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Foreword

It gives me great pleasure to introduce
our Housing Services’ Customer
Participation Strategy2023-2028.

Since the introduction of our first
Strategyin 2003, we have continued to make
great steps forward and have developed a
TenantParticipationservicethatmakessure
our customers are involved in decision making
andareempoweredtoinfluence howwe
deliverourHousingservice. Webelievethat
by giving people a range of different ways of
engaging with us, listening to what they say,
settingupreal partnershipsandproviding
high quality information, we can continue to
provide excellent housing services for

our customers.

The Scottish Government published its
strategic roadmap for housing - Housing to
2040inMarch2021.Thestrategysetsout
a vision for housing in Scotland and aims

to ensure that everyone has a safe, good
quality and affordable home that meets their
needsintheplacetheywanttobe. North
Ayrshire Councilwillensuredeliveryonthe
ambitions within the strategy and ensure all
policy making decisions support the national
housing approach and develop a structure to
implement resultant actions.

Wewillworkwithourcustomerstoensure
they continue to have a voiceand are at the
centre of the work we do.

Puttingourcustomersattheheartofour
servicedeliveryresultedinour2022‘Gold
Reaccreditation’ for embracing the Social
Housing Chartercommitment. Inaddition,
‘Gold Reaccreditation’wasawarded forour
approachto customerinvolvementand scrutiny
inearly 2022. Both external accreditations
recogniseourcommitmenttoplacingour
customersatthe heartofourorganisation,
ensuring customers are influencing decisions
and scrutinising our service areas.
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We are delighted that our commitment to our
customershasbeenrecognised, however
wearenotcomplacent; wewill continue

to challenge ourselves and encourage our
customerstochallengeus, sothatwecan
continually strivetoimprove performance and
service delivery.

We would like to formally recognise
the contribution that our tenants’ and
residents’ groups make, and to thank
those who are part of the North
Ayrshire Network, Inspection Panel
and Service Improvement Groups.

Finally, thankyoutoallourcustomersfor
your feedback to our various consultation
exercises. Wehopeyoucontinuetotake
part, be heard and make adifferenceto

our communities.

Councillor Tony Gurney
Cabinet Member for
Economy & Climate Change
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Introduction

and Costomers is key £ delivering Over the liretime of our

excellent housing services to the 2017-2022 strategy \WI
people of North Ayrshire. We have

worked closely with tenants and other some Of our key

Welfare calls tovulnerable
tenants, including those
living in sheltered housing,
throughout the pandemic.

customers to produce this Strategy, achievements include: ‘Excellence in Tenant
which sets out our commitments Participation’ - Gold level

and how we will develop our approach reaccreditation from
to tenant participation over the next Tenant Participation
five years. Advisory Service (TPAS
Scotland)in2022.

Reconfigurationofour
Tenant Participation

service in response to
the COVID-19 pandemic
in 2020.

This is the sixth Customer Participation
Strategy for North Ayrshire Housing
Services, developedinconsultation with
arangeofpartnersandstakeholders.
We have made significant progress

in engaging with and involving our
customersthroughourprevious
strategiesandhavedevelopedarange
of tools and services to enable and
empower participation in North Ayrshire.

Hosting of threesuccessful
Annual Fun Days. Further embedding of
tenant consultation across

Housing Services.

The introduction and
development of digital
participation throughout
the COVID-19 pandemic,
which transformed our
approach to tenant

participation and enabled
us to offer multiple

engagement opportunities.

(=1

Anincreaseinoursocial
media platforms.

L =

Transformation of the
Tenants’'newsletterintoa
Tenants’ Chat e-newsletter.

An increase in tenant
involvementat a strategic
level through our Housing
Business Plan Group.

N

Scrutiny Approved Accreditation

‘Excellence in scrutiny and
charter performance’ -
Gold level reaccreditation
fromTenantInformation
Service(TISScotland)

in 2022.
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The2017-22 Strategy wasunderpinnedbya
recognitionandcommitmenttoworkingwithand
listening to tenants, to continue to provide excellent
servicesthat met ourcustomers’needs.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028 5



Background

National Context

Housing (Scotland) Act2001

The Housing (Scotland) Act 2001 introduced
a legal requirement for landlords to actively
develop and support tenant participation. As
part of this we must have a strategy to enable
continuous improvement in performance to
support and empower tenants to participate.

Under this legislation, landlords are
required to consult with registered tenant
organisations and individual tenants on a
range of housing and related issues which
may affect them, including:

» QOurCustomer Participation Strategy
» Changesto rentand service charges

» Some changes to policy which are likely
to have a significant impact on tenants,
residents, and service users

» Our standards of service in housing
management, repairs, and maintenance

Housing Services has well established
methods of consultation and feedback.
More information on this is provided in the
Consultationand Feedbacksection.

Housing (Scotland) Act2010

The Housing (Scotland) Act 2010 created two
fundamental influences in the social housing
sectorin Scotland. These are:

The Scottish Housing Regulator (SHR) is an
independent regulator, directly accountable to
the Scottish Parliament. Its statutory objective
istosafeguardand promotetheinterestsof
current and future tenants, homeless people
andotherswhousetheservicesprovided
by sociallandlords. TheRegulatorassesses
and reports on how social landlords are
performing their housing services through the
Scottish Social Housing Charter (SSHC). The
Charter sets out the standards and outcomes
thatallsociallandlordsshouldaimtoachieve
when performing their housing activities. The
Charter was revised in 2017. Tenant scrutiny
and landlord self-assessment are key
priorities on the national agenda

for customerengagement.

Together, they have created a
new environmentin which the
Councilandourcustomers
mustwork in partnershipto
achieve positiveoutcomes
for communities.
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Annual Return on the Charter (ARC)

Annual Assurance Statement

We are required to provide an annual return to
the Scottish Housing Regulator on our progress
in achieving the Scottish Social Housing Charter
outcomes and standards. We report to tenants
on performance against the Charter annually.
Outcomeslinked tothis Strategy arethose
relating to the customer/landlord relationship:

Outcome 1

Equalities
Everytenantandothercustomerhastheir
individual needs recognised, is treated fairly

and with respect, and receives fair access to
housing and housing services.

QOutcome 2
Communication

Tenantsandothercustomersfinditeasyto
communicate with their landlord and get the
information they need about their landlord,
how and why it makes decisions, and the
services itprovides.

Outcome 3
Participation
Tenantsandothercustomersareoffered
a range of opportunities that make it easy for
them to participatein, andinfluence
theirlandlord’sdecisionsatalevel
they feel comfortable with.
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Since October 2019, all social housing
landlordshavehadarequirementto
prepare and deliver an Annual Assurance
Statement (Annual Assurance Statement
north-ayrshire.gov.uk) to tenants, in
accordance with SHR guidance. The statement
provides assurance and evidence that the
Council is meeting all legal obligations
associatedwithhousingand homelessness
services, equalityandhumanrights, and
tenant and resident safety.

Inaddition, the statement safeguards and
promotes the interests of tenants and
other customers.

