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Getting a copy of this strategy document 
 
This is document is publicly available through the ACHA website (www.acha.co.uk) or a 
copy can be obtained from any ACHA office.  
A leaflet giving details of this strategy is also available and will be given to every tenant 
(see appendix 2, page 26).   
 
It is intended that this strategy be current, readable and relevant. We welcome any 
comments you may have on its content. Please send comments to Gillian McInnes (contact 
details on previous page).   
 
 
This document is available in other formats 
 
If you would like to have this document in large print, in an alternative 
language, on audio cassette, or you would like someone to help you read it or 
to explain it, please contact: 
  
Gillian McInnes, ACHA,  Community Development Manager 
63-65  Chalmers St, Ardrishaig, Argyll  PA30 8DX 
Tel     01546 604088               
Email       gillian.mcinnes@acha.co.uk 
 
A’bheil sibh airson a’bhileaig seo fhaighinn ann canain eile?  Bhein’bh fios:    
Gillian McInnes, ACHA  Community Development Manager 
63-65  Chalmers St, Ardrishaig, Argyll  PA30 8DX 
Tel    01546 604088             Email      gillian.mcinnes@acha.co.uk 
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1. Introduction            
 

This document explains how tenants can become involved with Argyll Community Housing 
Association. We have worked closely with tenants to make sure there are opportunities to 
influence the housing service at every level.  
 
Tenants are legally entitled to get involved 
 
The Housing (Scotland) Act 2001 made tenant participation a statutory function of 
Registered Social Landlords (RSLs).  This strategy is intended to meet and exceed the 
legal requirement expected of social landlords.  ACHA aims to offer the highest quality 
tenant participation and recognises that tenants have the right to be consulted.  
 
 

 
 
 
 
 

 
 
 
Endorsements of this Strategy 
 

The Argyll Tenants Panel  
 
The Argyll Tenants Panel has been involved in the production of this strategy from day one 
and is proud to put our name here.  We look forward to working in true partnership with 
ACHA and building on the existing good partnership networks. 
 
Norman Beaton, Chairman of ACHA’s Board of Manageme nt 
 
A key aim of the Board is to ensure that ACHA’s activities are open, accountable and 
accessible.  To achieve this we must receive as much feedback from as many individuals 
and groups as possible to help formulate our views, practices and future plans to meet the 
aspirations of tenants.  This strategy document lays a sound foundation for participation:  
we look forward to hearing from as many tenants as possible, whether it is to contribute to, 
or simply endorse, the approach being taken. 
 
Alastair MacGregor, Chief Executive 
 
ACHA staff welcome the opportunity to work in partnership with tenants and recognise the 
importance of good quality participation.  By working together we can build a strong and 
successful organisation that meets and hopefully exceeds the needs of tenants.  Involving 
tenants is at the core of ACHA’s principles and we will always strive to give communities as  
many opportunities as possible to work with us. 
 
 
 

Tenant Involvement - Mission Statement 
 
This strategy is aimed at anyone with an interest i n tenant participation in Argyll and 
Bute. The purpose of this strategy is to; 

·  create opportunities for tenant involvement;  
·  raise awareness of tenant involvement, and; 
·  remove barriers that may prevent people from gettin g involved. 

�
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2. A strategy for the whole of Argyll and Bute      
 

 
 
 
 
Description of Argyll and 
Bute 
 

Argyll and Bute covers the second largest geographical area of any Scottish local authority, 
stretching for over 100 miles from Appin in the north to the Kintyre peninsula in the south 
and more than 80 miles across from the island of Tiree in the west to Cardross in the east.  
It has six towns, 26 inhabited islands (10 of which have ACHA tenants) and over 3,000 
miles of coastline – more than the entire coastline of France!   
 

When communities are in rural and remote locations tenant participation becomes a more 
difficult thing to do and requires a greater degree of creativity and more resources. 
 
 
3. What is tenant participation?         
 

Tenant participation is about tenants taking part in decision making processes 
and influencing decisions about:  

housing policies;  
housing conditions, and;  
the standard of housing (and related) services. 
 

‘Tenant participation is a two way process which involves the sharing of 
information, ideas and power. Its aim is to improve the standard of housing 
conditions and services.’  Partners in Participation, 1999 
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Note: ACHA has chosen to use the title of Tenant Involvement Strategy for this document – 
as we are committed involving tenants at the core of our business not only making 
decisions on policy but at the earliest stages of the development of ideas. 
 
This strategy is linked into the following wider ai ms: 
  

Partnerships  – it has been developed with, and adopted by, all interested parties, 
working together to maintain continuous improvements and seeks to link into wider 
agendas. 
 
Inclusion  – People who are traditionally excluded are encouraged to become involved. 
It is also recognised that there are different ways of getting involved and that all forms of 
participation are equally important. 
 
Empowerment – ACHA will offer all tenants the opportunity to access skills 
development, resources and be involved in decision-making. 
 
Flexibility - the strategy is open to continuous change and improvement, takes local 
factors into account, and recognises that different strategies, approaches and timescales 
may be needed in different areas. 
 
Monitoring & evaluation - it includes realistic and effective monitoring and reviewing 
mechanisms.  
 
Local Housing Strategy  
 

Argyll & Bute Council has produced a Local Housing Strategy which forms the housing 
element of the Community Plan for this area.  The Local Housing Strategy provides a 
framework within which the following goal will be addressed: 
‘To secure an adequate supply of good quality affordable housing to help sustain the 
development of the communities that we serve’. 
 

