Community 

Number of joint meetings 
Number of newsletters 
published 
Number of tenants 
receiving newsletter 
Numbers attending open 
day and roadshows 
Number of open days 
and roadshows held 

Organisations 

participation opportunities: . 
. Capital / Repair Programmes 

Maintain Register of all local 
tenants groups 
Estate Walkabouts inc. surveys of 
area with representatives of local 
groups at least 2 per year 

Close Meetings 

People who may wish to be 
involved 

Range of letters 
produced 

9 Number of letters 
distributed 
Number of tenants on 
consultation database . Number of groups on 
register . Number of estate 
walkabouts held 
Numbers participating 
Actions identified 
Number of meetings 
Number of closes 

9 Numbers attending 
included 

established 

Register set up and updated 

Estate walkabouts held 

Minutes of meetings 
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Bellshill & Viewpark 

Target 

Establish and maintain links with 
TenantlResident Groups, 
Community Councils etc 

Maintain Register of all local 
tenants aroum 
Hold at least 2 estate walkabouts 
with tenants each year 

Liaise with Community Forum via 
attendance at Bellshill & District 
Area Committee 

Hold annual open day for tenants 

~ 

Progress 
Indicator 

Minutes of Joint Meetings 

Register set up and updated 

Estate walkabout held 

Minutes of meetings attended 
Joint actions identified 

Open day held 

outputs 

. Number of 
Community 
Organisations . Number of Joint 
Meetings . Number of groups on 
register 
Number of estate 
walkabouts held 
Numbers 
participating . Actions identified 
Number of meetings 

9 Number of actions 

. Numbers attending 

attended 

identified 

open day 
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Airdrie 

Target 

Establish and maintain links with 
TenantlResident Groups, 
Community Councils etc 

Maintain Register of all local 
tenants groups 
Work with departmental and 
community work support staff in 
promoting TP in area e.g. working 
with new groups such as TROUP 
in Petersburn 

Support of the Community Forum 
through the Area Committee 
Support & attendance of local 
networking events 

Promoting of local involvement in 
decision making & distribution of 
resources in Better Neighbourhood 
Services Fund 

Quarterly information newsletter to 
local groups 

Set up group of tenants & 
residents for Craigneuk 
Regeneration (supported by 
Community Planning Action 
Group) 
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Indicator 

Minutes of Joint Meetings 

Register set up and updated 

Liaison meetings with Community 
Work staff, Development staff etc. 

Minutes of meetings 

Minutes & attendance lists 

Information dissemination e.g. 
leaflets, letters, publicity material 
Consultation events with local 
community groups 

Newsletter produced quarterly 

Group formally set up 
Minutes of meetings 
Support needs identified 
Joint priorities identified 

outputs 

. Number of 
Community 
Organisations . Number of Joint 
Meetinas . Number of groups on 
register 
Number of joint 
meetings . Joint actions 
identified 
Number of new 
groups set up 
Joint priorities 
identified 
Numberof 
networking events 
Range of events 
taking place 
Numbers and range 
of information 
disseminated . Issues jointly 
identified for 
resources 

on BNSF 

consultation events 

. Consultation events 

. Numbers involved in 

. Number of issues of 
newsletters 
Numberof 
newsletters 
distributed to tenants 
groups 
Joint meetings . Joint priorities 
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Motherwell 

Target I Progress 
I Indicator 

Establish and maintain links with I Minutes of Joint Meetings 
TenanVResident Groups, 
Community Councils etc 

Maintain Register of all local 
tenants groups 
Liaise with Community Councils on 
regular basis through forums and 
Motherwell 81 District Area 
Committee 
Liaise with Forgewood Wider 
Action Group regarding Peer 
Review Inspection 

Produce local newsletters 
0 Forgewood 
0 North Motherwell 
0 Muirhouse 
0 Flemington 

Register set up and updated 

Minutes of meetings 
Progress reports 

Minutes of meetings 
Progress reports 
Priority targets identified 

1 outputs 

Numberof 
Community 
Organisations 
Number of Joint 
Meetings 
Number of groups on 
register 
Number of joint 
meetings 
Joint actions 
identified 
Joint meetings 
Joint priorities t identified 