The North Ayrshire Network, our strategic
tenantgroup, considersthe content of
our statementand approves it prior

to publication.
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Background

Community Empowerment (Scotland) Act 2015

The Community Empowerment (Scotland) Act
2015 focuses on promoting real engagement
and participation, tofacilitatecommunities
toachieve greaterinfluenceand controlin
decisions and circumstances that affect
them. The National Standards for Community
Engagementset outthe valuesthat
provide the basis for successful community
engagement. Thestandardsactasagood

Inclusion
We will identify and involve
the people and organisations
that are affected by the focus
of the engagement.

Communication Impact
We will assess the impact
of the engagement
and use what hasbeen
learned toimprove
our future community
engagement.

We will communicate
clearly and regularly
with the people,
organisations and
communities affected
by theengagement.

Methods
We will use methods
of engagement that
are fit for purpose.

practice guideline, and a means to benchmark
ourperformance. They werereviewedand
re-launched in 2016 in response to the
Community EmpowermentAct, building upon
established goodpractice.

Support

We will identify and
overcome any barriers

to participation.

Planning
There is a clear
purpose for the

engagement, which
is based on a shared
understanding of
community needs
and ambitions.

Working Together
We will work effectively
together to achieving the
aims of the engagement.
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Local Context

The North Ayrshire Community Planning
Partnership’s (CPP) Local Outcome
Improvement Plan (LOIP) describes how
all partners will work together to provide
better services with the aim of making
sure the people and communities of North
Ayrshire are working, healthier, safe, and
secure. The CPP’s Community Engagement
Network facilitates partnershipworking
to share good practice, experience, and
opportunities in North Ayrshire, and
contribute to the Partnership’s Community
Engagement Strategy.

TheCouncilPlansetsouttheambitionsand
prioritiesin North Ayrshireoverafive-year
period.Oneoftheseprioritiesis‘working
together to develop stronger communities.’
TheCouncilcontinuestohelppeopleand
communities to getinvolved in local decisions
and to reach their full potential.

The Locality Planning Approach is key to
improving outcomes for local communities. It
ensures public sector resources are targeted
atthoselocalareasmostinneedinNorth

Ayrshire. The approach is based around

sixlocality planningareas: Arran; Irvine;
Kilwinning; Three Towns; Garnock Valley and
the North Coast.

Housing Services’ approach to tenant
participation supports these strategic
priorities. This Strategy has been developed to
ensureworkingwithtenantsand customers
remainsacore part of ourbusiness. It

also underpins the approach to customer
involvementindevelopingplans, suchas
the Local Housing Strategy (LHS), the Safer
North Ayrshire Strategy and the Council’s
Digital Strategy.

North Ayrshire
Community Planning Partrnership
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The Housing (Scotland) Act 2001 introduced
responsibilities for landlords relating to
equal opportunities and tenant participation/
customer involvement. Specifically, landlords
are required to:

» Considertheneedsofequalitiesgroups,
proactivelyinvolving seldomheardgroups
and those who may feel digitally excluded

» Ensure any barriers to participation are
taken into consideration

» EnsureRegistered Tenant Organisations
(RTOs) promote equal opportunities,
andthecriteriaforregistration makes
itaccessibletoalltenants (seepage47
forinformation on RTOs and the current
Registerof TenantOrganisationsin
North Ayrshire)

Thereis also a requirement for RTOs

to promote equal opportunities in local
communities and pursue the involvement of
excluded groups. This should be reflected in
their constitution.

Housing Services is committed to treating
peoplerespectfully, fairly,andequallyacross
all areas of our business, and tackling
discrimination and harassment in all our
activities. Inclusiveinvolvementunderpinsthe
objectiveswithinthestrategyandengaging
with hard-to-reach groups; including
homeless people, continuestobea priority
withintheservice. Housing Servicesembed
the Equality Act 2010 protected characteristics
firmly in service delivery.

TheScottishHousingRegulatorrequires
social landlords in Scotland to collect
equality dataaspartoftheircommitmentto
mainstream equality objectives throughout
organisational services. The data that we are
requiredto collectrelatestothe protected
characteristicsasdefinedintheEquality Act
2010 - age, disability, gender reassignment,
marriage and civil partnership, pregnancy
and maternity, race, religion or belief, sex and
sexual orientation.
Anequalityimpactassessmentand equality

andchildren’srightsimpactassessment
have been completed for this Strategy in
consultation with tenant representatives on
North AyrshireNetwork.Noadverseimpact
or effect was identified on particular group(s)
or people.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

Involving all customers

Some groups of tenants and other customers are often
under-represented in community involvement, including:

» Digitally excluded customers

* Young people

» New Scots & ethnic minority groups
» Gypsy/Travellers

» Peoplewithaccessibility needs

LGBTQ+ genderdiversity andinclusion
Homeless serviceusers

Care experienced young people
Individuals with care responsibilities
Private rented sector tenants

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028



Inclusive Involvement

We already have great examples of how
we are involving under-represented groups:

12
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Redburn Grove Tenants Group

SIS0/ 70 00000 1700000047004 100 0000 20 4007000 100 0000 00 1000000 10000000 1000000 0 000000

North Ayrshire Council has a dedicated
Gypsy/Traveller Coordinator based at our
Redburn Grove Traveller Site who provides
support,adviceandassistanceforthe
tenants and site visitors.

In October 2022, a Tenants Group was
established on site at Redburn Grove
along with Housing Services staff, Minority
Ethnic Carers of Older People Project
(MECOPP) Gypsy & Traveller Support staff
andthetenants of Redburn Grove. This
group gives tenants the opportunity to
havetheirsayonthecurrentandfuture
development needs of the site and ensure
they have a voice within their community.

“Thisisagreatwayforusto
have a voice and for our
communitytobeheard”

Redburn Grove Tenant Group member

)

Engaging New Scots
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In2015, North AyrshireCouncilmadea
humanitarian commitment to support the
resettlement and integration of refugees
intolocalcommunitiesas partofthe
Syrian Resettlement Programme. This
commitmentwasmetearlyandfurther
familiesfleeing conflictthroughoutthe
worldwerewelcomedtoNorthAyrshire.

North Ayrshire Councilisalsocommitted
toproviding sanctuary andsupport

to those displaced by the ongoing
conflictin Ukraine. Since the conflict
commenced in April 2022, a significant
number of individuals and families have
beenwelcomedinto North Ayrshire’s
communities.

We provide supporttoourtenants’and
residents’groupstoembraceallNew
Scots, helping to integrate them into local
communities and offering opportunities
for involvement.