The Local Housing Strategy has 13 key objectives, one of which is ‘empowering 
communities and increasing community participation’.  Integrated within the Local Housing 
Strategy are a range of specific plans and strategies including the Tenant Participation 
Strategies for all four local housing associations in Argyll.   
 
Tenants can influence all aspects of the housing se rvice 
 
The following key service functions are suggested areas for tenant participation although it 
must be stressed that individual tenants and tenants’ groups can propose additional 
subjects for participation (The Tenants Panel set an agenda each year): 
 
·  Day to day maintenance  
·  Dealing with crime and anti-social behaviour  
·  Estate management issues  
·  Investment programmes  
·  Policy on allocations, transfers and exchanges (subject to approval by other RSL’s) 
·  Planned maintenance  
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·  Rent arrears  
·  Rent setting and collection  
·  Tenant Participation  
 
Two way communications with tenants is essential for providing tenants with the type of 
service they want and need. In addition to the options for getting involved, the Chief 
Executive currently visits around 10 tenants at random each month. This practice ensures 
the Chief Executive keeps in touch with tenant opinion.   
  
 
 
4. Key principles of good tenant participation       
 

We have adopted a set of key principles to guide our work in tenant involvement.  In 
particular ACHA will: 
 

1. Involve tenants as partners in considering matters affecting their communities and 
respond positively to tenants’ enquiries, ideas and suggestions. ACHA will also 
take into account the individual views and concerns of tenants, as well as the 
collective concerns of communities.  

 

2. Encourage and support the development of effective, representative and 
geographically viable tenants’ organisations in all parts of Argyll & Bute.  

 

3. Explore with tenants, methods and structures for greater involvement and to be 
flexible and take account of tenants’ wishes in its approach to participation. 

 

4. Keep under review the level of resources that are available to sustain and 
promote effective tenant participation. Tenants will be kept informed of any 
budgetary issues affecting the availability of these resources.  

 

5. Commit resources, as current budgets allow, to promote good tenant participation 
practice. 

 

6. Recognise the importance of independent advice to tenants (see page ??). 
 

7. Recognise and respect the rights of properly constituted tenants’ organisations to 
be independent of ACHA.  

 

8. Ensure that staff are provided with adequate information and training to work in 
partnership with tenants on housing service issues.  

 

9. Provide clear information on housing services to all tenants. 
 

10. Take practical steps, such as providing language interpreting, or help with 
childcare, or help with transport and subsistence costs, to enable everyone to 
take up opportunities to participate. 

 

11. Take into account the particular problems facing small, rural, dispersed or island 
communities. 
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12. Reflect the principles of tenant participation in all appropriate internal and external 
contracts and the criteria for approved contractors. 

 

13. Plan work to allow reasonable time for consultation and participation. 
 

14. Provide training and support for staff and committee members. 
 

Principles to guide the work of tenants’ organisati ons   
 
Tenants’ organisations registered with ACHA should: 

  

1. Work as partners with ACHA on matters affecting their communities.  
 
2. Provide information to tenants in the areas covered by their organisations. 
  
3. Aim to represent the views and interests of all tenants of ACHA and identify 

issues of concern.  
 
4. Provide information and expert local knowledge to ACHA.  
 
5. Identify resource needs, including training for tenants.  
 
6. Be accountable for the use of public funds.  
 
7. Recognise and respect the statutory, regulatory and financial frameworks within 

which ACHA is required to conduct its operations. 
 
8. Comply with the registration criteria for tenants organisations.  For further 

information on the registration process please request a copy of our information 
leaflet ‘Registration of Tenant Organisations’ which also contains details of 
procedures for removal from the register and appeals. 

 
 
5. Information Standards          
 
ACHA are committed to providing quality, timely and relevant information to tenants.  
We provide tenants with full, clear and readily available information regarding their 
tenancy, including:   the terms and conditions of their tenancy; their statutory rights under 
the Housing (Scotland) Act 2001 and other legislation; ACHA’s policies, service 
standards, performance information and a tenants handbook. 
 

To uphold these standards we will consult with tenants and obtain their feedback in 
effective and structured ways. We will publish the results of any consultation. We also 
have a communication strategy, which sets out all our communication standards. 

 

Information can be provided in a wide range of formats. We will make use of a variety of 
methods for communicating with and consulting tenants, for example; newsletters, 
leaflets and posters, local events and the association’s website.  
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We also have a Customer Care Charter, which sets our policy on information standards. A 
copy can be obtained by visiting our website or contacting your local ACHA office.  
 
The Charter sets out the standards of service that can be expected when contacting 
ACHA and reflects ACHA’s commitment to providing high quality services focussed on 
tenants’ individual needs. The Customer Care Charter covers the following areas:   
 

Your Rights;  
Our Standards;  
Our Staff;  
Our Offices;  
Our Services;  
Telephone Calls;  
Letters;  
Meetings with Staff; and,  
Equal Opportunities and Diversity. 

 
The Customer Care Charter is available on the ACHA website or from any ACHA office. 
 
Complaints 
We also have in place a policy and procedure for complaints. If you believe we have fallen 
short of our information standards you are entitled to make a complaint. Our complaints 
procedure can be used to complain about any aspect of our service.  
 

 
6. Options for Tenant Involvement        
 

ACHA provides a range of flexible options which will maximise tenants’ opportunities to 
be involved. This is particularly important given the geographic area of Argyll and Bute, 
and the diversity of tenants’ needs, aspirations and circumstances.  
 