Newsletter distributed 
twice yearly newsletters 

Number of tenants 
receiving newsletters 
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Wishaw & Shotts 

Target 

Establish and maintain links with 
TenantlResident Groups, 
Community Councils etc 

Maintain Register of all local 
tenants groups 
Liaise with community forum 
Wishaw and Newmains on regular 
basis including administrative 
support 

Set up Eastfield Community Group 
and develop joint agenda and 
agreed communication framework 

Develop communication strategy 
for local forums, community 
councils and tenants groups 

- Disseminate local information 
for tenants via quarterly 
newsletters focussing on 
Coltness and Newmains 

Provide specialised estate 
management service focused on 
participation via meetings with 
tenants to determine priorities 

Progress 
Indicator 

Minutes of Joint Meetings 

Register set up and updated 

Minutes of meetings 
Progress reports 

Minutes of meetings 
Joint priorities identified 
Training plan 
Communication framework 
established 

Communication forum set up 
Joint agenda agreed 
Communication strategy 
developed 
Quarterly area newsletters 
produced 

Assess service provided 
Agree action plan 
Implement jointly agreed actions 
Monitor improvements 

output 

. Number of 
Community 
Organisations 
Number of Joint 
Meetings . Number of groups on 
register . Number of joint 
meetings . Joint actions 
identified . Level of 
administrative 
support 

Joint meetings 
Joint priorities 
Number and range of 
information 
disseminated . Training issues 
agreed . Training accessed 
and delivered . Number and range of 
communication 
methods 

Numberof 
newsletters 
distributed 

newsletter 
. Number of editions of 

. Audit of services 
Joint actions agreed 
Newservices 
developed 
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I Develop and support expansion of I Expanded membership I . Membership of group 
GASP (Gowthrapple) including 
increasing membership, accessing 
training to support local 
regeneration 

local services and performances 
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Training programme planned 
Training delivered 
Liaison with other agencies. 

Open days held 

. Training events 
planned and 
undertaken 

9 Liaison meetings with 
other agencies 

9 Numbers attending 
open days . Information 
disseminated on local 
services and 
performances 
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Coatbridge 

Progress 
Indicator 

Minutes of Joint Meetings 

Register set up and updated 

Liaison with Community Work 

Establish and maintain links with 
TenanVResident Groups, 
Community Councils etc 

outputs 

. Number of 
Community 
Organisations . Number of Joint 
Meetings 
Number of groups on 
register . Range of initiatives to 

Maintain Register of all local 
tenants groups 
Work with departmental support 
staff in promoting TP in area, 
particularly in areas where no 
associations currently exist, 
Shawhead being the priority 
Liaise with and support the 
Coatbridge Tenants and Residents 
Federation 

Information dissemination e.g. 
leaflets, letters, publicity material 
Consultation meetings with local 
community groups. 
SIP Management Board Meetings 

Newsletter produced quarterly 

Promotion of local involvement in 
decision making and distribution of 
resources in SIP. 
Involvement includes community 
representatives and local office 
representation on the SIP 
Management Board. 
Quarterly information newsletter to 
local tenant groups 

support . Numbers and range 
of information 
disseminated 
Joint priorities 
identified . Consultation events 
on SIP resources . Number of editions 
produced 
Number distributed 

staff 
Identify priority areas for tenant 
participation development 

Minutes 
Joint progress meetings 

set up new groups . Joint meetings 
Joint agenda and 
priorities set 
Joint meetings 
Joint actions 
identified . Level and range of 
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We hope this Tenant Participation Strategy outlines our commitment to developing effective 
tenant participation within North Lanarkshire. We would welcome your comments on it and 
encourage all tenants to take an active role in helping to develop housing services. If you 
have any questions on the Strategy or would like to get involved then please contact us. 

