
NORTH LANARKSHIRE COUNCIL 

To: HOUSING AND TECHNICAL 
SERVICES COMMITTEE 

From: DIRECTOR OF HOUSING 
AND PROPERTY SERVICES 

REPORT 

Subject: North Lanarkshire 
Council’s Tenant 
Participation Strategy 
2006-2009 

1. 

1 .I 

2. 

2.1 

2.2 

3. 

3.1 

I n trod uc ti o n 

The purpose of this report is to seek approval for North Lanarkshire 
Council’s Tenant Participation Strategy for 2006-2009 (see Appendix 
1) and for interim funding arrangements to tenants organisations. 

Background 

Committee will recall the previous Tenant Participation Strategy was 
approved in May 2003 and was for the period 2003-2006. This 
Strategy for 2006-2009 has been prepared in consultation with 
tenants, staff and other key stakeholders and outlines action plans for 
the coming three years. 

For the past two years development funding has been awarded to 
Coatbridge Federation of Tenants and Residents Associations to 
enable them to expand into a North Lanarkshire wide Federation. This 
funding is now at an end and a new interim arrangement requires to 
be made for further development activity until a North Lanarkshire 
Federation is officially formed. 

Pro posa Is 

The attached strategy has been produced in accordance with the 
statutory requirements of Section 53 (1) of the Housing Scotland Act 
2001. The strategy outlines our proposals for developing and 
supporting tenant participation over 2006-2009. The strategy 
identifies key principles, aims and objectives and builds a framework 



for effective participation to take place. In addition the document sets 
out a series of key action plans which will be monitored quarterly to 
ensure progress is being made. 

3.2 In order to implement and monitor the strategy effectively it is 
proposed to continue the Strategy Implementation and Monitoring 
Group. The group is comprised of elected member, tenant 
representative and officer members and is responsible for ensuring 
the strategy is implemented effectively. An annual review of the 
strategy will be undertaken and reported to Committee to review 
progress. 

3.3 Committee will recall approving development funding of f 15,000 to 
Coatbridge Federation for 2004/2005 and 2005/2006. As the Councils 
only umbrella association of tenants and residents groups at that time 
this funding was awarded to them to enable them to form a North 
Lanarkshire wide Federation of Tenants and Residents Associations 
as well as to provide part time administrative support and office 
premises which they share with the Tenants Information Service 
Development Project. This period of funding is now complete and 
whilst a North Lanarkshire Federation Steering Group has been 
established since October 2005 no formally constituted body is set up 
yet to apply for further funding. Accordingly an interim arrangement 
needs to be put in place to enable development activity to continue 
across North Lanarkshire until the North Lanarkshire Federation is 
properly constituted and operational, likely to be Autumn 2006. 

3.4 It is proposed that the following interim arrangement is put in place for 
6 months to enable the continuation of office premises, administrative 
support and some level of development funding to tenant 
organ isat ions: 
0 the provision of office premises and part time administrative 

support to be retained and resourced from the HRA Tenant 
Participation budget 06/07 

0 an overall budget of f3,000 for April to September to be made 
available specifically for pieces of development work such as 
train i ng , pub I ici ty or corn m u n icat io n . Tenant organ isa t io ns wo u Id 
be able to bid for this budget and relate it to detailed specific 
outputs and outcomes. Applications would be subject to the 
approval of the Director of Housing and Property Services. 

At the end of the six month period if the North Lanarkshire Federation 
is still not operational a further report will be presented to Committee 
outlining alternative arrangements. 
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6.1 

Corporate Considerations 

The implementation of the Tenant Participation Strategy will help 
achieve the Council’s Corporate Priorities, to promote social inclusion 
and develop and empower communities. 
The preparation of the Tenant Participation Strategy has been 
undertaken in consultation with all Council departments. 

Recommendation 

It is recommended that Committee: 
a) approve the attached strategy as outlined in Appendix 1 
b) approve the interim development funding arrangements for tenant 

organ isat ions. 

Background Information 

Available within the Housing & Property Services Department. 

Thomas McKenzie 
Director of Housing & Property Services 
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Foreword 

Thank you for reading our 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. 

Efforts were made in the preparation 
of the Strategy to take account of the 
views of tenants and other interested 
parties. We have also produced a 
summary version of the Strategy. 

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 Com m ittee 
North Lanarkshire Council 
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I, Introduction 

This is the second 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 2006- 2009. 

0 Outlines the resources available to support tenant participation. 

0 Sets out our priorities for tenant involvement for 2006 - 2009. 

0 Provides a focus for individual tenants, tenant groups, Registered Tenant 
Organisations (RTOs), 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. 

Strategy Appendices 

The appendices of this strategy outline guidance notes on registration of tenants 
groups, the area office structure and contacts of the Housing and Property 
Services Department, a list of tenant and resident groups in North Lanarkshire 
and information on customer complaints procedures and a list of additional 
sources of assistance. 

How Can you Have your Say on the Strategy? 

You can write with your comments to: 

Clare Reynolds 
Corn mu n icat ions CO-ord in at or 
North Lanarkshire Council 
Housing and Property Services Department 
Municipal Buildings 
Kildonan Street 
Coatbridge 
ML5 3NG 

Tel: 01236 812500 /E mail ReynoIdsC@northlan,gov.uk 
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Is the Strategy Available in other Formats? 

There is a shorter summary Strategy. It is also available in Braille, large print, 
audio and in some community languages, upon request. Please use the contact 
details above for further information or copies, 

Other Relevant Publications 

Section 53 (I) of the Housing (Scotland) Act 2001 sets out the statutory 
requirement for the development of a Tenant Participation Strategy. The Act also 
requires all registered social landlords to consult with tenants on a range of major 
housing issues that affect them. These include: 

This Tenant Participation Strategy. 

Housing management, repairs and maintenance policies. 

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

. Any proposal to change landlord. 

This Strategy is consistent with the same aims as other North Lanarkshire 
Council plans and strategies such as the: 

0 Community Plan. 
0 Corporate Plan. 
0 Community Engagement Strategy. 

Local Housing Strategy. 
Housing and Property Services Departmental Service Plan. 
Community Regeneration Statement and Local Outcome Agreement. 

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

0 Scottish Executive’s National Strategy for Tenant Participation, ‘Partners in 
Participation’ 1999. 

0 Communities Scotland’s ‘National Standards for Community Engagement’. 
e Co m m u n it ies Sco t I a nd ’ s Pe rfo rma nce Stand a rd s. 

The Strategy also reflects the Scottish Executive’s National Tenant Participation 
Working Group’s codes of practice on: 

e Tenant participation at Local Level, 
e Tenant participation at Best Value. 
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0 Tenant participation in Regeneration. 
0 Tenant participation at Stock Transfers. 
0 Tenant participation in Rural Areas. 