The level of involvement will range from being informed, to being consulted, to 
participating in decisions or in a more formalised way as a member of the Board of 
Management or Area Committee. Tenants and ACHA will jointly agree the level of 
involvement according to people’s needs. The following list summarises options for 
tenant involvement:  
  

·  Board of Management  
·  Area Committees  (4) 
·  Tenants & Residents Associations 
·  Tenants Panel 
·  Tenants Consultation Register 
·  Newsletters  
·  Surveys by Post, Door to Door or by Telephone 
·  Focus Groups  
·  Planned Consultation  
·  Electronic communication via the ACHA website  
·  Staff invited to attend tenants’ meetings 
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·  Public meetings, conferences and seminars 
·  ‘Walkabouts’ with tenants/staff to look at particular areas 
·  Open days/ exhibitions/ roadshows 
·  Particular options for rural tenants (see page 14) 
·  Village Voices 
·  Text Messaging 
 

Some of these options are explained in more detail below, and in the following 
pages.  
 
 

Board of Management  
 
The Board is made up of 10 Tenant representatives, 5 Independent representatives and 5 
Argyll & Bute Council Representatives.  The function of the Board is to establish plans to 
achieve the objectives of the Association, approve budgets and policies, approve annual 
accounts, establish frameworks for delegation and control, monitor performance, appoint 
the senior officer and satisfy itself that affairs are conducted lawfully and in accordance with 
standards of performance and propriety.  These activities give tenant members of the 
Board the opportunity to have a direct influence on the strategic direction of the 
Association.  Each year, prior to the AGM (Annual General Meeting) members of ACHA are 
invited to nominate themselves for election onto the Board of Management. 
Membership application forms available at all ACHA offices and on the ACHA website 
(www.acha.co.uk).  
 
Area Committees  
 
Area Committee's have also been set up in four distinct geographical areas, to assist the 
Board of Management. The four area committees are as follows:  
* Bute & Cowal 
* Helensburgh & Lomond 
* Oban, Lorn & the Isles 
* Mid Argyll & Kintyre 
The make up of area committees is five or six tenants, three independent members and 
one Council nominated member.  Area committees are accountable to the Board of 
Management and the chairperson of each area committee will be a tenant and will also 
sit on the Board and report to the Board the activities of their area committee.  Area 
committees will approve plans, agree local budgets and take decisions on local issues 
and priorities.  Adverts for area committee members are placed in local newspapers and 
also in the quarterly tenants’ newsletter. 
 
Estate Management Action Plans  
  
At a local level estate management action plans (EMAPs) are widely used.  ACHA’s estate 
management action plans have been developed as a way for tenants to influence decisions 
at a local level.  Tenants are able to identify projects for environmental improvements in 
areas that they live. 
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Tenants Panel 
 
The Tenants Panel is made up from tenants’ representatives from registered tenants’ 
organisations throughout Argyll and Bute.  ACHA staff are invited to attend where 
appropriate.  Everyone involved in the Tenants Panel have the opportunity to discuss 
who will take part, how it will work, what the purpose and remit of the group is, how often 
the meetings will be held, and timescale for involvement. This group currently meet once 
a month (or when required).   
 
 
 

 
 
 
 
 
 
Tenants Consultation Register 
 
This register is used to consult tenants by postal questionnaire, on issues affecting 
tenants and ACHA’s services.  The register was introduced to overcome difficulties in 
consulting tenants throughout a large geographical area. The register means people can 
have their say on housing issues without having the inconvenience of travelling long 
distances.   There are currently tenants on this register from all over Argyll and Bute 
including some remote and island communities who otherwise may have difficulty in 
contributing to formal tenant participation processes.   The outcomes and feedback from 
questionnaires are published in the quarterly tenants’ newsletter. 
 
 
Newsletters  
 
The newsletter ‘Tenants First’ will be produced four times a year. The information 
contained within each newsletter will be relevant locally so that tenants are hearing of 
some developments in their own community. The newsletter will also contain information 
about general services applicable to the entire area. In particular, there will be 
information regarding: 
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·  performance information   
·  developments/initiatives   
·  programmed work in the area  
·  local contacts 
·  contributions from local community groups/ tenants’ associations  
·  reviews of policy and procedures  
·  customer care, and;  
·  the promotion of tenant participation   

 
Annual Report 
 
ACHA will produce an Annual Report which will contain information on new initiatives, 
developments and performance.  This report will be given to all members of ACHA.   
 
Tenant Satisfaction Survey 
 
A comprehensive postal Tenant Satisfaction Survey will be carried out by ACHA every 
three years.  Other groups and agencies will also be surveyed.  The Tenants Panel will 
be involved in the design of this.  The results of this survey will assist ACHA to shape 
future service delivery. 
 
Meetings 
 
ACHA believes that meetings are an important way of involving tenants.  The following 
procedures will be carried out for meetings between tenants groups and ACHA. 
 

1. Anyone organising a meeting should let everyone concerned have written details 
of the time, place and purpose of the meeting 10 days before, if possible. 

 
2. Everyone invited to a meeting should ideally confirm their attendance and submit 

apologies if they are unable to attend. 
 

3. When invited, ACHA staff will attend tenant’s group meetings, if possible.  If they 
are unable to attend, they will notify the group of this and suggest an alternative 
date or perhaps an alternative member of staff. 

 
4. Where possible, meetings between ACHA staff and tenants groups will be held in 

the groups’ local area and held at a time agreed by all involved. 
 