For further information or to find out how to become involved please contact: 

Clare Reynolds 
Communications Co-ordinator 
North Lanarkshire Council 
Housing and Property Services Department 
Municipal Buildings 
Kildonan Street 
Coatbridge 
ML5 3NG 

Telephone: 01 236 81 2500 
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Appendix 1 

North Lanarkshire Council 

Guidance Notes: Registration of Tenant Organisations 

Introduction 

The Housing (Scotland) Act 2001 introduces the right to participate for tenants. Part of this 
legislation is the requirement that all local authorities and other social landlords introduce a system 
for setting up and maintaining a register of tenant organisations. Tenant groups need to apply to 
become registered and must meet certain criteria to quality. The criteria for registration has been 
set out by the Scottish Executive and covers a number of points. Groups who do become RTOs 
are entitled to certain rights and the landlord has a duty to inform and consult with them on housing 
matters. 

What is a Registered Tenant Organisation-RTO? 

A Registered Tenant Organisation-RTO is a group who has applied to become registered with a 
landlord and meets certain conditions which have been set down in the Housing (Scotland) Act 
2001. 

Becoming an RTO 
What do we need to do to become registered? 

A group must apply in writing to become registered. To help you North Lanarkshire has an 
application form which asks you for all the information we need. Part of this application includes 
the need to send certain information. 

What do we need to send? 

All groups wanting to become registered must send: 

- a copy of your constitution 
- a list of office bearers and committee members 
- a contact address for correspondence which can be made public 
- a description of the area your group operates in 
- details of other landlords you are registered with or applying to become registered with 
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What criteria do we have to meet? 

There is a range of criteria you have to meet. 

You must have a written constitution that is available for inspection and which details: 

your objectives 
the area in which you operate 
your membership process 
how your committee operates and is elected 
how your business is conducted 
how your funds are managed 
when you meet including the Annual General Meeting 
how your constitution can be amended 
your commitment to equal opportunities 
how you intend to promote housing and housing related matters 

You must have a committee that: 

is elected annually and committee members must be required to stand down after a certain 
period (this period should be included in your constitution) 
consists of at least three members who can co-opt other members on 
reaches decisions democratically (the decision making process should be included in your 
constitution ) 

You must operate within a defined area that includes local authority housing stock and your 
group must be open to all tenants within that area 

You must have proper accounting records showing income and expenditure, your assets and 
liabilities. Your constitution must require an annual audited financial statement to be presented 
at your AGM 

d. You must be able to demonstrate how you plan to represent the views of your members and 
how you will keep them informed 

What happens next? 

If you meet the registration criteria we will place you on the register and let you know in writing that 
you have qualified and from what date. If you don’t meet the registration criteria we will tell you in 
writing of our decision not to place you on the register, the reasons why you don’t meet the criteria 
and your right of appeal to Scottish Ministers. 

What happens if we don’t register? 

If you don’t register we will still keep your details on file and include you in any consultation that we 
do. However you will not be classed as an RTO and you will not have the statutory rights of an 
RTO. 
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What rights and benefits will we have as an RTO? 

As a Registered Tenant Group you will have a recognised role in the participation process. You 
will have the right to be consulted on issues affecting you. You will also have the right to have your 
opinions taken into account in any consultation. 

What help is there to become registered? 

We can provide a model constitution that helps meet the registration criteria. We can also offer 
advice and training on the registration process. If you need help or advice on equal opportunities 
policies we can supply this. We will also have support staff who can work with your group and we 
can provide access to independent help and advice. We are also preparing an information pack on 
tenant participation in general. 

Will the register be a public document? 

We are required by law to make the Register publicly available. The Register must include contact 
details for groups, however if you prefer you can use a box office or care of address. The Register 
will be available at housing offices and eventually on the Councils website. 

Can a group be removed from the register? 

A group can be removed from the Register if it no longer meets the registration criteria. A group 
can also ask to be removed from the Register and it must apply in writing to do this. If a group 
ceases to exist it will also be removed. 

Do we have the right of appeal if we are removed from the Register? 

You have the right to appeal if you are refused registration. You also have the right to appeal 
against any decision to remove you from the Register or if we refuse to remove you on your 
request. 

Can we register with more than one landlord? 