Engaging with Homeless People

LIS IIS /1000000 100000000005 105 1000000 24 000 100 0900 20100000000 000 00000 1000 01000004 S04 000 00 005004 100 000 20 4000000 170000 0 00 100 5 10 100 00004 1000 100 000000 10000

Housing Services regularly seek the views of Homeless Service customers.
The Hostel staff hosts regularevents to gauge their views.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028
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Inclusive Involvement

Removing barriers

Housing Services offer all tenants the opportunity to becomeinvolved.
We are committed to removing barriers to involvement, and we will:

| Ensure all information is provided in
accordance with our accessibility policy to
ensure that complex statistical information
doesnotleadtonon-participation

| Providedocumentsinotherlanguages
and formats

| Print documents on request

| Provideinterpreting facilities on request.
Hearingloopsareavailableinseveral
local housingoffices

| Provide Council contactnumbers, either
free or charged at local rates

| Offer the Scottish Government’s
Connecting Scotland initiative to assist
with digital inclusion within communities
who may be digitally excluded

| Offerablended approach to participation
andinvolvement (either online/virtual
meetings or face to face)

| Provide arange of opportunities to take
partvirtually onlineaswell as faceto
face meetings

| Dialoutby telephonetotenants when
holding virtual meetings, to prevent
any charges

| Providevarioustraining, including digital
training, to give tenants, residents, and
service users the appropriate knowledge,
and provide specialistassistance
as required. This training includes
awarenessofequality issues

| Providefreecrechefacilitiesduring
face-to-face meetings or making child
minding allowances available to enable
peopletoattend participation meetings

| Provide transport for customers to
attend events hosted by Housing Services,
if required

| _Holdmeetingsinvenuesthatare
accessible, convenient, and secure
foreveryone, including people with
mobility issues

| Establish meeting timesto take account
oftheneedsandpreferencesoflocal
communities

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

| Ensure adequate funds are provided
to develop the key issues agreed with
tenants, residents, and all service users

| Provide opportunities forall customers
andagegroupstogetinvolved

| Developandembeddigitalopportunities,
whilstatthesametimestillproviding
exceptional customer service

| _Continuethedigitaljourney withthe
introduction and development of Housing
Facebook and Twitter pages, access
torentaccountsand paymentsvia
theinternet, online surveys, and our
North Ayrshire Housing Registeronline

application system

| Offerongoingdigital supportandtraining
to ensure customers develop and increase
their skills and confidence to take part
effectively and embed a digital culture

| Hostregular‘Teams’meetingsof
the North Ayrshire Network, North
AyrshireInspection Paneland Service
Improvement groups. This way of
involvementproved popularformany
and will continue to be offered alongside
face-to-face meetings to ensure
everyonecantakepartinawaythat
suits theirneeds

I orth Ayrshire Housing Services’C ategy 2023-2028 15
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Inclusive Involvement

But we want to do more

We aim to build on our approach to involving under-represented
groups to gain their views on services. An example of areas we will
focus on during the life of this Strategy is:

Engaging Young People

Whilstwe havearangeofdifferentmethods
andlevelsofparticipationavailablein North
Ayrshire, the core group of tenants who
actively participateregularly haveanolder
age profile. Diversity inthe age of ourinvolved
tenants will give us a better understanding of
their needs and aspirations.

Weknow mostofouryoungpeopleare
digitally skilled and active on social media.
Continuing to develop our approach to this
willwiden the agerange of ourinvolved
customers.

Care Experienced Young People

We want to design, develop, and implement
engagement opportunities and partnership

working with care experienced young people.

Wewanttolistentoyoungpeoplewhohave
been care experienced and ensure they have
avoicewithinthecommunitiesthey live.

We will #KeepThePromise and involve
children and young people in the work we do.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

Private Rented Sector

Homeless People

The Scottish Government’s vision for Housing
to 2040 highlightsthe need forall tenants,
whetherinprivaterentedorsocialrented
sector housing to have a‘voice’in the services
provided by landlords. Developing our tenant
participationapproachintheprivaterented
sectorwillenhance partnershipworking
andgiveprivaterentedsectortenantsa
sayinservicedelivery. Wewill establish
ourtenantparticipationapproachinthe
private rented sector by developing a PRS
Tenant Participation Panel to enhance
partnership working.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

We will ensure that the needs and aspirations
of homeless and potentially homeless people
are reflected in our strategic planning
processes as we review and update our Rapid
Rehousing Transition Plan. We will utilise the
experienceofourmostvulnerableclientsto
continuetoshapeanddevelopourHousing
First programme.

17



Developing the Strategy

This 2023-2028 Strategy builds on previous tenant
involvement strategies and has been developedin
consultation with a range of stakeholders,
including our tenants. Our strategic
development process was

as follows:

Wereviewedthe2017-2022 Customer Connections
Strategy, considering how we developed our
objectives, what we achieved, and what areas were
still relevant to take forward.

We researched other landlords’ Tenant Participation
and Customer Involvement Strategies to determine good
practice andlearn fromtheir objectives and achievements.

We reviewed the legislation and guidance available from the
Scottish Governmentand othertenant participation organisations,
toensureourstrategywasbuiltaroundthesefoundations.

We consulted with several stakeholders, including our tenants and residents,
staff, other Council services and partner organisations. To do this we made
the draft strategy available on our website and held virtual consultations.

Weused the feedback from our various methods of consultation and
desktopresearchtodevelopourCustomerParticipation Strategy 2023-28.

Developmentofthe Strategy, andthevarious consultations, formedthe
basisof ourAction Plan, whichisincorporatedinthe Strategy in Appendix 1.

18 nNorth Ayrshire Housing Services’ Customer Participation Strategy 2023-2028 North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028 19
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Customer Connections

Based on the information gathered during the research
and consultation phases of developing this
Strategy, our customer participation

work will be shaped around
three key priorities:

Engage andInform

Tenants Panel TP Matters Newsletter

Tenants Chat Tenant GroupManual
Newsletter

Tenancy Matters
Performance Edition

Social Media

Empower and
Influence

Satisfaction Surveys Registered Tenant

Organisations

Redburn Record

Estate Management Newsletter Tenant Handbook
Inspections
Sheltered Connections Sheltered Tenants’
Engage and Inform Estate Based Facebook Handbook

Ensuring two-way communication with e R ISCs

our tenants and customers and providing Annual Performance Report
opportunities for customers to take part
in ways that meet their needs. National Engagement

ﬂfﬂ"‘w ”f'%’-'-'#;_._.i Youth Matters Facebook Text Messaging

Sheltered Housing Local Applicants Newsletter
Groups

Housing Forum

Tenant Satisfaction
Survey

Tenantsand Residents

Empower and |n'ﬂuence Association group audit

self-assessment

Annual Fun Day

Developing the skills and confidence of our
tenants to shape the services we provide. Ongoing Mystery Shopping

Consultation Café

Y TV Screens

Evolve andInnovate Evolve and

Continually improving our services to meet Innovate
our customers’needs.

Major Works and Repairs
Improvement Group

I LIA00L00 1000000004 1050 190004 7000 10000000 090004 1000 100 00 4000 170 0 1000 1100 1000 000 1000 0000

This framework seeks to create a balanced approach to involvement, Tenant Event Working Group

recognisingtheneedtomoveawayfromthetraditional method of
solely consulting with formal tenant and resident associations.