5. When meetings are organised by ACHA staff but cannot be held in the 
           local area, ACHA will pay reasonable out of pocket expenses incurred by 
           people attending the meeting.  Please see section on Resources (p12). 

 
6. ACHA staff attending meetings will, where possible, be able to make decisions on 

behalf of ACHA.  Where this is not possible, they will advise which officers they 
need to speak to, or which Committee they need to report to, and when a decision 
should be made.   
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In many communities there is a lack of suitable meeting places, therefore ACHA will 
explore and promote the use of schools, church halls, community halls and hotel 
meeting rooms as suitable venues. ACHA will also seek to ensure that all venues used 
are accessible for people with a disability.  
 
Improvements 
 
ACHA’s Investment Programme is made up of a variety of different housing 
improvement contracts.  Where there is scope within contracts to consult with tenants on 
options and preferences this will be done on an individual basis.  An example of this is 
the replacement of kitchens and bathrooms where tenants are asked to choose the 
colour and some aspects of the design. 
As with general repair work, upon completion, satisfaction questionnaires will be issued 
to every tenant so that ACHA can assess satisfaction with the process, the quality of 
work and the finished job.  Feedback on these satisfaction questionnaires will be given in 
ACHA’s Annual Report. 
 
Where ACHA has plans for a new housing project or major refurbishment, tenant and 
wider public consultation will take place.   If it is possible for individual tenants or tenants 
associations to be involved in the appointment of design consultants and in the 
processes that follow, this will be encouraged.         
 
Tenant Participation Seminar 
 
This shall be held in a central location, usually Inveraray. The agenda shall be agreed 
jointly and tenants will be encouraged to make presentations.  The Community 
Development Manager shall produce, in advance of the seminar, a Tenant Participation 
Report in conjunction with the Tenants Panel on all aspects and development of tenant 
participation over the previous period including reporting on performance.  This report will 
be made available to staff, committee members and any other interested parties. 
 
 
 

          
 
 
 
 

Tenants Seminar, Inveraray, 2007  

����� �



 

 15 

Limitations of tenant involvement  
 
It must be stressed that while tenant participation is usually associated with 
housing issues there is a growing agenda of participation in areas indirectly 
associated with housing for example  anti social behaviour, welfare rights, 
community learning etc. This means that ACHA will not necessarily be the lead 
agency in every situation. We will however guide tenants and their 
representatives to the appropriate agency or department wherever we can.   
 
 
7. Resources            
 

ACHA recognises that to fully support tenant participation it is vital that tenant 
participation and involvement is adequately resourced. Each year the Tenants Panel is 
provided with a breakdown of the previous year’s spending on tenant participation. This 
information is used to help plan the budget for the following year.  In addition there must 
be an understanding that best use must be made of financial, physical and staff 
resources.  Please see ACHA’s ‘Tenant Participation Budget - Funding Guidelines’ 
document which explains the processes involved in claiming for funding and the 
accounting requirements. This document is available on the Argyll Tenants Panel 
Website (www.argylltenants.org.uk) or from any ACHA office.  
  
Funding for Registered Tenant Organisations 
 
Registered tenants groups are encouraged to claim running costs from ACHA to enable 
them to take part effectively in the tenant participation process.  At the start of each 
financial year all registered tenants groups are given an ‘advance’ on running costs.  The 
amount given depends on what each group has spent in previous years.  A flexible 
system has been developed whereby groups can either claim additional ‘advances’ 
throughout the year if they run out of funding or they can submit invoices for direct 
payment. When a new tenants group has registered with ACHA it will be given an 
‘advance’ on running costs of £150.   
 
ACHA will also support registered tenants organisations by providing office bearers with 
use of computers, printers and internet access.  
 
Community Flat / Premises for Meetings  
 
ACHA recognises that it is important to the development of tenants groups that they 
have access to, and use of premises.  Through access to such facilities, groups may 
have the opportunity to develop their skills more effectively and provide facilities for their 
immediate community.  The decision to take a dwelling house (usually a flat) out of the 
letting pool to lease to a tenants group, is not taken lightly due to the high demand for 
housing across Argyll.   
 
In many communities there is a lack of suitable meeting places and in addition to their 
own offices ACHA will explore and promote the use of schools, churches, community 
halls and hotel meeting rooms.  ACHA will ensure that venues are accessible. 
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Projects 
 
ACHA recognises that the list of allowable expenditure detailed above is not exhaustive. 
Tenants’ groups may wish to, for purposes of creating a local sense of identity, fostering 
community spirit or meeting unmet need, wish to develop and undertake projects locally, 
e.g. garden competitions, social functions for disadvantaged groups or visits to other areas. 
 
In these circumstances ACHA will, finances permitting, try to react favourably to either 
requests for financial assistance/contributions or benefits in kind. 
 
Support from Housing & Neighbourhood Services Staff  
 
The first point of contact for tenants or groups of tenants seeking support is ACHA staff 
at local area offices, who will provide: 

·  Help for tenants interested in setting up a tenants association. 
·  Help for groups with organising meetings, preparing a constitution, registration 

procedures, receiving grant funding and networking with other groups. 
·  Help for tenants groups with producing newsletters, posters, leaflets etc. 
 

Assistance is also available from other staff and ACHA will ensure that staff are available 
to attend group meetings when requested (and where possible) and provide 
administrative and organisational support if required. 
 
