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Executive Summary 

This report provides an update on implementation of the new Tenant Participation service 

delivery model that was agreed at Committee on 10 August 2017. 

The Tenant participation team are now in place within Housing Solutions and have started to 

implement the recommendations that arose from the Tenant Participation Review. The Tenant 

Participation budget was carried forward to enable the creation of the new team while retaining 

the current support for Tenant Participation including support for tenant’s, residents and the 

North Lanarkshire Federation.  As the new service delivery model progresses, 

recommendations contained in the review including the level of funding and focused areas of 

activity will undergo continual review.   

Independent scrutiny has been facilitated by North Star Consulting and Research since 3rd 

April 2018 on a 1 year contract. They have produced 2 reports with recommendations based 

on scrutiny groups that were under way as part of the previous Tenant Participation Project. 

They have facilitated training events for Staff, Tenants and Residents who will be involved in 

scrutiny groups that begin after the summer break.  The purpose of this report is to seek 

approval to extend the current model for facilitating scrutiny for at least a further 2 years. 

 

 

Recommendations 

It is recommended that Committee: 

 

i) Note the progress on implementing the new service delivery model for Tenant 

Participation. 

ii) Approve the tendering and appointment of specialist consultancy services to support 

tenant participation activity as outlined in section 2.9 

iii) Approve the review of the Tenant Participation Budget.  

 

 

 

Supporting Documents 



Council business      
plan to 2020 

The development of tenant participation support will contribute to 
delivering the council’s Priority Outcome ‘Improve relationships with 
communities and the third sector’ by assisting the Council to improve 
engagement with our communities to maximise involvement and 
empowerment; and it will also help to prioritise and invest in increasing 
community capacity and resilience.  
 

Appendix 1 Recommendations from Tenant Participation Review and what the new 
Team have delivered in the first 5 months. 

  

1. Background 

1.1 The Council has a statutory duty in terms of the Housing (Scotland) Act 2001 to prepare 

a Tenant Participation Strategy and consult with its tenants on matters that affect them.  

The Council also reports on its performance in relation to tenant participation to the 

Scottish Housing Regulator as part of its Annual Return on the Scottish Social Housing 

Charter (ARC).  Performance in relation to satisfaction with opportunities to participate 

was 68% (2017/18).  

1.2 Extensive consultation was undertaken with tenants, residents and wider stakeholders 
to establish what worked well and what could be done better to widen opportunities to 
participate.  The consultation culminated in an option appraisal event attended by 
tenants, residents, and council staff on 11 March 2017. 

 
1.3 The option appraisal process identified an alternative approach as the preferred option 

to deliver tenant participation support to tenants, with a view to developing further 
opportunities for participation; improving tenant satisfaction and engaging with difficult 
to reach groups.  The preferred model was to bring tenant participation outreach and 
administration services in-house to the council and provide external consultancy 
services for tenant scrutiny and tenant led event facilitation, reporting and training. 

 
1.4 To deliver tenant participation in North Lanarkshire it was proposed that four posts be 

created within the Business Solutions team located in Housing Solutions. 
 
1.4 In order to retain independent scrutiny it was proposed to engage external consultants 

to support the North Lanarkshire Federation of Tenants and Residents, tenant and 
resident groups and wider tenants and residents in relation to scrutiny and assist the 
Federation in responding to consultation opportunities.   

 

  

 
2. Report 

2.1 In April of this year the Tenant Participation team was formed within Housing Solutions. 

Two staff transferred under Transfer of Undertakings (Protection of Employment 

Regulations) (TUPE) 2006 from the Tenant Information Service who had run the Tenant 

Participation project since 2004. The Tenant Participation Manager and Tenant 

Participation Officer posts were filled through normal recruitment procedures. 

2.2 The team have begun to implement the recommendations that were made during the 

Tenant Participation review (see Appendix 1). This will ensure that tenant participation 



is more locally based and provides tenants greater opportunity to engage with the 

council. 

2.3 Over the past few months the team have been involved in the consultations around 

phase one of the re-provisioning programme and the rent restructure. The officers are 

now based within different Housing Localities to improve links between tenant and 

resident groups and the local housing offices. Work has started on planning locally 

based events and meetings with other community groups to address under 

representation on tenant and resident groups. All of which will increase the awareness 

of the Tenant Participation service and opportunities for tenants to engage with the 

Council. 