Tenant Editorial Panel

Our Customer Connections Circle demonstrates how these priorities Housing Business PlanGroup

link with our established methods of involvement in North Ayrshire.
OurActionPlanhighlightsthetimescalesforeach priority.

North Ayrshire Network

20 North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028



Customer Connections

Priority 1

i
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Our objectives

We effectively engage with and inform
our tenants in a way that suits them.
To achieve this, we will ensure that:

e customers are well informed and
can communicate with us easily
involvement is accessible and
inclusive; and
there are a range of opportunities
to takepart

22 North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

Engage andInform

Our first priority, ‘Engage and Inform,” focuses on communicating with,
consulting and including our customers. Ensuring there is two-way

Sl . J\ \ communication with our tenants and customers and providing opportunities
________:1_;::; 3 " —3 i i
Y Wz £ for customers to take part in ways that meet their needs.
5,08 Mo €
“Flend What we know

To participate effectively, communicationis
essential. Tenantsneedtohaveallthe
informationnecessarytoconsiderissues
properly, within the limits of confidentiality.
Thisincludes providing information online and
in hard copy (onrequest) about our strategies,
decision making processes, policies and
procedures, tenants’rights, and proposals
for change.

Offeringdifferentmethodsandlevelsof
involvementallowstenantstochoose how
actively they participate to suit their lifestyle
and commitments. Forsome, thismay be
attending meetings and events, whilst others
may prefer to take part from their own home.
Providingdiversityandopportunity makes
participationaccessibletoawiderrange
of customers.

Engage

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028 23
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Customer Connections

We already have great examples of
how we engage with and inform our
customers, as detailed below:

Newsletters

‘TenantsChat’isourquarterly newsletter
sentviaemailtoNorth Ayrshire Council
tenants. Itis developed by an editorial panel
of staff, tenants, and customers.

Tenants are encouraged to contribute articles,
and the panel oversees the writing of each
newsletter to encourage a sense of ownership
ofthefinal product. TenantsChatisused
as a method of communicating service
developments and changes to tenants, and
asamethod of consultation on topics such
asannualrentincreases.Itisalsousedto
provide information on wider issues that may
interest or affect tenants. Popularinformation
includesinformation on our new build
council housing, updates from our Welfare
Reform Advice Team, and advice from Trading
Standards, Police Scotland and Scottish Fire
andRescue. Localcommunitiesalsofeature
inthe newsletter highlightingthe work
being done in communities and the facilities
available in each locality.
Hardcopiescanbe made
availableonrequest.

An annual newsletter
is also produced for
applicants of the North
Ayrshire Housing
Register.

Tenants Panel (online)

Weholdregistersofinterestedtenants,
applicants, and other customers to allow
individuals the opportunity to have their
voicesheardontopicsthatareimportantto
oraffectthem. Peoplecanselectwhich
subjectsthey would like to beinformed or
consulted on and choose to take part when it
suitsthem. Theregistersareusedregularly
toconsultonavariety ofhousingissues,
policies, andstrategies.

Social Media

We have made further advances in our
approach to digital engagement, embedding
an ‘e-participation’ strand to our methods for
involvement. As part ofthiswe havedeveloped
the North Ayrshire social media brand
utilising Facebook and Twitter.

These platforms have helped ustoengage
with a wider audience within communities
and can deliver and spread key messages and
facilitate consultation and feedback faster
and more efficiently than everbefore. The
Sheltered ConnectionsFacebook hasgiven
shelteredhousingtenantstheadditional
opportunitytocommunicatewithtenantsin
other complexes. Similarly, the Youth Matters
Facebook has given a platform to engage with
younger customers.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

We regularly inform
tenants through various
methods including:

¢ Tenants Chat e-newsletter

¢ Information onwebsite

¢ Tenant Handbook

¢ Sheltered Tenants’Handbook
e TVscreensin publicareas

» TVscreensinsheltered housing
* Applicants’newsletter

o TP Matters newsletter

¢ Tenant GroupManual

» Tenancy Matters Performance Edition
¢ Redburn Record Newsletter

* Text messaging

Our popular methods
of engagementinclude:

Digital participation including online
meetings viaTeams

Tenants Panel

Social Media

— Facebook

— Twitter

Face to face meetings
RegisteredTenantOrganisations
Sheltered Housing Local Groups
Satisfaction surveys

Tenant Satisfaction Survey
Housing Forum

Sheltered Connections Facebook
Youth MattersFacebook
Consultation Café
Annual FunDay



Customer Connections

But we want to do more

To achieve the strategic objectives
under this priority, our areas of
development include:

Digital Participation

SISV I/ 120000000010 10 1920001000700 14 200000 10 10 200 0000010 10 10 2000 10000 09 0 00000 000 190 00000

Inresponsetothe COVID-19pandemic, we
havedeveloped andreconfigured each service
toincludedigital services and participation
where possible.
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Within Housing Services, we have made
considerable progressinholdingourTenant
Participation meetings virtually, hosting digital
consultationsandeventsandreconfiguring
ourTenantParticipation Service. Wewill
continuetoofferarangeofinvolvementand
consultation opportunities, whilst having
ablended approach to engagement and
involvement.

Understanding OurCustomers

v
And TheirNeeds F\/

Wewillcontinuetoembedourinteractive SN N I I I AT VI IO I

online communications such as live chats,
online polling, Facebook messenger sessions,
online meetings, and online conferences. We

willcontinueto promotecommunicationvia

email and ouronline rentaccount.

“Using the Teams online kept us
involved with the Council during the
pandemic when we could not meet
face to face. I was wary at start, but
love it and is a terrific way to get
involved from my livingroom.”

Interested Tenant

4

Tofully inform tenants and exceed customers
expectations, first we need to understand
whatisimportanttothem and gaugethe
best form of communicating with them. Our
current processes include asking tenants to
contribute to publications, such as Tenants
Chatandgainingtheirapprovalonour
strategies, leaflets, and publications.

Wewould like to develop ourapproach to
this by gauging tenantinterestin the various
areas of our service and providing them with
informationthatmatterstothem. Thiscan
be progressed through the current forums,
digital participationand social media. This
would provide a more interactive, two-way
communication. We can also use this to ensure
we have appropriate representation from
tenants on the issues most pertinent to them.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

Our actions...

under the ‘Engage and Inform’ priority are:

Provide good quality information that
meets the needs of our customers and
is clear and easy to understand

Increase information online to
customers and issue hard copies
on request

Develop our range of communication
methods including digital participation
Provide opportunities for customers
to tell us types of information they are
interested in receiving and preferred
methods of contact

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

Develop new methods of engagement
and support engagement with seldom
heard groups

Ensure involvement methods are
promoted and barriers removed

Provide varied involvement
opportunities and support a blended
approach toparticipation

Align our work with the Council’s
Digital Strategy and the Tenant
Information Service (TIS) digital
service pledge

Timescales and how we will measure progress are detailed within our Action Plan.
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Customer Connections

Priority 2

them to influence decision making.
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e Customerinvolvement(including
online involvement) impacts
service delivery; and

Customers are supported to build
their capacity and confidence

Empower andInfluence

Our second priority, ‘Empower and Influence,” focuses on building community
capacity, encouraging and supporting customers to take part, and helping

What we know

Serviceimprovementandchangeismost
effective when influenced and driven by its
customers. Engagement is essential, to
identify and deal with problems, and deliver
servicesthatmeetcustomers’needs.