Equal Opportunities 

The planning and delivery of good quality housing and appropriate information, 
advice and support services in North Lanarkshire embraces the principle of equal 
opportunities, following the lead of the Council's Corporate Equal Opportunities 
Policies and Race Equality Scheme. 

The North Lanarkshire Council Housing and Technical Services Committee has 
approved a Housing and Property' Services departmental Equalities Statement 
which ensures that all housing services, including the Tenant Participation 
Strategy take positive steps towards equal opportunities. 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, nationality, marital status, ethnic origin, 
religious beliefs, sexual orientation or gender re-assignment. 

We embrace the spirit of equalities legislation and regulatory frameworks, 
including the Race Relations (Amendment) Act 2000 and the Housing (Scotland) 
Act, 2001. North Lanarkshire Council Housing and Property Services have an 
equalities steering group and an equalities action plan in place to help us assess 
equality considerations in the delivery of our housing services and to identify 
opportunities to promote equal opportunities. 

Consultation in the Preparation of this Strategy 

In preparing this strategy there has been extensive consultation and tenant 
involvement. Consultation led to the preparation of a draft strategy, which was 
widely disseminated to tenants, registered and non-registered tenants groups, 
Councillors, local authority staff and other stakeholders for further consultation 
and comment. 

. The draft Strategy was published for comment on the Council's website, and was 
available at local First Stop Shops and promoted via the local media. 
Consultation in the preparation of this Strategy involved a wide series of 
measures such as: 

0 An audit and assessment of the existing strategy for participation. 

A review of best practice including Communities Scotland's National 
Standards for Community Engagement and Guide to Successful Tenant 
Participation. 
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0 Consultation with tenants and other stakeholders through the Tenant 
Conference held in November 2005. 

Hosting a Tenant Participation Review session in January 2006 and March 
2006. These were held with tenants, tenant representatives and other key 
stakeholders such as local RSLs (Registered Social Landlords), 
representatives of other departments and Communities Scotland to jointly 
identify the key elements of the strategy. 

0 Tenant Surveys. 

0 A range of local discussion groups in March 2006. 

Updating our consultation database of interested tenants to maximise 
information distribution. 

Updating of our staff guide to tenant participation. 

Information dissemination through tenants newsletters, North Lanarkshire 
News, local media and other sources. 

Key Priorities Identified in the Consultation Process 

Several key priorities were identified throughout the consultation process. These 
included: 

Providing accessible joint training for officers and tenants where possible on a 
range of relevant subjects. 

Reviewing tenant participation resources including the tenant association 
group grant level and application process and identifying how wider resources 
could contribute to tenant participation. 

Developing a North Lanarkshire wide Federation of Tenants and Residents 
Associations. 

Identifying how other Council departments could sign up to the tenant 
participation strategy and wider tenant involvement. 

Developing a monitoring and evaluating framework for tenant participation, 
which includes both qualitative and quantitative measures. 

Raising the profile of tenant participation and creating opportunities for 
effective participation to be highlighted and encouraged. 
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Reviewing the quality and range of information provision to tenants and 
tenants’ groups. 

Developing an annual schedule of consultation in partnership with tenants. 

Widening tenant participation, both within Housing and Property services and, 
to all areas of North Lanarkshire. 

Developing more joint working on tenant participation both with other 
Registered Social Landlords and with other council departments. 

Linking in with North Lanarkshire Community Forums to ensure a broad 
approach to consultation in line with NLC Community Engagement Strategy. 

Tenant Participation Monitoring and Implementation Group 

This strategy will be monitored in consultation with tenants and other key 
stakeholders. A Tenant Participation Monitoring and Implementation Group will 
be formed consisting of elected members, tenants’ representatives, Housing and 
Property Services department staff and North Lanarkshire Tenants and 
Residents Development Support Project representatives. 

This Group will be responsible for ensuring the strategy is effectively 
implemented and monitored and that our aims and objectives are achieved. The 
Group will also be responsible for developing further opportunities for 
participation, consultation and information dissemination. 

Sus taina bility 

Actions contained within this strategy contribute to the Council’s sustainability 
agenda by encouraging development, which secures a balance of social, 
economic, and environmental well being in the impact of activities and decisions. 
It does this in a number of ways. For example in reducing the need for travel by 
hosting local participation activities and contributing to training opportunities 
through tenant participation in community regeneration initiatives. 

2. What Is Our Vision? 

Our overarching vision is to: 

‘Make North Lanarkshire a place where everyone will have access to good 
quality housing that they can afford that is in a safe and pleasant environment. 
People will have access to services that will enable them to live independently 
within and participate in the communities in which they live’. 
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In relation to tenant participation our vision is to: 

‘Make North Lanarkshire a place where tenants can influence the decision 
making process through a range of involvement opportunities working in 
partnership with the council to deliver a housing service that meets their needs’ 
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3. What Are Our Principles? 

Our principles reflect those of the Scottish Executive’s National Strategy for 
Participation ‘Partners in Participation’. These include to: 

Create a culture of mutual trust, respect and partnership between tenants, 
elected members, and housing officers at all levels, working together towards 
improving housing conditions and housing services. 

Ensure tenant participation is a continuous process. 

a 

e 

e 

e 

e 

Enable a joint process of agenda setting and information sharing. 

Enable processes of decision making that are open, clear and accountable. 

Recognise that adequate time should be given to tenant representatives to 
consider the issues properly enabling tenants to have the opportunity to work 
out a common view in advance of meeting a landlord’s representatives. 

Recognise the independence of tenants’ organisations. 

Good working relationships evolve gradually and are flexible to adapt to local 
circumstances. 

Recognise tenants organisations require adequate resources for organisation, 
training and support. 

Tailor tenant participation in remote areas to suit the particular needs of 
tenants in such communities. 

Provide equal opportunities to participate for all our tenants, removing barriers 
to effective participation arising from ethnicity, geographic location, special 
needs, language difficulties, learning difficulties, age, sexual orientation or 
disability. 
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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 North Lanarkshire Council’s Housing 
and Property Services Department. 

Our specific main aims are to: 

0 Offer a range of options for tenants to become involved, both collectively 
through tenants and residents groups, and on an individual basis. 

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

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

0 To develop and support tenant participation North Lanarkshire wide. 

Our specific main objectives are, on a year on year basis, to: 

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

0 Ensure tenants and staff gain access to adequate levels of training and 
support that enable them to participate more effectively. 

0 Provide capacity building support and assistance to tenants groups. 

Improve communication and information dissemination to meet the needs of 
all our tenants. 