Training  
 

ACHA encourages a culture of participation and seeks to ensure that this informs all 
processes. ACHA staff working with tenants groups will be familiar with the content of 
this strategy and the relevant associated procedures (senior Housing and 
Neighbourhood Services staff will be given training on this). All ACHA staff will be given 
a copy of the Tenant Participation leaflet attached as Appendix 2 to this strategy.   
 
Training on this strategy can also be delivered to tenants groups, the Board of 
Management and Area Committees (all committee members are involved in the review 
process of this strategy and are therefore familiar with it). 
 
ACHA will, in conjunction with tenants’ groups, identify training needs and reflect this in 
the annual tenant participation budget to enable the development of skills both individual 
and collective.   
 
Future Resource Requirements 
 
It is anticipated that the resources required for tenant participation will increase in line 
with the level of tenant participation being requested by tenants and promoted by ACHA.  
ACHA will endeavour to meet all resource requests for tenant participation.  The budget 
will be reviewed annually by tenants and by ACHA as part of the Budget Setting 
process. 
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Capacity Building 
 
ACHA will support tenants’ representatives to develop the capacity to represent tenants 
at all levels, for example becoming a committee member of a local tenants group or a 
member of ACHA’s Board of Management or Area Committee. In particular ACHA will: 
 

·  implement  a programme designed to ensure tenants’ representatives have the 
capacity and skills to advance the views of the tenants they represent; 

·  help  tenants’ representatives develop the ability to identify their resource needs 
and to access appropriate resources; 

·  assist  and support tenants’ representatives to become well informed on the 
subjects in the tenant/ACHA dialogue, and; 

·  encourage  tenant access to relevant learning opportunities. 
 
 

8. Participation in Rural and Remote Communities     
 
ACHA is particularly aware of the difficulties faced by people living in remote and rural 
communities who want to get involved in tenant participation. This involvement strategy 
reflects how tenants throughout Argyll & Bute can get involved. However, we have also 
taken guidance on best practice in rural participation.  
 
ACHA will actively pursue the most effective means of securing tenant participation in 
rural areas by; 
 

1. Providing transport or transportation costs for tenants to attend meetings.  
2. Using new communications technology to link people together. 
3. Holding meetings locally, and ensuring that senior staff attend meetings when 

requested. 
4. Arranging meetings within a catchment area of no more than a half hour’s travel 

time or 25 miles distance (except in unusual circumstances). 
5. Providing crèche facilities or care expenses. 
6. Including community or environmental issues, in recognition of the fact that 

housing issues alone may not be the only areas of interest to tenants.  
7. Holding issue based tenants’ focus groups. 
8. Timing meetings to allow for tenants and staff travelling distances and to coincide 

with public transport or whatever means of reasonable transport is available.  On 
occasions it is recognised that overnight accommodation may be required. 

9. Encouraging car/boat sharing. 
10. Carrying out training jointly with other community groups on common issues, eg 

managing meetings,  
11. Allow extra time for consultations so that groups who meet infrequently can have 

their say and offer an informed opinion. 
 

Where the forming of a registered tenants’ organisation may be difficult ACHA will 
consider:  
 

a. Using volunteers in the local community to act as village voices or tenant 
information volunteers (pay expenses and provide training). 
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b. Targeting under represented groups. 
c. Issuing personal invitations to meetings. 
d. Making staff support available to small groups of tenants.  
e. Channelling information via different groups or asking for time during other 

groups’ meetings eg community councils or community association.  
f. Linking in with community planning exercises to develop services. 
g. Carrying out surveys and using reply paid envelopes. 
h. Consider issue-based groups and support for restarting groups. 
i. Consider informal groups for all tenants rather than trying to establish more formal 

groups. 
j. Ensure that equal weight is given to the needs and views of rural tenants as to 

those in the centres of population. 
k. Consider joint meetings with other landlords’ tenants. 
l. Encourage computer linking between tenants in smaller communities via the 

Internet. 
m. Provide incentives for attending meetings – such as refreshments, prize draw, 

post-meeting entertainment. 
 

In order to ensure that rural tenants, in particular, receive information there will be a 
flexible approach to distributing information, which will include: 
 

·  Opening local ACHA offices with opening times to suit tenants needs 
·  Newsletters/leaflets with added local information 
·  Press releases in the local newspaper or community newsletter 
·  Using new technology (eg the internet, video conferencing, e-mail) 
·  Individual home visits 
·  Personal letters 
·  Regular public meetings, roadshows, housing surgeries  
·  Radio broadcasts 
·  Local noticeboards 
·  Use of freephone number to connect tenants to ACHA staff 
·  Information provided for those not interested in participating further 
·  Use of organisations such as Citizens Advice Bureau to give information and 

make referrals 
 
 
9. Good practice            
 

There is a need to ensure that this strategy works well and is continually monitored and 
developed.  Examining good practice across a range of sources helps this process. 
 

The Scottish Government Tenant Participation Team produces a regular newsletter which 
will increasingly share good practice from all over Scotland.  In addition to this the team 
produce good practice guides and ACHA will distribute these to all tenants groups.   
 
ACHA also welcomes the development of the Scottish Government’s regional networks for 
tenant participation. Some ACHA tenants’ representatives take part in the regional network 
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for Argyll and Bute/ Highland and their involvement can benefit both local groups and 
ACHA through sharing good practice. 
 

Networking with other landlords in Argyll may be developed and will provide invaluable 
information on what other local housing associations are doing and hopefully will result in 
some joined up working and sharing of good ideas. 
 

Tenants’ representatives and staff will be encouraged to attend national conferences where 
networking opportunities are invaluable. 
 
