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The Policy is available on the Association’s website. Customers will be 

provided with a copy of this policy as part of their Tenants’ Handbook. We will 

provide this policy in specific formats as requested. i.e. tape, Braille or another 

language.  
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1.  Vision and values 
 
Wellhouse – the Place to Be. 

 
This simple statement is our vision of Wellhouse as an attractive place where people 
feel happy and safe, benefit from having a good home and an attractive environment 
and feel proud to be part of a vibrant community.   

 
We believe that our values of Trust, Honesty and Integrity, Excellence, 
Accountability and Sustainability supported by a comprehensive policy framework 
will help make our vision a reality. 
 
2. Governance 
 
Wellhouse HA is a community controlled registered social landlord and is managed 
by a group of local people who are elected onto the Management Committee. Their 
role is to make sure that the Association is well run, meets the needs of the local 
area and is responsive to what is important to local people. We may co-opt other 
people onto the Management Committee from time to time where we feel we need 
specialist support. 
 
The Management Committee appoints senior staff, agrees all the Association’s 
policies and takes all the key decisions. The Director and the senior team support 
the Committee in these responsibilities. 
 
3. Policy Aims 
 
The Customer Engagement and Participation Policy sets out how we will work with 
all of our customers to make sure that they can influence and participate in decisions 
on services, standards and policies. The Customer Engagement and Participation 
Policy sets out the actions that we will take to deliver the desired results.  It also 
describes how customers can become involved; clarifies the resources available; 
and sets out how the Action Plan will be monitored and evaluated. 
 
4. Equal Opportunities Statement 
 
We aim to ensure that all services, including the delivery of this policy, provide 
equality of opportunity.  
 
We will respond to the different needs and service requirements of individuals. We 
will not discriminate against any individual for any reason, including age, disability, 
gender re-assignment, marriage, civil partnership, pregnancy and maternity, race, 
religion or belief, sex or sexual orientation, or other status. 
 
5. Scottish Housing Charter 
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The Scottish Government’s Social Housing Charter came into force in April 2012. 
The Charter sets out the standards and outcomes that Registered Social Landlords 
should achieve. 
 
 
There are two outcomes under the Charter that are especially relevant to Community 
Engagement these are:  
 
 
Outcome 2: Communication 
  
Social landlords manage their businesses so that: 
 

 Tenants find it easy to communicate with their landlord and get the information 
they need about their landlord, how and why it makes decisions and the services 
it provides. 

 
Outcome 3: Participation 
 
Social landlords manage their businesses so that: 
 

 Tenants find it easy to participate in and influence their landlord’s decisions at a 
level they feel comfortable with.  

 
6. Legislation 
 
The following legislation is relevant to this policy: 
 
• Housing (Scotland) Acts 2001 & 2010 
 
7. Our principles and standards 
 

 We make it easy for customers to give us their comments and views - face to 
face, by telephone, e-mail, online or in a letter. 

 We commission formal independent customer satisfaction surveys on a 
continuous monitoring basis carried out every three months. 

 We consult our Customer Opinion Panel 

 We publish the targets we set  

 We publish how we have performed against those targets  
 
 
8. The Policy 
 
We have set 4 outcomes to make sure that we meet what customers want: 
 
Outcome 1  
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Customers know the different ways they can become involved in influencing housing 
and related services. 
 
Outcome 2  
 
Customers are taking part and influencing decisions on housing and related 
services. 
 
Outcome 3  
 
Customers have access to the support and resources they need to become effective 
 
Outcome 4  
 
Customer participation is contributing to the development of quality housing and 
related services and standards 
 
Consultation on Changes to Policy 
 
We will consult with our customers in respect of any major changes to policies that 
directly affect them. We think it is especially important to consult on these core 
policies and plans: 
 
- Allocations 
- Rents 
- Neighbourhood management 
- Complaints  
-          Our Customer Engagement and Participation Action Plan 
 
Working with our Partners 
 
We will review our relationship with the Connect Community Trust annually and the 
contributions the Trust makes to our community engagement activities. 
 
Action Plan 
 
We will regularly develop and consult on our Action Plan at Appendix 1 and how we 
intend to meet the outcomes we have set for our customer engagement and 
participation activities. We will review progress against the action plan regularly with 
our Customer Opinion Panel. 
 
Funding our Customer Engagement and Participation Policy 
 
We will allocate a set amount each year in our budget to help ensure customers are 
involved and can participate in the improvement of our policies and services. 
 