Provide quality and relevant information for tenants in accessible formats. 

Develop a North Lanarkshire Federation of Tenants and Residents 
Associations. 

0 Regularly monitor and review this strategy to ensure it continues to be 
effective. 
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5. What Is The Existing Range Of Resources and Support? 

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

North Lanarkshire Tenants and Residents Development Support Project, 
which employs one full time development worker, a part time administration 
worker and dedicated development manager support from the Tenants 
Information Service. The Project develops and supports the development of 
new groups and supports existing ones. 

Resource room available at the Tenants and Residents Development Support 
Project offices providing Information Technology support and access to good 
practice information. 

Tenant and Resident Group annual grants. 

Community Learning and Development grant funding to assist with the 
training and development of a North Lanarkshire wide Federation. 

Access to Community Learning and Development workers to support tenants 
and residents groups developing wider services to their communities. 

Opportunities to attend joint development events and local and national 
conferences . 

Tenants Group Start Up Pack providing advice and assistance on setting up 
and running a tenant's group including accessing funding. 

Training events and information including joint training with housing staff. 

Support of council staff including attendance at meetings, where appripriate. 

Access to independent advice and assistance. 

Guidance and sumort to all aroutx to enable them to become RTOs. 
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6. How Much Are We Spending? 

This section summarises the resources available to support tenant participation 
in North Lanarkshire. The tenant participation budget for North Lanarkshire is 
€1 50,000 in year 2006/07. Additional resources will be confirmed at a future date 
for years two and three of this Strategy. 

These resources do not include additional staff, administration and other forms of 
support. Additional support is also available through North Lanarkshire Council’s 
Housing and Property Services area office network. Tenant Participation funding 
will be spent on items including: 

Maintaining the North Lanarkshire Tenants and Residents Support Project. 

Providing staff to develop and support participation. 

Hosting the North Lanarkshire Council Housing and Property Services Tenant 
Conference . 

Disseminating information including information packs, leaflets, local 
newsletters and guidance notes. 

Providing publicity material to raise the profile of tenant participation. 

Hosting consultation events such as discussion groups, service reviews and 
briefing sessions. 

Providing grant support to tenant and resident groups. 

Undertaking an annual survey of tenants. 

Providing training and capacity building. 

Publishing tenant newsletters. 

Providing development support to enable the formation of a North Lanarkshire 
wide Federation 

Enabling tenants to attend national conferences. 

. 

The Housing and Property Services and other departments of the Council, such 
as Community Services, also spend additional amounts on services that assist 
tenant participation and local tenant and resident groups through activities such 
as capacity building and training. 



7. What Progress Have We Made? 

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

Set up the North Lanarkshire Tenants and Residents Development Support 
Project in partnership with tenants and the Tenants Information Service. 

Undertaken a training needs analysis of tenants and residents groups to 
develop a training programme. 

Helped set up new tenant and resident groups increasing the number of 
tenants groups to 50 overall, with 26 Registered Tenants Organisations 
(compared to 35 groups in year 2003). 

Hosted annual Tenants Conferences with tenants, residents, staff and 
members identifying key priorities for developing participation 

Produced an annual North Lanarkshire Council wide tenant newsletter 
informing tenants of tenant participation rights and promoting participation 
opportunities. 

Introduced local newsletters to ensure tenants are kept up to date and have 
opportunities to participate locally. 

Introduced tenant led inspections where tenants and housing staff jointly 
inspect their local area and identify issues for action. 

Introduced a system of chairpersons meetings ensuring regular contact 
between North Lanarkshire Council Housing and Property services 
department area managers and local tenants and residents groups. 

Provided development funding which enabled Coatbridge Federation of 
Tenants and Residents Associations and the North Lanarkshire Tenants and 
Residents Development Support Project to have their own premises. 

Produced a staff guide to tenant participation. 

Produced an information pack on setting up and running tenants' groups 

Updated our register of Tenants and Residents Groups. 

Developed our consultation database to help maximise the numbers of 
tenants becoming involved. 
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0 Facilitated tenant involvement in recruiting and selection of staff promoting 
tenant participation. 

Undertaken extensive community consultation on a range of major housing 
issues including developing our Local Housing Strategy, reviewing the 
allocations policy and developing the Council’s Capital Programme. 

8. What Standards Can Tenants Expect? 

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

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

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

Ensure we provide information in an easy to understand way and in 
accessible 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. 

Consult with tenants to further develop standards in relation to tenant 
participation such as local newsletters, tenant led inspections and 
chairpersons meetings. 
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9. How Will Consultation And Participation Take Place? 

To ensure participation and consultation is maximised a range of methods will be 
used. This will offer choice to tenants and enable 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. 

North Lanarkshire Council will employ a range of methods to notify tenants and 
tenants groups of issues that affect them and to provide feedback. Effective 
means of information, consultation and participation could include: 

Undertaking roads hows. 

Undertaking an annual conference for tenants and other stakeholders. 

Providing funding and development support for tenants groups. 

Providing briefing sessions. 

Enabling involvement in service reviews. 

Attending conferences. 

Undertaking surveys and questionnaires. 

Enabling tenant led walkabouts. 

Undertaking chairpersons meetings locally. 

Publishing information through tenant newsletters, North Lanarkshire News, 
local and national media. 

Consulting on draft Council plans and strategies. 

Enhancing our consultation database of interested tenants. 

Undertaking focus groups. 

Providing Council representation at tenants’ meetings. 

Facilitating the meeting of the Convener of the Council’s Housing and 
Technical Services with tenants’ representatives. 

Facilitating tenant participation and consultation with other council 
departments and service providers. 
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Undertaking joint training with tenants and staff at area office closures. 

Providing a Tenants Information Pack where all current tenants, new tenants 
and tenants’ groups receive a copy of the Tenants Information Pack showing 
detailed information on a range of housing issues. 

North Lanarkshire Council’s website: www,northlan.srov.uk. providing 
information on housing related issues and service provision. 

Providing written notification where tenants and RTOs will be notified 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 develop 
tenant participation and deliver the aims and objectives of the strategy. Detailed 
action plans are also shown in section 12 which detail our priorities at local 
authority and local level. Our main actions will include: 

. Developing and supporting a North Lanarkshire wide Federation of Tenants 
and Redden ts Associations. 

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

9 Developing a rolling programme of training, which meets the needs of tenants 
and staff. 

. Setting up an information group, which will review the range and quality of 
information available to tenants. 

a Setting up a joint implementation, monitoring and review group with tenants, 
elected members and other stakeholders to monitor and evaluate the 
strategy. Monitoring will take place to evaluate inputs, outputs and outcomes. 