2.4 The team have also supported the Federation to hold their annual conference in May 

and have continued to support both the Federation and the existing Tenants and 

Residents groups. All existing groups have been contacted to identify training 

requirements. Since the introduction of GDPR in May 2018 each group has received 

guidance/awareness sessions on this and given the opportunity to expand their 

knowledge by undergoing further GDPR training. Grant funding has been distributed to 

1 new group and a review is underway of all Tenant and Resident groups to identify 

any further funding opportunities and requirements.  

2.5 The tenant participation budget remained the same this year with funding to Tenants 

and Residents groups and the Federation unchanged. Now that the Tenant 

Participation Team has been established and the way the service is being delivered is 

changing, it is considered appropriate to review the Tenant Participation budget and 

the way that the individual groups and Federation are funded.  

2.6 North Star Consulting and Research were engaged on a 1 year contract to facilitate 

independent scrutiny from tenants and residents. They have facilitated the conclusion 

of 2 scrutiny groups and forwarded the findings to the service for consideration.  

2.7 In May they attended the Federation Conference to promote scrutiny to the delegates 

and in June provided training to tenants and residents that are interested in participating 

in scrutiny activity over the coming year.  North Star also provided training to staff who 

will be required to provide evidence at the scrutiny groups.  As a result, three scrutiny 

groups are planned for the remainder of the North Star contract; Housing Revenue 

Account; Reporting a Repair and Complaints 

2.8 Informal feedback from staff, tenants and residents on the training has been positive. 

During the last Business Plan meeting with the North Lanarkshire Federation their initial 

opinion was also positive and were looking forward to initiating new scrutiny groups 

following the training. 

2.9 Although feedback on the new scrutiny arrangements is generally positive and training 

has been provided on how to undertake scrutiny there has not been sufficient time to 

evaluate if the tenants and residents would be able to facilitate scrutiny unsupported 

when the current contract runs put. A further procurement of independent consultancy 

for a 2 years period is proposed to undertake scrutiny based on the proposed model 

and increase capacity within those residents that are involved with the aim of reducing 

the support required over those years. 



2.10 The current Tenant Participation budget is £263k.  

2.11 Grants are provided to support Tenants and Residents groups, £400 per annum, for 

running costs. With an increasing drive for organisations to become more digital aware 

it is proposed that the amount be reviewed for those looking to access digital devices 

or a new IT grant be introduced.  

2.12 The North Lanarkshire Federation will receive funding of £21,916 this year. In previous 

years the Federation shared an office with the North Lanarkshire Tenant Participation 

Project therefore running costs were also shared.  Since April 2018 they have had sole 

responsibility for the office and all costs attached to it. It is therefore anticipated that 

there will be significant change in their overheads. A review of the use of the office and 

the level of funding for the federation is proposed. 

 

 
3. Equality and Diversity 

3.1 Fairer Scotland 
  
 Tenant scrutiny improves opportunities for people who experience socio-economic 

disadvantage and this proposal reduces inequalities through providing an increased 
range of ways in which people can be involved, improving their outcomes and helping 
them achieve their full potential. 

 
3.2 Equality Impact Assessment 
  

Full consideration has been given to reducing inequalities across protected 
characteristic groups and strengthening the impact of future opportunities. 

 
 

 
4. Implications 

4.1 Financial Impact 
  

The current service delivery is contained within current HRA resources. 
   
4.2 HR/Policy/Legislative Impact 
  

There is no HR, Policy or Legislative impact.  
 
4.3 Environmental Impact 

  

There are no carbon management issues. 

 
4.4 Risk Impact 

Risks in relation to statutory requirements associated with Tenant Participation are 
managed within the Enterprise & Housing Resources Risk Register process. By 
undertaking a comprehensive Review of Tenant Participation in 2017/18 and 
implementing the findings, including the recommendations within this report the Council 
will mitigate any potential risk. 

   

 



5. Measures of success 
 
5.1 The council’s Annual Return on the Charter (ARC) will provide a measure of the 

council’s performance in relation to tenant participation based on the following 
indicators: 

 Indicator 3 – Percentage of tenants who feel their landlord is good at keeping them 
informed about their services and decisions 
 

 Indicator 6 – Percentage of tenants satisfied with opportunities given to them to 
participate in their landlords decision making process 

 

  

 

 

Stephen Llewellyn 
Head of Housing Solutions 
 

  



APPENDIX 1 

Tenant Participation Team progress (April 2018 – July 2018)  

 Aim 
 

Milestones 
 

1 Provision of independent 
support to assist tenants 
and residents to engage 
in a range of tenant 
participation activities 
 

 North Star, independent consultants, specialising in tenant scrutiny, appointed 

April 2018 

 Reports from previous scrutiny’s produced with recommendations (HRA & 

Allocations) 

 Facilitated workshop at North Lanarkshire Federation annual conference on 
12th May to explain scrutiny and encourage more to get involved, consultation 
on scrutiny areas for this year 

 Scrutiny training for staff & tenant’s delivered-June 2018, feedback received. 