Customers who are fully engaged with Housing
services will contribute to identifying both
problems and solutions. We will ensure
communitieshavethecapacity totake
partin the engagement process, to enable
them to deal more effectively with services
inidentifying solutions, opportunities, and
improvements. To build this capacity, the
provisionof supporttodevelop confidence,
abilitiesandskillsisfundamental. This
includes digital participation.

Establishing that base will enable and empower
peopletotakemoreownership,andsupport
and encourage each othertotake part.

Empower
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Customer Connections

We already have great examples of how we work with tenantsto
ensure their voice is heard and can influence service delivery:

Tenant Scrutiny

TheNorth AyrshireInspection Panelform
anindependentfunction ofthe participation
structure in Housing Services. Members
receiveongoingtraining, initiallybyan
independent organisation, which has been
continued and enhancedin-house. An Inspection
PanelToolkitand Scrutiny Frameworkhas
beenestablishedtoidentify theskillsand
techniquesusedinthescrutiny process.

This method of taking part has developed the
knowledge base of the tenantsinvolved and
given them the opportunity and confidence
toanalyseperformanceandaskrelevant
questions. Followinganinspection, the
Panel produce a report providing a suite of
recommendations forimprovement, which are
used todevelop ourareas of service.

“Being part of the North Ayrshire
Inspection Panel has been an
incredible journey for me over the
last few years. We have learned so
much, inspected a range of services
areas and learned news skills

and gained confidence to address
audiences nationally and share our
excellent work.”

Inspection Panel member

National Engagement

Regional Networks were developed across
Scotlandtobuild partnerships between
the Scottish Government and Registered
Tenant Organisations, and to give tenants
and customersavoice at nationallevel.
North Ayrshire Councilispartofthe West
Strathclyde Region.

We aim to have at least one tenant representing
North Ayrshireatthe regional network.
Training is provided from the Scottish

Governmentto help them effectively take part.

Representatives are given the opportunity to

providefeedbackon nationalissuestotheir

individual tenant groups, and the wider North
Ayrshire Network.

Participationandengagementatthislevel
has increased the knowledge and experience
ofthoseinvolvedandraisestheawareness
andsupportforthecommunitieswithin
North Ayrshire.

“Being part of the Region 3 Network
has given me the opportunity to
become involved at anational

level and have direct links with the
Scottish Government.”

Region 3 Network member

»
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Estate Based Regeneration

The Estate Based Regeneration Programme
aimstoinvestin North Ayrshire Council’s
existinghousingestatestosupportthe
Council’swidergoal of regenerating North
Ayrshire and improving the quality of life for
local people.
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Customer Connections

But we want to do more

To achieve the strategic objectives
under this priority, our areas of
development include:

Peer Support — Tenant Talk

With our diverse and varied methods of
participation,includingonline, wehavea
number of experienced tenants who understand
our policies and procedures and are established
membersonanumberof ourgroups.

Developing our ‘peer support’ programme
continues to promote tenant-to-tenant
communicationand engagement. Italso
removestheformality of exclusively working
with housing professionals, whichmay be
abarrierforsomepeople. Individuals may
havesimilarexperiencesastenantsandare
able to give and receive help and information
basedonsharedresponsibilityandamutual
agreementofwhatisimportantandhelpful.
This can develop everyone’s confidence and
help to build capacity within our communities
to deal with local issues effectively.

An additional part of peer support will feature
tenantshavingamoreprominentroleinthe
promotion of consultations.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

Mystery Shopping

Mystery Shopping is already a well-established
methodofquality controlwithinHousing
Services, providingourcustomerswiththe
opportunitytoevaluatetheserviceweprovide.
With specialisttrainingandsupportfromthe
TenantParticipationTeam, participantsalso
benefit from developing their organisational
and interviewskills.

The new continuous approach to mystery
shoppingwilltestservicesonanongoing
basis. Shoppers will record good or bad
experiences when they contactany part of the
Housing service. This method allows tenants
totake partfromtheirownhome, atatime
thatsuitstheirneedsandrecordreal-life
events. Regulartestingwillgivemeaningful
guidelines relating to customer
satisfaction and service delivery.

v
v
r

Our actions...

under the ‘Empower and Influence’ priority are:

e Develop our training programme for
tenants and other customers

e Encourage and support our
customers to make the most of digital
opportunities

e Support our customers to develop and
increase their digital skills and confidence

e Develop our approachto reporting
feedback on customer views
Improve, information on customer
feedback and how this has impacted
service delivery
Provide support to tenants to build their
capacity and develop peer support

Timescales and how we will measure progress are detailed within our Action Plan.
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Customer Connections

Priority 3
Evolve andInnovate
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ﬁ Real participationandinvolvementcan
@ onlybeachievedifitisembeddedinthe

cultureofanorganisation. Key tothisis

(—\/ _*“T\."f" s
@‘a’c wor Efﬁmg)? \NCREADE TyErp E/Eﬁ“
\ .

oWl 3011 el 2L \/\ | J =
St housrg w / q

v/ the empowerment of our tenants, and
,/\\—/ iy Our Ob]eCtIVES individuals within our organisation, to
st identify areas for development. Afocuson
- . We aim to continually improve on the our customers is key to embedding these

B o , services we provide, changing and behavioursin our organisation.

A -\ > A ’ :
‘ \ SIS MBI [ ST Ouraimistocontinuetoprovideahigh

E@aios s U\ L : : :
( i,f \ BA RR/ERS w:&«;i\;lvsagrzotisgzle.Toachlevethls, performing, valueformoney serviceto
O[y{ 7 ¢ /6/5 sy SN - ourcustomers. Todo so, we must focus
s , LT b Liny” / : * A culture of participation is onmakingourservices easierandfaster
{_ﬂ | A O | =\ embedded in Housing Services toaccessandachieve the outcomesour
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meet changing needs up to date on legislative and policy changes
and emerging trends, to ensure our service
continuesto meetthe needsofitsusers.

Evolve
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Customer Connections

We already have great examples of how we are proactive in our approach
to developing our service and are early adopters of good practice. We do
this to facilitate continuous progression using innovative approaches in the
development and delivery of our strategic objectives.

Staff Working Groups
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Our Rent Arrears, Void and Allocations, Estate
Management, Learning and Development,
CustomerCareandYouth Connectionsstaff
Working Groups, which donothavetenant
representation, link closely with these groups
toensuretenantinvolvementinallareasof
service improvement.