Developing an annual consultation and review programme in partnership with 
tenants which sets out on what, when and how consultation and service 
review will take place on issues such as service reviews, rent and budget 
setting and capital programme works. 

Agreeing North Lanarkshire wide and local level action plans for all area 
offices to promote and develop participation, with clear timescales. 
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Undertaking an annual survey of tenants and other forms of consultation such 
as discussion groups. 

Developing joint working with other Council departments and Registered 
Social Landlords 

Maintaining a Register of Tenant Groups and expanding and promoting the 
consultation database. 
Providing access to training, information and advice to all tenants on 
participation. 

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

Reviewing the resources available to support tenant participation. 

I I. 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: 

0 A joint Tenant Participation Strategy Monitoring and Implementation Group 
will 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, elected members, representatives of tenant and resident 
organisations and other stakeholders. 

0 Progress on implementing and monitoring the strategy will be reviewed 
annually and reported in an Annual Strategy Review to the relevant Council 
Committee. 

The Annual Strategy Review will consider a range of information and feedback 
options exploring : 

How participation took place, (i.e. what methods of participation were 
used/what and how were the issues/topics identified)? 

. 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? 
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1 What timescales were allowed for effective participation to take place? 

The cost of developing effective tenant participation. 

1 Did tenants receive adequate information, 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? How would tenants like the process to be 
imp roved? 

1 Whether tenants had the opportunity to become involved regardless of age, 
ethnic background, language, sexual orientation, particular needs or location? 

To outline proposals for participation over the course of the strategy 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. Key Targets - North Lanarkshire Wide Priorities And Action Plans 
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 and inform tenants 
regarding the housing investment 
programme 

Undertake an annual consultation 
programme on rents and budget 
setting 

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

06/07 
* 

* 

* 

Timescale 
[Year) 
07/08 

* 

* 

* 

* 

08/09 

* 

* 

Milestones 

Establish action plan and framework 

Establish monitoring and evaluation 
framework 

Annual workshoplbriefing event 
Information on programme sent to all tenant 
groups and updated via local chairpersons 
meetings 
Information leaflet developed explaining how 
capital programme prioritised/organised 
information letters sent to tenants reviewed 
and updated 
Tenants consulted on future priorities and 
standards to inform future programme 
Capital programme published and updated 
on Council website www.northlan.gov.uk 
Annual consultation event held on rent setting 
Rent information reviewed and updated in 
consultation with tenants 
Rent newsletter provided annually 
Information provided and updated on Council 
website www.northlan.gov.uk 

~~ ~ 

Action plans developed 

Outputs 

Code of practice 
developed and agreed 

= No of meetings held 
Minutes of group 

m Annual Review 
produced 

= Number of briefing 
sessions/workshops 
held 

groups meetings 
attended 
Range of improved 
information available on 
capital programme 

9 Number of tenants 

Range and number of 
consultation events 
undertaken 
Range and quantity of 
information and 
feedback gathered 

m Number of tenants and 
tenants groups taking 
part in consultation 
Numbers and range of 
local consultation and 
participation 
undertaken 
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Project 

Undertake annual tenant 
satisfaction survey and other 
targeted methods of 
establishing tenant 
satisfaction. 

0 Develop and monitor action 
plans to improve overail 
satisfaction with service. 

Expand Register of RTOs 

Develop rolling training 
programme for staff, tenants, 
RSLs and other departments. 

tenants "interested in getting 
involved". 
Develop ongoing Departmental 
consultation and review schedule 
in consultation with tenants 
including service and policy 
reviews. Range of issues to be 
included: allocations, repairs, 
estate services, tenant led 
inspections, community wardens 
and rent settin . 

Annual Tenants Conference . 
06/07 
* 

* 

* 

* 

Timescale 
(Year) 
07/08 * 

* 

* 

* 

* 

08/09 
* 

* 

* 

* 

* 

Milestones 

Survey designed 
Survey completed 
Survey results analysed 
Summary Report produced and published 
Action plans developed and monitored 

Update guidance notes on registration 
Review Information Pack for Tenants Groups 
Development Worker support to Tenants 
Groups on meeting registration criteria 

Training audit undertaken 
Training priorities identified 
Training Programme established 

= Staff Guide to Tenant participation updated 
~ 

Consultation database set up 

Consultation and review issues identified 
Consultation and review events planned 
Corporate consultation register updated 
Service reviews undertaken 

Conference action plan developed 
Invitations issued 
Conference held 

outputs 

Numbeiof surveys 
distributed, completed 
and returned 

= Number of completed 
improvement actions 

Number of Tenants 
Groups 
Numberand 
percentage of 
Registered Tenants 
Organisations 

Numbers and range of 
training activities 
undertaken 
Satisfaction rates of 
participants 
Numberson 
consultation database 

Annual consultation 

. Numbers participating 

Range of issues 

programme 

in events 

1 Numbers invited 
1 Numbers attending 
= Satisfaction rates of 

delegates 
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Project 

Provide development support to 
set up North Lanarkshire 
Federation of Tenants and 
Residents Associations 

Review Tenants Development and 
Support Project annually and 
develop proposals for future 
support of tenants groups. 

Agree protocol to ensure effective 
linkages between local Community 
Planning arrangements and 
tenants groups/ North Lanarkshire 
Federation. 
Develop joint working framework 
Jvith RSLs to improve joint tenant 
participation. 

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

Timescale 

06/07 
* 

* 

* 

* 

* 

[Year) 
07/08 

* 

* 

* 

08/09 

* 

* 

Milestones 

Development funding granted 
Premises established 
Constitution developed 
Committee elected 
Service level agreement in place 
Member groups increased expanding to North 
Lanarkshire wide 

Review day held 
Review report developed and published 
Further support developed for tenants groups 

~ 

Draft protocol developed 
Consultation on draft protocol 
Protocol finalised 

Liaison meeting with RSLs 
= Framework developed 

Joint training developed 

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 

outputs ------I 
Level of development 

Number of objectives 

Number of member 

Level of geographical 

funding 

achieved 

groups 

coverage 
= Review day 

Number of tenants/ 
tenants groups 
involved 

9 Review report 
Protocol developed 
Range of liaison 
arrangements 
established 

Range of joint events 
Numbers involved 
Number of RSLs 
signed up to joint 
working 

= Numbers taking part in 
consultation 

= Number and range of 
consultation events 
Number of guidelines 
agreed 
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Project I 
Set up sub group to review range 
of information for tenants including 
Start Up Pack for tenants groups. 

Develop joint working with other 
departments. 

Set up sub group to review tenant 
participation resources. 