You can register with any social landlord who has housing stock in the area you cover. 

How long will registration last? 

Registration will last for 3 years. At the end of this period groups will have to reapply for registration 
status. 

For more information or if you have any question then please contact Housing Development 
on01236812509 
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Appendix 2 

Area Manager 

Stephen Llewellyn 

North Area Structure 

Service Manager Assistant Service 
Manager 

John Taylor Jim Boyle 

Elaine McHugh 
Divisional Manager North 
195 Main Street 
Coatbridge 
ML5 3BW 

Area Manager Service Manager Assistant Service 
Manager 

Brendan Sherry Jim Smyth Alec Brown 

Tel: 01236 812561 

Contact Details 

Blackwoods 

Coatbridge First Stop Shop 

Brendan Sherry 

Joe Brady 
Divisional Support Manager North 
195 Main Street 
Coatbridge 
ML5 3BW 

Manager 
Carol Henderson Russell McKay 

Tel: 01236 812561 

(Te m po ra ry ) (Temporary) 

I 

Moodiesburn First Stop Shop 

195 Main Street 
Coatbridge 
ML5 3BW 

(Based at Kilsyth) Crescent 
Moodiesburn 
G69 OEZ 

I I I Tel: 01236 878800 I 

Kilsyth First Stop Shop 

Area Manager I Service Manager I Assistant Service I Contact Details 

Kilsyth 
G65 9AA 

I I Tel: 01236 828100 1 
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Cumbernauld First Stop Shop 

Carol Henderson 

Area Manager 
Manager 

Russell McKay Brendan Sherry 
(Based at Kilsyth) 

Area Manager Service Manager Assistant Service 
Manager 

David Dymock Les Stalker Karen Hagerty 
(Temporary) 

Service Manager I Assistant Service 

Contact Details 

1" Floor, Coats 
House 
Gartlea Road 
Airdrie 
ML6 9JA 

Tel: 01236 758035 

(Based at Kilsyth) I (Based at Kilsyth) 

0 Senior Housing Officer for Cumbernauld First Stop Shop - 1 

Airdrie First Stop Shop 

Contact Details 

2/4 Forth Walk 
Cum bernauld 
G67 1BT 

Tel: 01236 618161 
nn Pickering 
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South Area Structure 

Area Manager Service Manager Assistant Service 
Manager 

Bob Brownlie Anne Knight Chris O’Neill 

Aileen Gormely 
Divisional Manager South 
69-71 Merry Street 
M ot herwel I 
MLI I JJ  

Contact Details 

236 Main Street 

Joe Keen 
Divisional Support Manager South 
69-71 Merry Street 
Mo t herwel I 
MLI IJJ  

I (Temporary) 

Tel: 01698 332233 Tel: 01698 332233 

Wishaw 
ML2 7ND 

Wishaw First Stop Shop 

Area Manager Service Manager 

Bob Brownlie Lorraine Anderson 

Assistant Service 
Manager 

Robert Paterson 

Tel: 01698 302920 

Shotts First Stop Shop 

(Based at Wishaw) 

Motherwell First Stop Shop 

Area Manager 

Pauline Poole 

Contact Details 

162-164 Station 
Road 
S hotts 
ML7 4AW 

Tel: 01501 824747 

Contact Details 

69-71 Merry Street 
Mot herwel I 
MLI I JJ  

Tel: 01698 332233 
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Bellshill First Stop Shop 

Manager 
Drew Sykes 

Area Manager 

135 Burnhead 

Alison Clarke 

Service Manager 

Joe Biggam 

Assistant Service 
Manager 

David Herkes 

Contact Details 

26 Motherwell Road 
Bellshill 
ML4 IRE 

Tel: 01698 332340 

Viewpark First Stop Shop 

Area Manager 1 Service Manager I Assistant Service I Contact Details 

(Based at Bellshill) 
Jamie Pettigrew 
(Temporary) Street 

Viewpark 
G71 5DD 

I Tel: 01698 345330 
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Appendix 3 