Promoting equality in participation 
 
ACHA is committed to promoting equal opportunities throughout its work. In particular 
ACHA complies with the law and aims for best practice when engaging with tenants and 
communities.  
 
ACHA is committed to these principles and does not discriminate on the grounds of ethnic 
origin, disability, gender, marital status, sexuality, age, language, political and religious 
beliefs, or social class. ACHA has a separate equalities policy which sets out the 
organisations’ commitment to promoting equal opportunities. 
 
Age Concern, Positive Action in Housing (ethnic minorities) and Enable (Scottish learning 
disability organisation) were consulted during the early development of this strategy.   All of 
these organisations were very positive about the strategy and made the following 
constructive comments: 
 

·  Non verbal methods of communication such as DVD or video cassette are useful to 
some people with hearing impairments or to people with learning disabilities. 

·  The use of advocates or others speaking on behalf of tenants can be useful for 
people with sensory impairments or supported learning needs. 

·  Home visits and perhaps the use of recording facilities should be offered. 
 
 
10. Monitoring & evaluation         
 

The Scottish Housing Regulator carries out thorough investigations into the performance of 
Housing Associations.  Inspection also includes an analysis of tenant participation. By 
working closely with tenants, ACHA aims to meet and exceed the minimum requirements 
for tenant participation.  
 
 
 

How will ACHA monitor Tenant Participation performa nce?  
 

The method of monitoring used is based on the model suggested in Communities 
Scotland’s Guide to Successful Tenant Participation.  The monitoring will be carried out by 
the Tenants Panel and reported to each Area Committee and the Board of Management 
and will appear in ACHA’s full Annual Report.  A summary of the annual monitoring of 
tenant participation will be reported to all tenants through the ACHA tenants’ newsletter. 
The annual Monitoring Questionnaire is attached as Appendix 1 (page 21). 
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How will the analysis of the performance informatio n be carried out? 
 

The Tenants Panel and ACHA will assess the completed Monitoring Questionnaire and 
agree areas where development is needed or the expected performance has not been met.  
A Tenant Participation Action Plan will be produced to address areas which require 
development over the next 12 months. 
 
 
11. Future Development of this Strategy       
 

This strategy was amended in 2009 following ACHA’s submission for TPAS Accreditation.  
The lifespan of this strategy is 3 years. However, the annual evaluation of tenant 
participation may reveal areas that require the strategy to be reviewed before 2012.  
 
The review will be undertaken by the Community Development Manager, Argyll Tenants 
Panel and all registered tenants groups, the 4 Area Committees and the Area Housing 
Managers.  The re drafted strategy will be put before ACHA’s Board of Management for 
approval. 
 

Individual tenants or tenants groups will have the right to submit to ACHA a request to 
make changes to the strategy at any time.  Any such proposal will be put before the 
Tenants Panel when the Tenant Involvement Strategy is being reviewed.  If changes are 
made to the strategy it must be put before ACHA’s Board of Management for approval.   
If ACHA recommend that changes be made to the Strategy it must be passed to the 
Tenants Panel for consideration.  When the Strategy has been given approval by ACHA 
it will be distributed to all tenants associations and housing managers.  It will be at the 
discretion of the Tenants Panel how often the Strategy is given to other stakeholders for 
comment. 
 

Some areas where we know that development is requir ed: 
 

·  Sharing of ideas with other local housing associations and possibly joint working. 
·  Examination of barriers to participation - involving traditionally excluded groups. 
·  Tenant Involvement- the particular arrangements in each of the 4 areas. 
·  The relationships between Board of Management, Area Committees, the  

Tenants Panel and tenants groups in terms of tenant participation. 
·  Feedback Mechanisms – website, newsletters 

 
 
12. Independent advice on tenant participation      
 

Scottish Government – Tenant Participation Team 
Ann Marie Stanley (West of Scotland) 
Highlander House 
58  Waterloo Street    
Glasgow    G2 7DA                                  Tel  0141 305 4138 
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TPAS   Tenant Participation Advisory Service 
74 – 78  Saltmarket 
Glasgow   G1 5LD                                   Tel  0141 552 3633 
 
TIS   Tenants Information Service 
Suite 124 – 128  Wellington Street 
Glasgow   G2 6HJ                                  Tel  0141 248 1242 
 
TIGHRA   Tenants in Grampian, Highland and Rural Areas 
Fairfax House 
64  Market Place 
Inverurie 
Aberdeenshire   AB51 3XN                   Tel  01467 67 2233 
 
Shelter 
4th floor, Scotia Bank House 
6  South Charlotte Street 
Edinburgh  EH2 4AW                            Tel  0131 473 7170 
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Appendix 1 

Annual Tenant Participation Monitoring Questionnair e 
 
 

Section A - Review of current tenant participation practice 
                                                                                             yes            no              comment 
1 Are tenants fully involved in reviewing 

tenant participation (t.p.) policy and 
practice? 

   

2 Have the strengths and weaknesses 
of the Strategy been identified by 
tenants, ACHA and Committee 
members? 

   

3 Does the strategy set out how 
traditionally excluded groups are 
encouraged to participate? 

   

4 Has an assessment of the resources 
currently put into t.p. and the 
resources gaps been made? 

   

5 Have any shortfalls identified in the 
last review of t.p. been addressed? 

   

6 Have gaps been prioritised for further 
development? 

   

Section B – Commitment and Capacity 
                                                                                              yes             no               comment 
7 Does the t.p. Strategy fit with other 

plans and statutory requirement? 
   