Actively develop and support the 
formation of new Tenants Groups 

Timescale 

06/07 
* 

* 

* 

* 

[Year) 
07/08 

* 

* 

D8/09 

* 

* 

Milestones 

- . . 
m 

m 

Tenant Newsletter 
Tenant Information Pack 
Start Up Pack for Tenants Groups 
Website information reviewed and updated 
Tenant Participation Leaflet 
Contact lists 
Briefing Notes 

Service level agreements 
9 Tenant led inspections 

- 
Review tenants grant process 
Review overall tenant participation resources 

m Priority areas identified for group 
development 
Development programme established 

outputs 

Numbers and range of 
information 
disseminated 

= Number of other 
departments working 
in partnership . Joint resources 
Joint training 
Level of tenants grants . Number of tenants 
groups receiving 
grants 
Level of tenants 
participation budget 
Number of Tenants 
Groups . Number of RTOs 
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Local Priorities and Action Plans for Area Offices 

Quarterly liaison meetings held 
with all local tenants and 
residents associations 
Liaison meeting with forum and 
CRM. Consultation events held. 

Develop publicity to encourage 
new group(s). Set up meeting with 
interested tenants and residents. 
Group(s) formed. 
Working group to be set up and 
actions identified. 

Kilsyth, Cumbernauld and Moodiesburn 

~ 

Action Point 
Publish a minimum of two local 
newsletters per year 

Establish and carry out a minimum of 
two tenant led estate walkabouts per 
year, per tenant and resident 
association or where no groups are 
active with tenant representatives. 
Establish as a minimum, quarterly 
chairpersons meetings with all local 
tenant and resident associations 
Work with the local Community 
Regeneration Manager (CRM) and 
community forum to develop resident 
involvement across the NL Partnership 
area. 
Work with TIS Development Support 
Project to encourage formation of 
tenant and resident group(s) in Kilsyth. 

Establish annual clean ups with 
housing and community resources 
includina mobile communitv wardens. 

Number of Chairpersons meetings 
= Number of tenant led inspections 

Tenant newsletters 

OUtDUt I Proaress I Action Reauired 
Newsletters published and 
distributed to local tenants, 
elected members and tenants and 
residents groups 
Tenant led estate walkabouts 
carried out in main estates and 
issues or concerns dealt with by 
area management team 

I 
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Bellshill and Viewpark 

output 
Newsletters published and 
distributed to local tenants, 
elected members and tenants and 

Action Point Progress Action Required 
Publish a minimum of two local 
newsletters per year 

Establish and carry out a minimum of 
two tenant led estate walkabouts per 
year, per tenant and resident 
association or where no groups are 
active with tenant representatives. 
Establish as a minimum, quarterly 
chairpersons meetings with all local 
tenant and resident associations 
Work with Development Project to 
encourage formation of new groups in 
Bellshill and Viewpark. 
Work with the local Community 
Regeneration Manager (CRM) and 
Community Forum to develop resident 
involvement across the NLP area. 
Develop local consultation database to 
set up local forum of interested 
tenants. 
m Number of Chairpersons meetings 

m Tenant newsletters 
Number of tenant led inspections 

Date 

residents groups 
Tenant led estate walkabouts I I 
carried out in main estates and 
issues or concerns dealt with by 
area management team 

Quarterly liaison meetings held 
with all local tenants and 
residents associations 
Develop publicity to encourage 
new groups. Set up meeting of 
interested tenants and residents. 
Liaison meetings with forum and 
CRM. Consultation events held. 

Consultation database set up. 
Consultation events held. 

I 
I I 
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Airdrie 

Date I output Progress 
I Newsletters published and I 

Action Point 
Publish a minimum of two local 
newsletters per year I Action Required 

Establish and carry out a minimum of 
two tenant led estate walkabouts per 
year, per tenant and resident 
association or where no groups are 
active with tenant representatives. 
Establish as a minimum, quarterly 
chairpersons meetings with all local 
tenant and resident associations 
Work with Community Regeneration 
Manager (CRM) and community forum 
to develop resident involvement over 
NL Partnership area. 
Work with TIS Development Support 
Project to encourage formation of new 
groups in Chapelhall, Whinhall and 
Calderban k. 
Establish annual clean ups with 
Housina and communitv resources. 

Number of Chairpersons meetings 
Number of tenant led inspections 
Tenant newsletters 

distributed to local tenants, I elected members and tenants and 
] residents groups I I 
I Tenant led estate walkabouts 

carried out in main estates and 
issues or concerns dealt with by 
area management team 

Quarterly liaison meetings held 
with all local tenants and 
residents associations 
Liaison meetings with forum and 
CRM. Consultation events held. 

Develop publicity to encourage 
new groups. Set up meeting of 
interested tenants and residents. 

Working group set up. Clean ups 
held. Numbers participating. 
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MO the rwel I 

Action Point 
Publish a minimum of two local 
newsletters per year 

Date 

tenant and resident associations 
Support Flemington Tower group to 

distributed to local tenants, 
elected members and tenants and 
residents groups 
Tenant led estate walkabouts 
carried out in main estates and 
issues or concerns dealt with by 
area management team 

develop and expand. 
Support and liaise with Jerviston 
Action Group. 
Develop common rooms within towers 
for use by tenant and community 
groups 
m Number of Chairpersons meetings 
0 

Tenant newsletters 
Number of tenant led inspections 
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Wishaw and Shotts 

Action Point 
Publish a minimum of two local 
newsletters per year 

Date output 
Newsletters published and 
distributed to local tenants, 
elected members and tenants and 

Establish and carry out a minimum of 
residents groups 
Tenant led estate walkabouts 

two tenant led estate walkabouts per 
year, per tenant and resident 
association or where no groups are 
active with tenant representatives. 
Establish as a minimum, quarterly 
chairpersons meetings with all local 
tenant and resident associations 
Produce estate newsletters on local 
plans- 2 per year per estate. 

Work with Development Project to 
encourage formation of new groups in 
Harthill, Springhill and Staine and 
Gowthrapple. 
Hold Chairperson Bus Tour- one per 
year (Autumn ,06) 

Number of Chairpersons meetings . . Tenant newsletters 
Number of tenant led inspections 

I carried out in main estates and 
issues or concerns dealt with by 
area management team 

Quarterly liaison meetings held 
with all local tenants and 
residents associations 
Newsletters published and 
distributed to local tenants, 
elected members and tenants and 
residents groups 
Develop publicity to encourage 
new groups. Set up meeting of 
interested tenants and residents. 