9. Monitoring and performance 
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We will provide an annual report to committee in respect of the following: 
 
- continual monitoring of satisfaction survey 
- review of performance against the action plan 
- annual performance review against the Charter indicators as follows 
 
 
Indicator 3 
 
Percentage of customers who feel their landlord is good at keeping them informed 
about their services and decisions. 
 
Indicator 6 
 
Percentage of customers satisfied with the opportunities given to them to participate 
in their landlord’s decision making processes. 
 
10. Consultation 
 
We aim to deliver excellent services, which respond to local needs and reflect what 
is most important to our customers.  
 
To do that we need our customers to tell us how well our policy is working and help 
us to make the changes which will improve it.   
 
We use customer feedback to review our policies and ask you about the changes we 
are making.  
 
11. Complaints 
 
We have a separate complaints policy and procedure. Leaflets and copies of the 
complaints procedure are available from the Association’s office and on our website. 
We also provide information on how our customers can make a complaint to the 
Scottish Public Services Ombudsman (4 Melville Street, Edinburgh EH3 7NS, 
telephone, 0800 377 7300) and how to contact the Scottish Housing Regulator. 
 
The Ombudsman will not normally deal with complaints unless customers have 
followed the Association’s complaints’ procedure. 
 
12. Review timeframe 
 
The policy will be reviewed every three years, or sooner, in response to a change in 
legislation or circumstance. 
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Action Plan 

 

Outcome 1 

Customers know the different ways they can become involved in influencing housing and 

related services. 

 

What do we want to do? How will we do it? When will it 

happen? 

How will we measure 

success? 

1. Ensure that 

customers are 

aware of the wide 

range of ways they 

can participate, at a 

time when they 

want to and to a 

level they are 

comfortable with. 

Why become a shareholder 

 Promote Membership 

when the customer signs 

for their home and in all 

possible publications, 

including the Tenants 

Handbook.  

 

 How to become a 

committee member? 

 

 Promote the range of 

participation methods at 

the gala day 

 

 Advertise participation 

opportunities in public 

areas within our offices, 

the Hub environment and 

in all community 

organisations that 

Wellhouse Housing 

Association has links to. 

 

 Keep our electronic 

bulletin board in the main 

reception updated daily.  

This will be used mutually 

for promotion of 

opportunities for 

participation, current 

events/activities and 

choice based lettings. 

 Keep our website up-

On-going 

 

 

 

 

 

 

 

 

 

 

Annually in 

August. 

 

 

On-going 

 

 

 

 

 

 

 

 

On-going  

 

 

 

 

 

 

 

 

 

Increase in the 

percentage of 

customers who are 

members. 

Increase the level of 

interest in becoming a 

Management 

Committee Member. 

 

 

Maintain a healthy 

membership of the 

Management 

Committee 

 

Increase in the number 

of customers on the 

Management 

Committee; request 

information; or 

participate in focus 

groups. 

 

 

Ensuring that up-to-

date information is as 

accessible as possible. 
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dated on opportunities to 

participate. 

On-going 

What do we want to do? How will we do it? When will it 

happen? 

How will we measure 

success? 

2. Ensure that the 

value of Community 

Engagement is well 

publicised. 

 Produce four high quality 

newsletters, distributed to 

all customers. 

Opportunities to 

participate and feedback 

on the influence 

customers have had on 

decision making intrinsic 

to each publication. 

 

 Ensure that the Annual 

Report and the landlord 

Report reflects all 

feedback and explains the 

impact it has had on the 

organisation. 

Quarterly 

 

 

 

 

 

 

 

 

 

Annual 

Volume of relevant 

articles published and 

feedback from tenants. 

 

 

 

 

 

 

 

Hard copy evidence. 

3. Establish 

customers 

preferred range of 

communication 

methods. 

 Ask customers about their 

preferred methods of 

interacting with Wellhouse 

Housing Association. 

 

 

 

 

 Use a range of methods to 

communicate with 

customers. 

On-going 

throughout the 

year, within 

Customer 

Satisfaction 

Surveys and at 

Public Events. 

 

On-going 

Recorded Feedback 

 

 

 

 

 

 

 

Evidence of a range of 

methods being used. 

4. Ensure there is 

support for 

traditionally 

excluded or 

vulnerable groups. 

 Ensure that any meetings 

are held in easily 

accessible locations and 

have an available crèche. 