8 Have tenants been made aware that 
t.p. exists, and ways they can get 
involved, within the last year? 

   

9 Is ongoing training and briefing in 
place to ensure the commitment of 
staff and committee to t.p.? 

   

10 Do staff and committee members 
know about the t.p. parts of the 
Housing (Scotland) Act 2001 and 
good practice guidance? 

   

11 Are all staff kept up to date on t.p. 
developments? 

   

12 Do front line staff who work with 
tenants have training on equal 
opportunities, customer care and the 
skills required to carry out their job 
effectively? 
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Section C - Decision Making 
                                                                                                yes            no               comment 
13 Are processes of decision making 

open, clear and accountable? 
   

14 Do tenants have access to decision 
makers? 

   

15 Is consultation with tenants and 
groups carried out before decisions 
are made?  Are decisions made 
together? 

   

16 Are tenants’ views taken into account 
before decisions are made? 

   

17 Are tenants and groups given 
adequate time to consider and 
respond to issues? 

   

18 Are tenants involved in the review of 
service standards and monitoring of 
ACHA’s performance? 

   

19 Are methods in place to feedback to 
tenants and groups following a 
consultation exercise? 

   

  
Section D – Tenant Representatives 
                                                                                               yes            no               comment 
20 Has ACHA consulted tenants groups 

or other networks of tenants to find out 
what their key housing issues are and 
what level of involvement they want? 

   

21 Has work been undertaken to 
stimulate t.p. in areas where there is 
little or no tenant involvement? 

   

22 Is there an up to date register of 
tenants groups in place? 

   

23 Are mechanisms in place to enable 
tenants at a local level to influence 
housing management? 

   

24 Do tenants have places on the Board 
of Management? 

   

25 Are mechanisms in place to enable 
tenants to contribute to the review of 
service standards, policies, 
investment priorities and performance 
monitoring? 
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Section E – Setting the Agenda 
                                                                                              yes             no                comment 
26 Is the main agenda for t.p. planned in 

advance for the year ahead? 
   

27 Is the agenda jointly agreed with 
tenants? 

   

28 Are processes in place to enable 
tenants at a local level to influence 
housing management services? 

   

 
Section F - Planning for Monitoring and Evaluation 
                                                                                                yes            no                 comment 
29 Does the t.p. strategy set out 

processes for reviewing, monitoring 
and evaluating participation? 

   

30 Were these processes jointly agreed 
with tenants? 

   

31 Have time and resources for 
monitoring and evaluating t.p. been 
allocated within the strategy? 

   

32 Have tenants and ACHA agreed what 
information needs to be collected and 
how, when and by whom the 
evaluation will be carried out? 

   

33 Is the information being collected 
relevant to monitoring and evaluating 
t.p.? 

   

34 Is the information accurate and 
presented in a user friendly format? 

   

Section G – Accessing Resources 
                                                                                                yes            no                 comment 
35 Are staff with specific responsibility for 

t.p. in place to provide support to new 
groups, develop existing groups, 
promote t.p. and consult with the 
wider community? 

   

36 Is a training programme for all staff in 
place to develop skills and knowledge 
in respect to t.p.? 

   

37 Can staff access external training 
events on t.p.? 

   

38 Is training and briefing provided to 
keep committee members informed of 
t.p. practice and developments? 
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                                                                                                yes            no                 comment 
39 Is a joint agreement in place between 

ACHA and tenants setting out what 
information tenants will receive and 
and how they will receive it? 

   

40 Is information for tenants easily 
accessible, in plain English, provided 
in different formats where required, 
relevant and accurate? 

   

41 Is information made available with 
sufficient time for tenants groups to 
consider and consult their members? 

   

42 Is training available for individuals and 
tenant groups to develop their ability 
to participate? 

   

43 Can tenants access external t.p. 
training and events? 

   

44 Are start-up grants and annual 
running costs available to tenant 
groups to cover the group’s costs? 

   

45 Are these grants reviewed regularly 
with tenant groups to ensure they get 
enough funding to carry out their 
activities? 

   

46 Is funding available to ensure that 
there are no financial barriers to t.p.   
ie expenses, care costs met? 

   

47 Is in-kind support such as access to 
premises or photocopying available to 
groups? 

   

48 Do tenants have access to 
independent advice? 

   

  
Section H – Building, Supporting and Sustaining Ten ant Groups 
                                                                                               yes            no                 comment 
49 Does ACHA recognise and welcome 

the rights of tenants groups to 
represent the interests of their local 
community? 

   

50 Is the independence of tenants groups 
recognised by ACHA? 

   

51 Are tenants groups adequately 
supported financially and in-kind? 
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                                                                                                yes            no                 comment 
52 Does ACHA work to ensure that 

tenants groups are well informed, 
resourced and given adequate 
support so that they are able to 
influence decisions? 

   

53 Is there a range of opportunities and 
mechanisms in place for tenant 
groups to access and input to the 
decision making process? 

   

54 Are tenants groups regularly  invited 
to meetings with ACHA to discuss 
housing and community issues? 

   

55 Have ACHA and tenants groups 
agreed a timescale for receiving and 
considering information? 

   

56 Are tenants groups given the 
opportunity to meet and discuss joint 
issues and prepare their point of view 
before meeting ACHA? 