I 
Bus tour held. Numbers attending. 
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Action Point Date output Progress 
Publish a minimum of two local 
newsletters per year 

Newsletters published and 
distributed to local tenants, 
elected members and tenants and 
residents groups 
Tenant led estate walkabouts 
carried out in main estates and 
issues or concerns dealt with by 
area management team 

Quarterly liaison meetings held 
with all local tenants and 

Establish and carry out a minimum of 
two tenant led estate walkabouts per 
year, per tenant and resident 
association or where no groups are 
active with tenant representatives. 
Establish as a minimum, quarterly 
chaiwersons meetinas with all local 

Action Required 

tenant and resident &sociations 
Attend and support Sikeside, 

29 

residents associations 
Meetings attended. Gala days 

Greenend and Townhead Gala Days. 
Establish forum for multi storey 
accommodation open day. 
Establish annual clean ups with 
community and housing resources. 
Establish best close and most 
improved gardens award. 
Establish debt counselling sessions. 

Joint community roadshows with 
police, housing and community 
wardens- outlying villages. 
E Number of Chairpersons meetings 

Number of tenant led inspections 
Tenant newsletters 

held. 
Forum set up. Groups attending. 

Working group set up. Clean ups 
held. Numbers participating. 
Awards set up. 

Counselling sessions held. 
Numbers participating. 
Planning group set up. 
Roadshows held. Numbers 
attending. 



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 copies of the Strategy, summary or appendices please 
con tact: 

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 
E-mail: ReynoldsC@northlan.gov.uk 
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Appendix 1 

North Lanarkshire Council 

Guidance Notes: Registration of Tenant Organisations 

Introduction 

The Housing (Scotland) Act 2001 introduced the right to participate for tenants. 
Part of this legislation was 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. 

I. 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. 

2. 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. 

3. 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 
- details and examples of how you will consult with the wider community 
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4. 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 condu’cted 
- 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 

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

5. 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. 
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6. 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. 

7. 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. 

8. 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 also have a 
tenants support project who can work with your group and we can provide access 
to independent help and advice. We also provide an information pack on tenant 
participation in general. 

9. 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 First Stop Shops and 
on the Councils website w.nor th lan,gov.uk.  

1O.Can a group be removed from the register? 

A group can be removed from the Register if it no longer meets the registratipn 
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. 

11.00 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. 
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12.Can we register with more than one landlord? 

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

13. How long will registration last? 

Registration lasts for a three year period. We will automatically remind you when 
the registration period is complete and ask you to reapply. 

For more information or if you$have any question then please contact Housing 
Development on 01236 812509 or the North Lanarkshire Tenants and Residents 
Development Support Project on 01 236 435844. 
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Appendix 2 

Area Manager 

Brendan Sherry 

North Area Structure 

Service Manager Assistant Service Contact Details 
Manager 

Jamie Pettigrew Jim Farrell 195 Main Street 
Coatbridge 
ML5 3BW 

Tel: 01236 812561 

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

Area Manager 

Lorraine Anderson 
(Based at Kilsyth) 

Tel: 01236 812561 

Service Manager Assistant Service 
Manager 

(Based at Kilsyth) 
Jim Smyth Alec Brown 
(Based at Kilsyth) 

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

Area Manager 

Lorraine Anderson 

Tel: 01236 812561 

Service Manager Assistant Service 
Manager 

Carol Henderson Ann Pickering 
~ - -  

(Tern po ra ry) 

Coatbridge First Stop Shop 

Moodiesburn First Stop Shop 

Kilsyth First Stop Shop 

Contact Details 

Blackwoods 
Crescent 
Mood iesbu rn 
G69 OEZ 

Tek 01236 878800 

Contact Details 

Parkfoot Street 
Kilsyth 
G65 9AA 

Tel: 01236 828120 
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Cumbernauld First Stop Shop 

Stephen Llewellyn 

~~ 

Area Manager 

Manager 
Les Stalker Raymond Boyd lSt Floor, Coats 

Lorraine Anderson 
(Based at Kilsyth) 

Service Manager 

Carol Henderson 
(Based at Kilsyth) 

Ass is ta n t Se mice 
Manager 

Ann Pickering 
(Temporary ) 
(Based at Kilsyth) 

Contact Details 

2/4 Forth Walk 
Cumbernauld 
G67 1BT 

Tel: 01236 618161 
Senior Housing Officer for Cumbernauld First Stop Shop - Julie Macdonald 
(Temporary) 

Airdrie First Stop Shop 
~ ~~ 

Area Mananer I Service Mananer 1 Assintnnt Service I Cnntnct Details 

House 
Gartlea Road 
Airdrie 
ML6 9JA 

1 Tel: 01236 758035 
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South Area Structure 

Area Manager Service Manager Assistant Service 
Manager 

Bob Brownlie Chris O'Neil Chris Sullivan 
(Temporary) 

Aileen Gormley Joe Keen 
Divisional Manager South 
69-71 Merry Street 
Mo t herwel I 
MLI  I J J  M L I  I J J  

Divisional Support Manager South 
69-71 Merry Street 
M ot he rwel I 

Contact Details 

236 Main Street 
Wishaw 
ML2 7ND 

Tel: 01698 332233 Tel: 01698 332233 

Area Manager Service Manager Assistant Service 

David Dymock John Taylor Gillian Whitehead 
Manager 

Wishaw First Stop Shop 

Contact Details 

69-71 Merry Street 
Motherwell 
ML1 I J J  

1 Tel: 01698 302920 1 

Shotts First Stop Shop 

Area Manager 

Bob Brownlie 
(Based at Wishaw) 

Service Manager 

Karen Hagerty 
(Temporary ) 

Assistant Service 
Manager 

Robert Paterson 

Contact Details 

162-1 64 Station 
Road 
Shotts 
ML7 4AW 

Tel: 01501 824747 

Motherwell First Stop Shop 

1 Tel: 01698332233 I 
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Bellshill First Stop Shop 

Area Manager Service Manager Assistant Service 
Manager 

Alison Clarke Joe Biggam Pauline Maginnis 
(Temporary) 

Contact Details 

26 Motherwell Road 
Bellshill 
ML4 I R E  

Tel: 01698 332340 

Viewpark First Stop Shop 

Area Manager 

Alison Clarke 
(Based at Bellshill) 

Service Manager Ass is tan t Service Contact Details 
Manager 

George Russell Vacant 135 Burnhead 
Street 
Viewpark 
G71 5DD 

Tel: 01698 345330 
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Appendix 3 