 New scrutiny’s agreed on completion of scrutiny training (Complaints & 
Reporting of Repairs) 

 Monitor & evaluate contract - First quarterly monitoring meeting held on 3rd 

July 2018. 

 Monitor contract budget-First quarter invoice received on 9th July 2018, to be 
reviewed. 

 Review of consultants and procurement of 2019- contract 
 

2 Dedicated Tenant 
Participation staff to 
support staff, individuals 
and groups within 
localities 

 New NLC TP Team established - Team recruited and in post; TP Manager, TP 
Officer & TP Admin Assistant started 1st April 2018 with the remaining TP 
officer starting 12th May 2018 

 Established links with Area Managers & Housing Staff to introduce the concept 

of the TP review findings/aims & objectives of team 

 Localities divided between TP officers to enable groups & individuals to be fully 

supported. 

 Integrate staff within local area offices - W/C 2nd July staff based within locality 

offices- Locality presence advertised via NLC social media (reoccurring post) 

 Identify area based issues, through working closely with groups, individuals & 

NLC staff within each area as well as attending community events 

- Attended The Community Matters (LAP) -Place Standards events-April 2018 
-Attended LAP events in each locality to have a better awareness of are based 

issued and raised the profile of the TP team (June 2018) 

 Support NLC campaigns; 

-Attended The Towers consultation events-April 2018 
- Contribute towards to the planning of the rent restructure campaign (May 

2018) 
-TP based in each locality to engage with the public & generate responses to 

survey (every FSS) June 2018 
-TP team update all responses & answer any queries relating to the rent 

restructure- June 2018  
-Vulnerable tenant met at FSS, referral made to Welfare Rights  

 Promote new TP team across NLC-Re-Branding of TP team, graphics request 

made (logo, flyers, posters, pop-up banner, ‘get involved cards’, business 

cards ordered). 

 TP team featured in July’s team talk 

 Support all Sub Groups (16th May 2018-Motherwell Towers, 13th June 2018-
Waste Management, 24th May 2018 - Roads & Street Lighting) & North 
Lanarkshire Federation meetings (1st & 3rd Thursday of every month)  

 Attend and offer support to all Tenants & Residents group meetings-24, April 

2018-July 2018 

 Support groups AGMs- 7, April 2018 – July 2018 



 Aim 
 

Milestones 
 

 Attend locality based walkabouts & Chairpersons, 4, April 2018 – July 2018 

 Re-stablish links with existing groups, manage transition- TP manager visiting 

all groups with TP officers as a form of introduction and to explain new 

processes 

 Identify areas under represented/ establish new groups/ individuals 
- Conduct a database review (cross referencing The North Lanarkshire Tenant 

Participation project, The North Lanarkshire Federation & NLC database) to 
obtain an accurate number of groups/individuals, enables us to identify 
underrepresented areas & re-engage with groups/individuals as well as 
complying with GPDR regulations 

 Review locality schedule, identify any changes required 

3 Central point of contact 
within the Council in 
relation to Tenant 
Participation and 
engagement 
 
 

 Work closely with communications team to raise awareness of the  new TP 

team across NLC 

- Webpage updated to include new team, North Star info and delete Tenant 
Participation Project details-April 2018. 

- Promote new TP team across NLC-Re-Branding of TP team, graphics 
request made (logo, flyers, posters, pop-up banner, ‘get involved cards’, 
business cards ordered) 

- Logo created for all TP literature (Brand awareness) 
-TP team featured in July’s team talk 

 TP team to become an integral part of NLC e.g. involved in high profile 

campaigns & consultations (Rent Restructure & Towers)  

 TP staff based within locality offices-July 2018 

 Provide support to each sub-group 

 Link between council departments and tenants, in response to tenants issues- 
Attended chairpersons & Walkabouts in each localities 

 TP manager to meet stakeholders and various local organisations i.e. 
Commissioned homelessness service. co-production group, VANL etc. 