   

57 Do tenants groups have the 
opportunity to contribute to the 
agenda? 

   

58 Are perceptions of problems and 
issues shared between tenants and 
ACHA before potential solutions are 
discussed? 

   

59 Are tenants’ views considered before 
decisions are taken? 

   

60 Is feedback provided to groups 
following consultation exercises? 

   

61 Is t.p. seen by ACHA as an ongoing 
process? 

   

62 Are different ways to maintain 
communications with groups used? 

   

63 Is the relationship between the groups 
and ACHA a respectful one? 

   

64 Are staff in place to help new groups, 
provide development support to 
existing groups and promote t.p. 
across the organisation? 

   

Section I – Involving Excluded Groups 
                                                                                              yes            no                  comment 
65 Are equal opportunities built into both 

mainstream housing services and t.p. 
strategies? 
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                                                                                                yes            no                 comment 
66 Has a training needs assessment 

been carried out in relation to equal 
opportunities? 

   

67 Are equal opportunities and proactive 
attempts to involve excluded groups 
built into the t.p. strategy? 

   

68 Have the individual needs of excluded 
groups been identified and met? 

   

69 Have links been established between 
local representatives and community 
organisations working to support 
excluded groups? 

   

70 Has action been taken to remove 
barriers to accessing participation 
such as language barriers and child 
care? 

   

71 Have opportunities to take part in a 
range of participation methods been 
provided to excluded groups? 

   

72 Are traditionally excluded groups 
given the opportunity to participate in 
specific events and forums eg young 
persons forum? 

   

73 Are networking opportunities provided 
to enable individual tenants to meet 
representatives of tenant groups and 
staff? 

   

 
 
�

 



 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Contact your local ACHA office using the numbers below: 
 
Helensburgh & Lomond  
31 James Street, Helensburgh G84 8AS  
Tel: 01436 658700 
 

Cowal                                           
Dolphin Hall, Manse Avenue, Dunoon   PA23 8DQ 
Tel:   01369 708688 
 

Bute                                             
Union Street, Rothesay  PA20 0HD   
Tel:    01700 501314 
 

Mid Argyll                                    
Dalriada House, Lochgilphead  PA31 8ST 
Tel:   01546 604800 
 

Kintyre                                         
Old Quay Head, Campbeltown  PA28 6ED 
Tel:    01586 559055 
 

Islay                                             
Jamieson Street, Bowmore  PA43 7HP 
Tel:    01496 301312 
 

Oban, Lorn and Isles                  
Albany Street, Oban  PA34 4AW 
Tel:   01631 567962 
 

Mull                                              
Breadalbane Street, Tobermory, Mull PA75 6PX  
Tel:   01688 302051 
 

Alternatively contact: Gillian McInnes 
ACHA, Community Development Manager 
63 – 65  Chalmers Street 
Ardrishaig 
Argyll   PA30 8DX 
 

Tel  01546 604088  or  e-mail  gillian.mcinnes@acha.co.uk 
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Tenant Participation 
 
This leaflet explains how ACHA tenants 
are welcomed as partners in considering 

matters affecting their homes and 
communities.  
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ACHA wants to offer tenants as many options for involvement 
as possible but also respects the right of tenants who may 
not want to become involved.  We will continue to remind 
tenants that they not only have the right to get involved but 
would be welcomed by ACHA.  
  
Our Tenant Involvement Strategy 2007- 2010  explains the 
contents of this leaflet in more detail. The strategy is 
available on ACHA’s website www.acha.co.uk, alternatively 
use the contact details on this leaflet to request a paper copy. 
 
There are a number of options for tenants to participate with 
ACHA both formally and informally: 
 

Registered  Tenants Organisations (also known as tenants 
associations) operate throughout Argyll and Bute.  Ten 
groups are currently registered with ACHA. A list of these 
groups with contact details is available from any ACHA office, 
or from our website.  
 
Tenants Associations can help your community get better 
information, improve services to your community, organise 
social activities and increase local facilities.  ACHA is happy 
to help communities set up a tenants group and can pay for 
running costs.  If you are interested in getting more 
information about this contact your local ACHA housing office 
or see the contact details on the back of this leaflet. 
 

The Argyll Tenants Panel  represents all tenants’ 
organisations and meets once a month - please see the 
Tenants Panels website: www.argylltenants.org.uk. 
The Panel discusses issues affecting tenants including 
ACHA’s policies and procedures.  

 

The Tenants Consultation Register  is a less formal method 
of involvement where tenants are asked their views on our 
services by postal questionnaire. This enables tenants who 
do not want join a group or attend meetings, to still have an 
input into issues affecting tenants.  If you would like to join 
the Register please contact ACHA (see details on the back 
page). 
 
Board of Management  The leadership, direction and control 
of ACHA is formally handled by the Board of Management.  
The Board is made up of local volunteers and is tenant led.  
The Board of Management makes sure that ACHA achieves 
its aims and objectives whilst operating within the law and 
good practice guidelines.  
 
Area Committees  ACHA has four Area Committees: Oban, 
Lorn & Isles, Cowal & Bute, Mid Argyll & Kintyre and 
Helensburgh & Lomond.  Area Committees are tenant led 
and deal with local housing issues. If you are interested in 
joining one of ACHA’s Committees please contact your local 
ACHA office. 
 
Membership  Tenants and others in the community are 
encouraged to become a member of ACHA by completing a 
membership application form.  Membership costs £1 and 
gives you the right to vote on decisions at ACHA’s Annual 
General Meetings (including elections). Members also 
receive ACHA’s Annual Report. An application form is 
included in ‘new tenant’ packs or you can get one from any 
ACHA office or from our website.  If you would like one sent 
out to you just ask any member of staff.  
 