List of Tenant and Resident Groups as at April 2006 

Abronhill Regeneration Forum 
Alcath Tenants & Residents Association 
Allershaw Tower Neighbours Association 
Angus Ave & Cumbrae Drive Neighbourhood Watch 
Braedale Tenants & Residents Association 
Brandon Court Tenants 
Burnfoot Rochsoles Action Group (BRAG) 
Ca r bra i n Tenants Association 
Carnbroe Residents & Tenants Association 
Central Park Residents Association 
Cliftonville & Coatdyke Tenants & Residents Association 
Coatbridge Federation of Tenant & Resident Associations 
Coltswood Court Tenants Association 
Coursington Tower Residents Association 
Craigneuk & Old Petersburn Tenants & Residents Association 
Doonside Tower Tenants Association 
Dual Tenants and Residents Association 
Dundyvan Tenants & Residents Association 
Forgewood Tenants Association 
Gartlea Residents Group 
Glassford Tower Tenants Association 
Glen Tower Tenants Association 
Glencairn Tower Residents Association 
Greenend & Sikeside Tenants & Residents Association 
Greenfaulds Residents Association 
Holehills Residents Association 
Holm Gardens Burnside Avenue Tenants / Residents Association 
lnverkip Tenants & Residents Association I 

Jerviston Neighbourhood Group 
Kirkshaws Tenants & Residents Association 
Langloan Tenants & Residents Association 
Lodge Tower Tenants Association 
Luing Tenants & Residents Association 
Millbrae & Glen Court Tenants Association 
Miller Homes Residents Association 
Miller Houses Tenants Association 
Milton Court Tenants Association 
Muirhouse Tower Tenants Association 
New Gowkthrapple Action Group 
New Petersburn Partnership 
Newmains Federation of Tenants & Residents Association 
Old Monkland Tenants & Residents Association 
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Rawyards Tenants & Residents Association 
Salsburg h TenantslResidents Association 
Tollpark Tenants & Residents Association 
Townhead Residents & Tenants Group 
TROUP 
Westwood Tenants & Residents Association 
Whitestripe Tenants & Residents Association 
Woodside Tower Association 

List of Registered Tenant Organisations as at April 2006 

North Area 

Contact Person 

Mrs Rose Bowie 

Mr Alex Forrest 

Ms Moyra Donovan 

Miss I Japp 

Mr Gerald Somers 

Ms Rena Davidson 

Name of Tenant Organisation 

Carbrain Tenants Association 

Carnbroe Residents & Tenants 
Association 
Cliftonville & Coatdyke 
Tenants & Residents 
Association 
Coatbridge Federation of 
Tenants & Residents 
Association 

Coltswood Court Tenants 8t 
Residents Association 

Greenend & Sikeside Tenants 
& Residents Association 

Kirkshaws Tenants & 
Residents Association 

Langloan Tenants & Residents 
Association 

Contact Details 

38 Greenrigg Road 
Ca rb rai n 
Cumbernauld 
G67 2PR 
PO Box No. 8896 
ML5 4UE 
62 Agnew Avenue Coatbridge 
ML5 3PX 

Unit 66, Fountain Business 
Centre, Ellis Street 
Coat b rid g e 
ML5 3 M  
Email: 
Coatbridge@tenresfed.fsnet.co. 
uk 

Coatbridge 
ML5 2 B f  
17D Cermbrae Crescent 
Coatbridge I 
ML5 4PX 
91 Netherhouse Avenue 
Coatbridge 

10a Langloan Place 
Coatbridge 
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Contact Person 

Mrs Catherine 
O’Hare 

Mr John Chalmers 

Andrea Travers 

James Keir 

Frank Burns 

Name of Tenant Organisation 

Millbrae & Glen Court Tenants 
Association 

Milton Court Tenants 
Association 

Rawyards Tenant & Resident 
Association 

Salsburgh TenantdResidents 
Association 

Townhead TenantdResidents 
Association 

TROUP 

Contact Details 

48 Glen Court 
Coatbridge 
ML5 5NH 
88 Milton Court 
Airdrie 
M L6 
73 Hamilton Drive 
Rawyards 
Airdrie 
M L6 
Salsburgh TenantdResidents 
Association 
305 Main Street 
Salsburgh 
M L7 
25 Morar Crescent 
Townhead 
Coatbridge 
ML5 1 
10 Uist Place 
AirAries 
All UI IG 

ML6 8FA 
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South Area 

Contact Person 

Mary Sheehan 

Mrs Frances Cairns 

Margaret Davidson 

Mr Michael Glancey 

Jean Nicholson 

Robe rt Mc Kend rick 

~~ 

Robert McKendrick 

Mr J Neil 

Name of Tenant Organisation 

Alcath Tenants & Residents 
Association 

Angus Avenue / Cumbrae 
Drive Neighbourhood Watch 
Tenants & Residents 
Association 
Braedale Tenants & Residents 
Association 

Central Park Residents 
Association 

Dual Tenants Residents 
Association 

Holm Gardens/Burnside 
Avenue Tenants/ Residents 
Association 
Glassford Tower Tenants 
Association 

lnverkip Drive Tenants & 
Residents Association 9 

Newmains Federation of 
Tenants & Residents 
Associations 
Tollpark Tenants & Residents 
Association 

Westwood Tenants & 
Residents Association 

Woodside Tower Tenants 
Association 

:ontact Details 

:/o Newmains Advice Centre 
54 Abernethyn Road 
Vewmains 
Nishaw 
v1 L2 
27 Angus Avenue 
Motherwell 
MLI 3LH 

1 I Hawthorn Avenue 
Newmains 
ML2 9AJ 
83 Carfin Street 
New Stevenston 
Motherwell 
MLI  4JL 
75 Emerald Terrace 
Bellshill 
ML4 2TQ 

Mossend 
ML4 2PA 
48 Glassford Tower 
Moth e rwe I I  
MLI  2AU 
58 lnverkip Drive 
Shotts 
ML7 4DG 
53 Tollpark Crescent 
Newmains 
ML2 9DD 
53 Tollpark Crescent 
Newmains 
ML2 9DD 
32 Kilmichael Avenue 
N ewrn a i n s 
M 12 
63 Woodside Tower 
Mo t he w e  I I 
M L I  2HX 
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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: 01236 812509 
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Appendix 4 

North Lanarkshire Counci I Customer Corn plai n ts Procedure 

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: 

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. 