List of Tenant and Resident Groups as at February 2003 

Abronhill Regeneration Forum 
Cumbernauld 

Airbles Tower Tenants Association 
Mot herwel I 

Angus Ave & Cumbrae Drive Neighbourhood Watch 
Mot herwel I 

BRAG 
Airdrie 

Cliftonville & Coatdyke Tenants & Residents Association 
Coatbridge 

Coatbridge Federation of Tenants & Residents Association 
Coat bridge 

Coltswood Court Tenants Association 
Coat bridge 

Coursington Tower Residents Association 
Moth erwel I 

Craigneu k €4 Old Petersburn Tenants & Residents Association 
Airdrie 

Dual Tenants & Residents Association 
Bellshill 

Fallside Action Group 
Uddingston 

Forgewood Tenants Association 
Mot herwel I 

Glassford Tower Tenants Association 
Motherwell 

Glen & Millbrae Tenants Association 
Coatbridge 

Glencairn Tower Residents Association 
Mot herwel I 
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Greenend & Sikeside Tenants & Residents Association 
Coatbridge 

Greenfaulds Residents Association 
Cumbernauld 

Holehills Residents Association 
Airdrie 

Holm Gardens Burnside Action Group 
Bellshill 

Kilsyth Tenants & Residents Association 
Cumbernauld 

Kirkshaws Tenants & Residents Association 
Coatbridge 

Langloan Tenants & Residents Association 
Coatbridge 

Luing Tenants & Residents Association 
Airdrie 

Miller Homes Residents Association 
Moth ewe1 I 

Milton Court Tenants Association 
Airdrie 

MITRA 
Airdrie 

New Gowkthrapple Action Group 
Wishaw 

Northburn Residents Forum 
Airdrie 

Old Monkland Tenants & Residents Association 
Coatbridge 

Toll park Tenants & Residents Association 
Newmains 

Whifflet Court & Calder Court Tenants Association 
Coatbridge 
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Woodside Tower Association 
Mot he rwel I 

Woodville Rise Residents Group 
Mot herwel I 

If you are interested in joining one of these groups or would like an information pack on how to set 
up your own tenant and residents group please contact: 

North Lanarkshire Council 
Housing and Property Services Department 
Development Section 
Municipal Buildings 
Kildonan Street 
Coatbridge 
ML5 3NG 

Telephone: 01 236 81 2509 
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Appendix 4 

North Lan arks h i re Cou nci I Custom er Com pl ai n ts P roced u re 

North Lanarkshire Council is committed to achieving high standards of quality in the delivery of its 
services. However we recognise that things do go wrong and we wish to know when they do so 
that we can examine the problem, correct the mistakes and avoid repeating them in the future. It is 
necessary to note that routine enquiries about Council services, planning, repairs and licensing are 
not complaints about service standards. 

How to make a complaint: 

e If you are dissatisfied with the service you have received you should contact the relevant 
department who may be able to resolve the problem quickly without having to use the formal 
complaints procedure. 

e If you are unhappy with the service provided or the explanation you have been given you 
can make a complaint. Stage 1 - you can make a complaint in writing, by phone, fax or in 
person to the office concerned. Alternatively you can complete a complaints form or email 
housingcomplaints@northlan.gov.u k. An acknowledgement will be sent within seven days of 
receipt of the complaint. It will be formally investigated and a detailed reply sent by the 
relevant Area ManagedManager within twenty-eight days. 

Appeal - If you are still dissatisfied with the response you have received an appeal can be 
made to the Director of Housing and Property Services. The response letter to Stage I will 
tell you how to do this. An acknowledgement will be sent within 7 days of receipt. It will be 
formally investigated and a detailed reply sent within twenty-eight days. 

In addition to this a problem can be referred to your local Councillor or the Scottish Public Services 
Ombudsman. 

You can receive details on your local Councillor by phoning 01 698 302661 

The Scottish Public Services Ombudsman can be contacted at: 

23 Walker Street 
Edinburgh 
EH3 7HX 
Telephone no: 0870 01 1 5378 
Email: enquiries@scottishombudsman.ora.uk 
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