The working groups aim to develop staff ideas,

opinions and input within the Housing Sector
on all areas of the service and ensure we
provide the highest level of service that meets
customer expectations. Itisan opportunity for
stafftoreviewdocumentsandthegroupsare
often responsible for piloting new processes/
systemspriortothembeingrolledoutacross
all offices.

Service ImprovementGroups

Z

Wehaveanumberofworkinggroupsin
operation throughout the Service, some
of which include tenant representation, to
promote a *hands on’ approach to service
developmentfortenants. We havetenant
membership onour:

Housing Business Plan Group

W WIINIIII NI INIINV I I00 000

» Housing Business Plan Group

» Repairs/Major Works Service

Improvement Group The group was formedin May 2010 to work

alongside tenant representativesto develop our
30-year Housing Revenue Account Business
Plan. The remit of the group has since been
extendedtomonitorimplementation of
theBusinessPlan. Thegroup providesan
opportunity fortenantstodiscussissues
andprovideinputatastrategiclevel. To
date, we have had fivelong standing tenant
representatives participating in the group,
alongside Council staff and Elected Members.

» Tenant Editorial Panel
» Tenant Event Working Group

Physical representation on these groups allows
customers to impact on service delivery in
realtimeand gainan understanding of our
policies and procedures. It provides a strategic
dimension to ourmethods of participation,
andthegroupswehavefocusontopicswe
know areimportantto ourtenants.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

North Ayrshire Network

Z

North Ayrshire Network (NAN) is a constituted
group comprisingoftenantrepresentatives
fromdifferentcommunitiesacrossNorth
Ayrshire. Thecurrentroleofthe Networkisto
provideanindependentexamination of the work
of Housing Servicesandtoberesponsiblefor
ensuring Housing Services continually improves
theway itdeliversservicestotenants

and other customers. In respect of new
regulatoryrequirementsregardingequalities,
the Network will ensure Housing Services
undertake the collection of equality data.

Thereisaninherentunderstandingacross
the Service that any areas on which we intend
toconsultare takentothe Network forinitial
commentsandapproval, beforeconsulting
morewidely withourtenantsandresidents.
This promotesconsistency andensuresthe
principles of participation are embedded in all
sections ofservice.

“I enjoy being part of the North
Ayrshire Network. It gives tenants,
residents and all service users an
excellent opportunity to be involved
with strategic issues and decisions.”

North Ayrshire Networkmember
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We currently promote
continuousimprovementin
tenant participationby:

» Developing our relationship with
organisations who specialise in tenant

and customer participation
» Applyingforaccreditationsand awards,

todevelopourservicethroughthe

assessment criteria

» Learning from other landlords and
authorities on established good
practice methods

» Sharing our good practice with other
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Customer Connections

But we want to do more

To achieve the strategic objectives
under this priority, our areas of
development include:

Process Review
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Toensure methods of participation remain
relevantandfitforpurpose, they needtobe
reviewed and evaluated regularly. This helps
focus our efforts on the topics most important
to our customers, and ensures opportunities
areavailable forcustomerstobeinvolved.

Reviewingourapproachto tenant participation
allowsustoensureservicesareappropriate,
efficient, and effective. It provides benefits for
the Counciland ourcustomers, suchashigher
quality service provision, a more systematic
approach to understanding customer needs,
and a more engaged community.

(20

Face-to-face

~ Online

O

&

Blended

We want to continue to deliver our services
tomakethemasaccessibleas possible.
Tenant participation will be available using
a'blended’ approach where both online and
face-to-face opportunities will be offered to
enhance engagementand ensure everyone
isinvolved in a way that suits their needs and
preferences.

Improved JointWorking
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OurConnected Communities Service has
developed a locality approach, including
participationand empowerment, whichis
essential to ensuring that communities play
acentralroleinshapinglocal priorities. The
serviceplaysakeyroleinthedevelopment
of community networksto ensurefulllocal
participation.

Developing a stronger working relationship
will allow both the Connected Communities
and TenantParticipation servicestolearn
fromtheother’sgood practiceand will
increase opportunities to engage with
established groups in communities. This
could help us reach harder to reach groups,
such as young people.

4
4
=

Our actions...

under the ‘Evolve and Innovate’ priority are:

Develop and embed a ‘blended’
approach to Tenant Participation

Review consultation undertaken across
the service to identify good practice and

areas forimprovement

Keep abreast of any legislative or policy
changes relating to tenant participation

and customerinvolvement

e Deliver in-house training on Tenant
Participation
Research good practice examples
and consider their development in
North Ayrshire
Ensure engagement and consultation
with tenants and other customers
reviews their needs from the service

Timescales and how we will measure progress are detailed within our Action Plan.
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Consultation and
Feedback
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Consultation involves asking for peoples’
views to consider them before reaching
decisions, with time built in for tenants to
make decisions, and landlords to consider
them, and agree to the outcome together.
Effective consultation helps to design and
deliver services people want. Itis also an
effective way to measure service delivery
and effectiveness.

Housing Services is committed to improving
servicedeliveryandincreasing customer
satisfaction by making surethatwe meet
our customers’ needs. We have developed
arangeofoptionstoensureparticipationis
maximised, supported by an annual calendar
of consultation events. We will consulton
anumberoftopics, forsomeofwhichwe
have a statutory duty to do so. We also carry
outlargescalesurveys, suchasourtenant
satisfaction survey, to gain views on the
services weprovide.

To continually improve, we recognise that we
need to regularly collectand use customer
feedbacktoimproveservicedelivery.Itis
also important that we feedback to those who
have participated, so that they know that their
views have been listenedtoand arebeing
acted on. We have anumber of methods of
doing this, including producing an annual
consultation report, and sending information
to Registered Tenants’ Organisations, and the
North Ayrshire Network.

We know from our tenant satisfaction surveys

thatourquarterly newsletter'Tenants Chat’is
a popularway of providing feedback to tenants,

residents,andallserviceusers,andwewilluse
this forum to highlight how tenant engagement
has shaped orimproved our service.

Wewilluseamixofdigital and face-to-face
consultation methods where possible, to
ensureeveryonegetstheopportunitytohave
asay in away that suits them.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

Customer Comments,
Compliments and
Complaints

Ifcustomershaveacomment, compliment
orcomplaintaboutany partofthe Housing
Service, they can report it easily to any
member of staff. North Ayrshire is committed
to providing high-quality customer services.
We value complaints and use information
fromthemtohelpusimproveourservices.
Aneasy-to-understandleafletoutliningthe
processonhowtocomplain,commentor
complimentaserviceorstaffmemberis
available at all local Council offices, customer
contacts centres, online and in local libraries.