 Provide transport for 

customers with disabilities 

if requested. 

 Ensure a variety of 

accessible information. 

As required Participants’ 

evaluation. 

 

5. Ensure that 

customers are 

aware of how their 

involvement 

 

 Feedback on individual 

contributions as soon as 

possible. 

 

 

On-going 

 

 

 

 

Record outcomes of 

customers’ inputs and 

how it has impacted on 

Wellhouse Housing 
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influences 

Wellhouse Housing 

Association 

decisions. 

 

 

 

 

 Where appropriate, the 

outcomes of individual 

inputs will be advertised 

and promoted in our 

newsletters, on our 

electronic bulletin board, 

on our website, within the 

Annual Report and at 

public events. 

 

 

 

 

 

On-going 

 

Association. 

 

Measured through 

customer satisfaction 

surveys (bi-annual); 

and relevant evaluation 

forms. 
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Outcome 2 

Customers are taking part and influencing decisions on housing and related services 

 

What do we want to 

do? 

How will we do it? When will it 

happen? 

How will we 

measure success? 

1. Ensure that 

customers and staff 

have a shared 

understanding of 

the benefits of 

Community 

Engagement. 

 Introduce an Annual 

Tenant Conference. 

Year 1 and then 

annually. 

Measured through 

interest and 

attendance; using year 

1 as a benchmark. 

2. Ensure that 

information is 

provided properly 

and that there is 

good two-way 

communication 

between interested 

parties. 

 Develop consultation 

timetable to ensure that 

customers are aware of 

upcoming consultations 

and have sufficient time to 

participate in decision-

making. 

 

 Ensure feedback provided 

to participants following 

consultation and events. 

Year 1 and then 

annually. 

 

 

 

 

 

On-going 

Consultation Timetable 

produced and 

published. 

 

 

 

 

 

Evidence of feedback 

provided and sample 

qualitative research on 

the effectiveness of the 

feedback. 

 

  



 
 Trust Honesty Integrity Excellence Accountability Sustainability 

 
11 

 

Outcome 3 

Customers and service users have access to the support and resources they need to become 

effective. 

 

What do we want to 

do? 

How will we do it? When will it 

happen? 

How will we measure 

success? 

1. Ensure there are 

appropriate 

resources available 

to support 

Community 

Engagement. 

 Safeguard funds available 

for training and events that 

facilitate Community 

Engagement.  Publicised 

within the Annual 

Accounts. 

Annually Annual review of 

budgets. 

2. Encourage people 

to participate, who 

don’t usually get 

involved. 

 Recruit representatives of 

the ‘Youth Sub Group’ at 

Innerzone – the local 

youth facility; encouraging 

them to participate in the 

Wellhouse Housing 

Association Management 

Committee. 

 Ensure events and 

meetings are held at times 

and locations that are 

convenient to all potential 

members. 

Year 1 

 

 

 

 

 

 

 

On-going 

Attendance at 

Management 

Committee meetings. 

 

 

 

 

 

Attendance at 

Management 

Committee meetings. 
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Outcome 4 

Tenants’ participation is contributing to the development of quality housing and related services and 

standards 

What do we want to do? How will we do it? When will it 

happen? 

How will we measure 

success? 

1. Ensure that 

customers’ views are 

taken account of and 

feedback provided on 

how their views have 

influenced decisions, 

policies and the 

future direction of the 

Wellhouse Housing 

Association. 

 Annual review of decisions 

and impact. In particular, we 

will report on the two charter 

indicators. 

 

 

 Annual assessment of the 

quantity and quality of the 

feedback given to 

customers. 

Annual 

 

 

 

 

 

Annual 

Evidence of customers’ 

views shaping decisions. 

 

 

 

Evidence of feedback 

provided to customers. 

Annual Report. 

2. Assess 

improvements made 

to services that 

customers have 

provided feedback 

on. 

 Annual review of decisions 

and examine what impact 

customers involvement has 

had. 

Annually Customers satisfied that 

their views help to 

improve services, 

measured by, individual 

feedback and bi-annual 

satisfaction survey. 

3. On-going review of 

approach to assess 

the overall impact of 

the Customers 

Satisfaction Strategy. 

 Introduce a Customers 

Conference to supplement 

the bi-annual satisfaction 

survey. 

 

Year 1 Measured by the 

attendance numbers 

at conference; and 

feedback gathered at 

the conference to 

ascertain satisfaction 

with level of 

participation. 

 