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.uk. An acknowledgement will be sent within 
five working days of receipt of the complaint. It will be formally investigated 
and a detailed reply sent by the relevant Area Manager/Manager within 
twenty working 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 1 will tell you how to do this. An acknowledgement 
will be sent within five working days of receipt. It will be formally investigated 
and a detailed reply sent within twenty working 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 01698 302661 

The Scottish Public Services Ombudsman can be contacted at: 

4 Melville Street 
Edinburgh 
EH3 7NS 
Telephone no: 0870 01 I 5378 
Email: enq uiries@scottishombudsman *orq. u k 
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Appendix 5 

List of Other Contacts/ Useful Sources of Assistance 

Tenants Information Service 
Suite 335 Baltic Chambers 
Wellington Street 
Glasgow 
G2 6HJ 
Telephone: 0141 248 1242 
Fax: 0141 221 1911 \ 

Web : h tt D : //www. t i s. o rq . u k 

Registered Social Landlords 

Abbeyfield Society for Scotland Limited 
15 West Maitland Street 
EDINBURGH 
EH12 5EA 
Telephone: 01 31 225 7801 
Fax: 0131 225 7606 
Web : www. scotla nd . ab bey field. corn 

Abronhill Housing Association Limited 
Unit I 0  
Abronhill Shopping Centre 
Abronhill 
Cumbernauld 
GLASGOW 
G67 3AZ 
Telephone: 01236 457948 
Fax: 01236 781661 

Antonine Housing Co-operative 
3 Cowgate 
Kirkintilloch 
GLASGOW 
G66 1HW 
Telephone: 0141 578 0260/0262 
Fax: 0141 578 0150 
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Bield Housing Association Limited 
12 Somerset Place 
GLASGOW 
G3 7JT 
Telephone: 0141 270 7200 
Fax: 0141 331 2686 
Web: www.bield.co.uk 

Blue Triangle (Glasgow) Housing Association Limited 
3rd Floor 
100 Berkeley Street 
Charing Cross 
GLASGOW 
G3 7HU 
Telephone: 0141 221 8365 
Fax: 0141 248 871 1 
Web: www. btha.ora.uk 

Cairn Housing Association Limited 
15 North Claremont Street 
GLASGOW 
G3 7NR 
Telephone: 0141 353 1944 
Fax: 0141 353 1507 
Web: www.cairnha.com 

Clyde Valley Housing Association Limited 
1 Islay Way 
Old Monkland 
COATBRI DGE 
ML5 5DX 
Telephone: 01236 425589 
Fax: 01236 430349 
Web: www,cvha.co.uk 

Clyde Valley Housing Association Limited 
82/84 Brandon Parade 
MOTHERWELL 
MLI  1LY 
Telephone: 01698 268855 
Fax: 01698 266271 
Web: www.cvha.ca.uk 
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Cube Housing Association Limited 
23 Granville Street 
GLASGOW 
G3 7EE 
Telephone: 0141 204 5222 
Fax: 0141 248 5240 
Web: www.cu behousincr .Co. u k 

Cum bernau Id Housing Partnership 
Floor 8, Fleming House 
2 Tryst Road 
Cumbernauld 
GLASGOW 
G67 I J W  
Telephone: 01236 456456 
Fax: 01 236 455455 
Web: www.cumbernauld-housing.ora.uk 

Forgewood Housing Co-operative 
79 Kinloch Drive 
Forgewood 
MOTHERWELL 
M L I  3XD 
Telephone: 01698 26331 1 
Fax: 01698 263399 

Garrion People's Housing Co-operative 
3 Heathfield 
Gowkthrapple 
WISHAW 
ML2 OLY 
Telephone: 01698 360740 
Fax: 01698 375321 

Hanover (Scotland) Housing Association Limited 
Western Area Office 
5 Newton Place 
GLASGOW 
G3 7PR 
Telephone: 0141 353 1353 
Fax: 0141 353 1393 
Web: www. hs ha. org . u k 
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Horizon Housing Association Limited 
Leving House 
Fairbairn Place 
LIVINGSTON 
EH54 6TN 
Telephone: 01 506 424140 
Fax: 01 506 400052 
Web: www. hsha.ora.uk 

Key Housing Association Limited 
Savoy Tower 
77 Renfrew Street 
GLASGOW 
G2 3BZ 
Telephone: 0141 332 6672 
Fax: 0141 332 7498 
Web: www. kevhousina.org 

Lanarkshire Housing Association Limited 
191 Brandon Street 
MOTHERWELL 
MLI I R S  
Telephone: 01 698 2691 I 9  
Fax: 01 698 275202 
Web : www. la na r ks h i re ha. corn 

Link Housing Association Limited 
16/17 Carron House 
Tay Walk 
Cum bernau Id 
GLASGOW 
G67 1BU 
Telephone: 01236 725625 
Fax: 01236 737317 
Web: www . I i n khousi ng .Co. u k 

Lochside Housing Association Limited 
The Go Between Centre 
64a Leven Road 
C OATB R I DG E 
ML5 2LT 
Telephone: 01236 435210 
Fax: 01 236 441 850 
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Loretto Housing Association Limited 
Lipton House 
2nd Floor 
170 Crown Street 
GLASGOW 
G5 9XD 
Telephone: 0141 420 7950 
Fax: 0141 420 7951 

Margaret Blackwood Housing Association Limited 
West of Scotland Office 
Suite 102, The Pentagon Centre 
36 Washington Street 
GLASGOW 
G3 8AZ 
Telephone: 0141 221 1606 
Fax: 0141 227 2297 
Web: www. m b ha.org . u k 

Trust Housing Association Limited 
25 Park Circus 
Charing Cross 
GLASGOW 
G3 6AP 
Telephone: 0141 341 3200 
Fax: 0141 332 6843 
Web: www.trustha.org . uk 

West of Scotland Housing Association Limited 
Lanarkshire Area Office 
Princes Gate 
60 Castle Street 
HAMILTON 
ML3 6BB 
Telephone: 01698 495220 
Fax: 01698 495229 
Web: www.westsc0t.m. u k 

Wishaw and District Housing Association Limited 
55 Kirk Road 
WISHAW 
ML2 7BL 
Telephone: 01 698 377200/372776 
Fax: 01698 358712 
Web: www.wis hawd ha.0t-q. u k 
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Communities Scotland 
Ann Marie Stanley 
Highlander House 
58 Waterloo Street 
Glasgow 
G2 7DA 
Telephone: 0141 305 41 38 
Web: www. comm un itiesscotland .qov. u k 

Tenant Participation Advisory Service 
74-78 Saltmarket \ 

Glasgow 
G1 5LD 
Telephone : 0141 552 3633 
Fax : 01 41 552 0073 
Web: www.tpasscotland .erg. u k 

North Lanarkshire Tenants and Residents Development Support Project 
Unit 66 
Fountain Business Centre, Ellis Street 
Coatbridge 
ML5 3AA 
Telephone: 01236 435844 
Fax: 01 236 435675 

Scottish Federation of Housing Associations 
Pegasus House 
375 West George Street 
Glasgow 
G2 4LW 
Tel: 0141 332 81 13 
Fax: 0141 332 9684 
Web: httr,://w.sfha.co.uk/sfha,asD 
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