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028
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Resources and Support

Resources are required to effectively develop our

Staffing

tenantparticipation approach, and ensureitis embedded TheTenantParticipation Team comprises of » Working with national organisation to

throughout the service. These can be financial, physical,
or staff support. North Ayrshire Housing Services North Ayrshire. Theirfunctionsinclude:
has the following resources dedicated to

involving our tenants:

N
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Financial

An annual budget of £60k (excluding staff
salaries) from our Housing Revenue Account
(our Council landlord account funded through
rentalincomefromourhousingstock)is
allocatedtotenantparticipation. Thisis
reviewed annuallyin consultation with the
North Ayrshire Network. The budget funds
activities suchas:

e Consultation exercises, such as our tenant
satisfaction survey

e Mystery shopping exercises
e Tenant events

e Independentadviceandassistancefrom
specialists

e Trainingand attendance atevents, for both
staff andtenants

e Administration

o Tenantexpenses, such as transportto events

e Field trips and study visits

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

a manager and two officers. They support and identifyandenhancebest practice

develop tenant participation throughout e Benchmarkingwith otherorganisations

and housing providers to identify emerging
e Co-ordinatingtenantconsultation best practice
e Working with other services to enhance Aside fromthisdedicated resource, various

involvement parts of the service engage with our customers
onaregularbasisandconsultonanumber

/ e Providing specialist advice within the ftopicsinthei iali Th
service and to tenants oftopicsint \eirspecia istareas.The
/ Tenant Participation Team support

Training and developing staff and tenants them in these activities.

Facilitating tenant and resident meetings

e Encouraging participation with
underrepresentedgroups

e Facilitating North Ayrshire Network, North
AyrshireInspectionPanelandService
Improvement Groups

During each financial year, all eligible
Tenants and Residents Associations
can apply to the Tenant Participation
(TP) Teamforanannual grantof
£150tosupportthedevelopmentand
running of their group.

They must provide information with the
application, including current audited
accounts, a constitution, contact details and
minutesoftheirmeetings. TheTPTeam
will support all groups through the grant
application process.

Thegrantcanbeusedto pay forexpenses
suchaspostage, stationery, advertising, and
travel. Additional funding can be requested
and will be considered by the TP Team.
External grant funding is also available for
Tenantand Resident Associations. More
information on this is available through the
Tenant ParticipationTeam.



Resources and Support

Some quotes from our communities

Source: TIS and TPAS reaccreditation reports 2021 and 2022

“The team have “This team helped
given us confidence, us cope and
support and kept usfocused
assistancewithour throughout the “The team have
scrutiny work.” pandemic.” supported us
through thisdigital
_ transformation
“The planning and support provided - their support
‘ ‘ by the Tenant Participation team is hashelpedour
second tonone.” confidence and

skillstogrow.”

“Itisagreatteam, who have

stayed connected with us The team :ave

during lockdown and helped given me.t e

us to getonline.” OPPOftunltY_tO ’ ’
feelaliveagain.”

“The team are
great at making
our meetings
interestingand fun.”

/, Y,
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Registered Tenant’s Organisations

Tenantsand Residents Registered Tenants'
Associations (TARAs)  Organisations

Tenants & Residents Associations are groups Registered Tenants’ Organisations (RTOs)

of people representing tenants and residents arekey totenantinvolvement. TheHousing
livinginanareaorstreet. Theiraimisto (Scotland) Act2001 (Registrationof Tenant
put forward views and concerns about their Organisations) Order 2002 sets out the criteria
housing, community, andlocal areasto forregistrationassetby Scottish Ministers.
the Council, sothey cantake partinthe As alandlord, we can provide information
decision-making processes. We currently onthecriteriaforboth registrationand
providesupporttothefive TARAsIN de-registration of groups, and how this is
North Ayrshire. implementedin North Ayrshire.

Allthe TARAswe currently
support are registered
with us.

Our current Register of
Tenant Organisation
is asfollows:

Registered

Tenant Broomlands&Bourtreehill
Tenants & Residents
Association, Irvine,
re-registered

April 2022

NN
il

Redburn Grove,

A7

Castlepark & Eglinton
Tenants&Residents
Group, Irvine,

re-registered
January 2023

NN
il

SaltcoatsHighFlats

Organisations

NN
i

Hayocks Tenants &

Residents Association, Irvine, Tenants & Residents
Stevenston, registered Association, Saltcoats,
re-registered March 2023 re-registered

March 2022 August 2022
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Monitoring Useful Contacts
and Review

Tenant Participation Team
01294 324869
tenantparticipation@north-ayrshire.gov.uk

Tenant Priorities Team,
Scottish Government
0131 244 5568
tpadminsupport@gov.uk

Monitoring and review of this Strategy

is as important as setting the strategic
objectives. It ensures the service is
following the direction established during
the planning process. Our efforts do not
stop with the publishing of this Strategy.

We will look to continuously improve and
find moreimaginative and innovative ways of
developing services.

Antisocial Behaviour Investigation Tea
01294 314640
ASBIT@north-ayrshire.gov.uk

TenantParticipation AdvisoryService
(TPAS) Scotland

0141 552 3633
enquiries@tpasscotland.org.uk

Benefits Service
01294 310000
benefits@north-ayrshire.gov.uk

Repairs Contact Line
01294 310000

MECOPP

Gypsy/Traveller Support Service —
MECOPP Carers Centre
mecopp.org.uk/gyspytraveller-carers-project

WeseethisStrategyasbeingaliving
document, informing the work we plan to
dooverthe nextfiveyears. Itis flexible to
allow us to adapt to any changes in policy,
legislation, orexternal factors, such as
technology changes.

Scottish Housing Regulator
0141 271 3810
shr@shr.gov.scot

Scottish Public Service Ombudsman
0800 377 7330

Equal OpportunitiesCommission
(Scotland)

0845 601 5901
scotland@equalityhumanrights.com

Responsibility for the monitoring and review
of this Strategy lies with the Housing Senior
Manager(HousingOperations, Tenant
andYouth Engagement), with the Action
PlanbeingimplementedbytheTenant
Participation Team. We will review progress
on the action plan quarterly, and ensure this
information is communicated to our tenants
and the North Ayrshire Network.

Tenants Information Service (TIS)
01412481242
info@tis.org.uk

Formoreinformationontheresources
and support available to deliver our Tenant

Participation Strategy, see section Local Ofﬁces

‘Resources andSupport’.

Dalry / Beith Area Office
01294 836710
dalryhousing@north-ayrshire.gov.uk

Kilwinning Area Office
01294 552261
kilwinninghousing@north-ayrshire.gov.uk

Irvine Area Office
01294 310150
irvinehousing@north-ayrshire.gov.uk

Largs Area Office
01475 687590
largshousing@north-ayrshire.gov.uk

Kilbirnie Area Office
01505 685177
kilbirniehousing@north-ayrshire.gov.uk

Three Towns Area Office
01294 310005
3townshousing@north-ayrshire.gov.uk

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028 North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028 49


mailto:tenantparticipation@north-ayrshire.gov.uk
mailto:ASBIT@north-ayrshire.gov.uk
mailto:benefits@north-ayrshire.gov.uk
mailto:info@tis.org.uk
mailto:dalryhousing@north-ayrshire.gov.uk
mailto:tpadminsupport@gov.uk
mailto:enquiries@tpasscotland.org.uk
mailto:shr@shr.gov.scot
mailto:scotland@equalityhumanrights.com
mailto:kilwinninghousing@north-ayrshire.gov.uk
mailto:irvinehousing@north-ayrshire.gov.uk
mailto:largshousing@north-ayrshire.gov.uk
mailto:kilbirniehousing@north-ayrshire.gov.uk
mailto:3townshousing@north-ayrshire.gov.uk

50

Customer Participation
Strategy Action Plan

2023-2028

Priority 1
Engage andInform

©)

Progress towards the objectives in this strategy will

be reviewed regularly through this action plan and
reported to tenants. The action plan will be reviewed
quarterly toensure work undertakento achieve
the objectivesin this strategy continues to address
changing national and local policies and priorities.