 Links made with Welfare Rights Team-1 referral made June 2018 
 

4 Provide a wide range of 
activities to engage hard 
to reach groups, young 
people, individuals, and 
groups 

 Ensure activities align with TP Strategy 

 Locality based approach-team will have a presence in every locality, linking in 
with housing & NLC staff encouraging internal referrals.   

 Bi-annual issue based events will be planned in each locality. 

 North & South event to take place November 2018 (in place of the annual 
conference) taking a holistic approach to engage with more/different tenants 

 TP team taking a connected approach-tapping in to local organisation to speak 
to their groups or encourage referrals.  

 Attended; Action for Craignuek/Wishaw Community Meeting 22nd May 2018, 
Visited Criagnuek & Old Petersburn allotment 25th May 2018, opening 
braehead park 5th May 2018 

 Attend LAP events in every locality (June 2018) 

 Recognise the achievements of our volunteers (group & individual members) 
during volunteer week- Every June-too early for this year however we will plan 
this for June 2019. 

 Support given to Braehead park to plan galaday-4th August 2018 

 TP Manager attended Scotland’s Housing Networks Tenant Participation 
Practice Exchange Forum (4th May 2018) – gathered information & ideas of 
best practice & engagement 

 Attend community events, fun days,galas etc 

 Monthly catch up with team to monitor progress of action plan & engagement 
figures (first meeting 9th May 2018). 

 Weekly event planning meeting (first meeting 6th July 2018) 



 Aim 
 

Milestones 
 

 Met with Ros Griffiths-Co-Production Officer, Leanne Pollock-Community 
Partnership Manger & Catherine Johnstone-Election Co-Ordinator to discuss 
joined up working & partnership engagement strategy-July 2018 

 Met with Area Manager-One Parent Families Scotland-July 2018 
 

5 Develop interest led bi-
annual local forums 
 

 Work closely with local teams to identify local issues to plan events/local 
forums. 

 Work closely with existing groups to identify local issues to plan events/local 
forums. 

 Joined up working with Community Partnership & Co-production team to 
identify issues & pull resources to work on joint events 

 Keep up to date with local issues via social media, local press, councillor’s 
posts etc. 

 Produce a poll online to identify any area based issue-August 2018 

 North & South event will be used to identify issue based needs 

 Reviewed suggestions gathered from the evaluation forms at the Federation 
conference, May 2018 

 

6 Develop links to other 
Council services and 
community consultation 
forums 

 TP team to engage with various council services, Met with Ros Griffiths-Co-

Production Officer, Leanne Pollock-Community Partnership Manger & 

Catherine Johnstone-Election Co-Ordinator to discuss joined up working & 

partnership engagement strategy-July 2018 

 Continue to support Fed sub groups and possibly establish new sub-groups 

depending on need. 

 In talks with federation to establish an ‘Ambition’ sub group 

7 Assist NLF to develop and 
host an annual Tenant 
Participation Conference  
 

 Full support provided to Federation  when planning the Federation  

 Host conference 

 Annual Conference held on 12th May 2018 

 Produced Annual report for conference 

 Process event evaluation forms 

 Feedback report produced 

 Evaluation forms analysed 

 All relevant staff/stall holders emailed to thank them for their attendance 

 All outstanding invoices for event have been paid 

 Feedback given to venue 

 2019 conference booked 8th June 2019 

 Update Social Media after conference 

 liaise with relevant NLC to support with conference activities 

8 Provide administrative 
support to NLF 

 All Fed meetings have had a representative from the TP team to take minutes- 

first meeting attended 5th April 2018-ongoing 

 Website & social media regularly updated, last updated after conference, 

photos uploaded June 2018. 

 2018 Annual report produced May 2018 and distributed at the conference and 

amongst groups 

 All calls/emails diverted to NLC 

 Produce minutes from Formal meetings 

 Produce & distribute annual Newsletter  

 Produce & distribute Annual report 

 Respond to any federation calls/queries/emails 



 Aim 
 

Milestones 
 

9 NLF Service Review 
 
 

 TP Manager & Business Engagement Manger attended quarterly business 

plan meeting (8th May 2018) during these meetings we will be reviewing 

service. 

 Terms of reference sourced and sent to Federation & North Star to be 

reviewed & updated 

 Review constitution, code of conduct, terms of reference, meeting space, 

budget? 

 

 