Our objectives

We aim to continually improve on the services we provide, changing

and evolving to meet customers’ needs in the best way possible.
To achieve this, we will ensure that:

Objective

What we
will do

How we will
measure it

Timescale

Lead
responsibility

Customers are
well informed
and can
communicate
with useasily

* Provide good
quality information
that meets the
needs of our
customersandis
clearandeasyto
understand

» Tenants Chat to continue
tobeissued quarterly

Annually

TP Manager

2023/2024

TPManager

e Increase
information online
tocustomersand
issue hard copies
on request

* Website and online
information to be
updated regularly and
issue documents in hard
copy on request

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

2023/2024

TP Team

Objective

What we
will do

How we wiill
measure it

Timescale

Lead
responsibility

» Developourrange
of communication
methods
including digital
participation

* Tenant and sheltered
handbookstobereviewed

2023/2024

TPManager

* Produce an Annual
PerformanceReportin
line with the SHR
requirements and SSHC

Annually

TPManager

« Interactive voting through
social media to be
developedforpostsand
Tenants Chat articles

2023/2024

TP Team

» HousingFacebookpage
developed to include
interactive communication

2023/2024

» Housing Twitter page
developed to include
interactive communication

2023/2024

TP Team

*‘YouTube'videousage
tobeconsideredasan
additionto Facebook
and Twitter

2023/2024

TPManager

* Number of followerson
Facebook and Twitter to
beincreased

Annually

TP Team

* Provide
opportunities for
customers to tell
us types of
information they
areinterestedin
receiving and
preferred methods
of contact

e Carry out a
communications
survey to gauge tenants
preferred method of
contact and participation

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

2023/2024

TPManager
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Objective

What we
will do

How we will
measure it

Timescale | Lead
responsibility

Involvementis e Develop new

accessible and
inclusive

methods of
engagementand
support with
seldom heard
groups

* Ensure
involvement
methods are
promoted and
barriers removed

» YouthConnections,’a
forum to engage with
youngpeople, tobe
developed

2023/2024 TPManager

« Participation forum
forNew Scotstobe
introduced

2023/2024 TPManager
/ Refugee
Support
Manager

Priority 2
Empower andInfluence

©

Objective

What we
will do

Our objectives

We aim to empower and help our communities to influence and shape
our services. To achieve this, we will ensure that:

How we will
measure it

Timescale Lead
responsibility

» Redburn GroveTenants
Grouptoberesourced
and supported

2023/2024 TPManager

» Develop approach to
engagementwithprivate
rented sectortenants

» Develop a PRS Tenant
Participation Panel

2023/2024 TPManager

» Develop and support
under-represented groups

2023/2024 TPManager

» Develop our partnership
approach with care
experiencedtenants

2023/2024 TPManager

» Alignallourwork
withthe Councils
Digital Strategy
and the Tenant
Information
Service (TIS)digital
service pledge

» Develop new smarter
ways of communicating
with customers

2023/2024 TPManager

There are
arange of
opportunities
to take part
and get
feedback

* Provide varied
involvement
opportunities and
support a blended
approach to
participation

» Social mediaengagement
to be included as
participationmethod

2023/2024 TPManager

» Consultation methods
to be reviewed in
partnership with tenants

2023/2024 TPManager

e Tri-annual Tenant
SatisfactionSurveytobe
undertaken

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

2024/2025 TPManager

Customer
involvement
(including
online
involvement)
impacts
service
delivery

e Develop our
approach to
reporting feedback
on customer views

e Improve
information on
customerfeedback,
and how this
has impacted
service delivery

e Tenant suggestions to
be collated centrally and
reported on quarterly to
North Ayrshire Network

2023/2024 TPManager

e Yousaid, wedidtobe
re-introduced to
Tenants Chat and
social media

2023/2024 TPManager

Customers
are supported
to build their
capacity and
confidence

e Provide supportto
tenants to build
their capacity
and develop
peer support

e Develop our
training
programme for
tenantsand other
customers

e Support our
customers to
develop and
increase their
digitalskillsand
confidence

e Encourage and
support customers
tomakethe
most ofdigital
opportunities

~

e Trainingand supportto
new people taking partto
be provided

2023/2024 TP Team

e Peer support (buddy)
programme to be
developed

2023/2024 TP Team

e Recruitment programme
fornewparticipantsto
be undertaken

North Ayrshire Housing Services’ Customer Participation Strategy 2023-2028

2023/2024 TP Team
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Priority 3
Evolve andInnovate

/& Our objectives

O We aim to continually improve on the services we provide, changing
and evolving to meet customers’ needs in the best way possible.
To achieve this, we will ensure that:

Objective What we How we will Timescale Lead Objective What we How we will Timescale Lead
will do measure it responsibility will do measure it responsibility
A culture of  « Developandembed e« Calendar of Housing  2023/2024 TP Team The Service  « Keepabreastof  « Goodpracticeinother  2023/2024 TP Team
participation the ‘blended’ Events collatedcentrally continually any legislativeor  areastobeastanding
is embedded = approachtoTenant —anddisseminatedto adapts to policy changes  North AyrshireNetwork
in Housing Participation all staff meetchanging relatingtotenant =~ agendaitem
i needs articipation :
Services o !Develop an N « Calendar of socialmedia  2023/2024 TP Team apnd cusptomer o Form_al link betwe_en 2023/2024 TP Manager
in-house training posts collated centrally involvement Housing ar_1d|ocaI|ty
tenant participation 3| staff © Research goo developed
. Review practice examples R
Itati » Ongoing training via 2024/2025 TP Team and considertheir °Tenar_1t part|C|pat|_on 2024/2025 TPManager
corésu : aklon e-learningmoduletobe development in  involvingotherservices
;Qr oesrs athzn offered to all Council staff North Ayrshire r"tg'n PIa_ce Dlzjectorate
o bereviewe
. . . . * Ensure
servicetoidentify =« TPOfficerstoattendall Annually TP Team
good practice y Estate Inspections y engagement and e« TPAS re-accreditationto  2025/2026 TPManager
and areas for consultation with  be sought
. ‘Good Neighbour’ Annually TP Team
improvement : 'ghbour Y tenants and other » TISre-accreditationto 2025/2026 TP Manager
programme to be customersmeets be soudht
introduced the required needs g
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