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Tenant Participation Strategy Review 2026

The Service Improvement Group (SIG) has completed a detailed review of the
Tenant Participation Strategy and is pleased to share our Scrutiny Outcome Report,
Action Plan and introduce our 10 Key Principles to Effective Participation.

We are delighted to highlight that Glen
Oaks’ current achievements in
participation, engagement, and scrutiny
are sector-leading, innovative, and
provide genuine opportunities for
tenants to get involved. This review has
also led to the introduction of new
objectives designed to strengthen our
existing processes and make the impact
of tenant involvement even more
transparent. As part of this, we are
excited to be part of the introduction of
a Tenant Voice Impact Report, a Tenant
Voice Approved Stamp, and a GO Get
Involved Annual Calendar.

With the recent staff restructure - where
Tenant Feedback and Involvement
moved into the Customer Service Team -
and with the strategy due for renewal
this year, we agreed this was the ideal
time for a full, tenant-led review.

This year, we adopted a new and much
more collaborative approach. Instead of
reviewing the strategy, producing a
report, and waiting for changes to be
made later, we worked side-by-side with
the Customer Service Team to update
the strategy as the review progressed.
We are delighted to note that all of our
recommendations were implemented,
and that the review and the revision of
the strategy went hand in hand.

Throughout this process, we worked
closely with the Customer Experience
Lead

We would also like to thank all Glen Oaks
staff and tenants who supported the
review and took part in the consultation.
Your involvement played a vital role in
shaping the final outcome.

@ 18 best practice and 27 recommendations to improve
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Who are the Service Improvement Group?

We are the Glen Oaks Scrutiny Panel — a group of eight tenants who volunteer our time to
make sure our voices, and the voices of tenants across our communities, shape the
services we all rely on. As part of Glen Oaks’ regulatory requirements, our role is to look
closely at how services are designed and delivered, and to work independently alongside
staff to review what’s working well and where things could be improved. This kind of
in-depth tenant participation means we have a real say in the decisions that affect us.
We’ve been doing this for 10 years now, and we’re proud to help strengthen services for
everyone.

“We are proud to have played a key role in shaping the new Tenant
Participation, Engagement and Scrutiny Strategy. The collaborative approach
with this review has resulted in a stronger, more tenant focused strategy that
reflects what matters most to tenants. We’re also excited that this review has

‘ ‘ led to the launch of our 10 Key Principles of Successful Tenant Participation.
It’s our hope that these principles along with our Scrutiny Outcome Report, will
influence best practice across the sector, ensuring that all tenants, no matter
who their landlord is, have the opportunity to share their views, influence

decisions, and play a meaningful part in shaping their services”



What did our review involve?

A review shaped and led by tenants

Our review took place over four months, with all
eight SIG members taking part in four dedicated
meetings. Together, we volunteered almost 100
hours of our own time to make sure this review was
thorough and meaningful. We worked side-by-side
with staff from the very beginning. The first step was
creating a detailed action plan to guide the review.
This plan helped us:

look at every part of the strategy

set time aside to speak with staff
benchmark against other organisations
consult with tenants so their voices shaped
every stage

After each meeting, we updated our plan to include
any new ideas or areas we wanted to explore further.

Involving More Tenants in Our Review

One of the biggest improvements this year was
opening up our meetings to any interested tenants,
not just SIG members. This meant anyone could
come along, share their views and contribute — even
if they didn’t want to join the group permanently.

Reaching Out at the Start

At the beginning of the review, our Customer
Experience Lead sent an invitation to all tenants and
posted on social media, encouraging people to come
along to the first meeting. The message highlighted
how much difference tenant feedback can make —
previous reviews had resulted in over 200
improvements!

Inviting Tenants to
Join Our Final
Discussions

As we reached the final
stage of our review, we
invited tenants to join us
for one of our meetings to
take partin the final
discussions about the
proposed changes. We
wanted to make sure that
anyone who was
interested had the chance
to speak directly with us,
share their thoughts, and
help shape the final
recommendations.

We were really
encouraged that over 20
tenants said they were
interested but were
disappointed that none
showed for the meeting

You can read a summary
of what tenants told us,
along with the full
consultation feedback, on
page 13.

We are delighted that this process resulted in a new SIG member!



During our review, we looked at:

Listened to tenant
feedback from previous
surveys and events.
Making sure changes
reflected the views of all
Glen Oaks tenants.

Considered best Met with staff and
practice guidance from brainstormed new
the Scottish Housing innovative ways of
Regulator, TIS, TPAS and  encouraging tenants to
the Scottish get involved, how we
Government. communicate that and

celebrate the impact it
has on services or our
communities.

Invited tenants to our  Attended Connected for
Scrutiny meetings - Change Event -

promoted the benefits organised by TIS and

of getting involved and hosted at New Gorbals

gave all tenants the Housing Association.
opportunity to have Heard about innovator
their say in this review.  ways of getting tenants
involved.

“With this review, we had the chance to really make an impact. We
looked closely at what Glen Oaks is already doing well and compared
this with the approaches taken by other housing associations. Exploring
different strategies, new ideas and innovative ways of involving tenants
‘ ‘ really opened our eyes to what’s possible. This review wasn’t just about
updating a document — it was about shaping something meaningful that

supports tenants to get involved in ways that work for them.”
Jennie, Arden tenant and SIG member



How do Glen Oaks perform compared to others?

As a tenant-led group, we reviewed Glen Oaks’ performance using the ARC indicators
on tenant participation and involvement. We were really pleased to find that Glen
Oaks is performing above the Scottish average in both key areas. We also compared
our results with organisations recognised as sector leaders in Tenant Participation,
and it was encouraging to see that Glen Oaks performs in line with them at over 90%
satisfaction.

95.2% of tenants are satisfied with how Glen Oaks keep them informed
X Above Scottish average of 90%

M 92.6% of tenants are satisfied with their opportunities to get involved

Above Scottish average of 86.3%

Learning from Sector Leaders - The Mighty Network

As part of our review we looked further into the high performers in each of the ARC
indicators. We reviewed their strategies, information on their website and attended
events to find out more about their successful approaches.

New Gorbals East Ayrshire

In October 2025, two SIG members Benchmarking also highlighted the

attended the Connected for Change strength of East Ayrshire’s

event at New Gorbals with the Customer jllcustomer-facing Tenant Participation

Experience Lead, through Glen Oaks’ strategy, which stood out to the group

membership with the Tenant Information jilifor its clear celebration of successes in

Service. The visit offered valuable insight illitenant participation, its strong and

into how New Gorbals delivers a range of jvisible tenant-led approach throughout

tenant-led community activities. all documents, and the transparent way
it showed how tenant feedback had

A standout feature was their annual shaped policies, services and decisions.

events calendar, displayed at the front The strategy also offered accessible and

desk. This simple tool showed how easy-to-understand reporting that

tenants are kept consistently engaged, demonstrated the real impact of tenant
connected and informed. involvement.

These observations led to discussions about creating a Glen Oaks
“tenant-influenced” logo or stamp, to clearly show when tenant

@ feedback has shaped a policy, document or decision and strengthen

visibility of tenant impact across the organisation.




Sharing Best Practice

As part of our scrutiny review, we wanted to speak to other landlords who had recently
reviewed their Tenant Participation (TP) Strategy. We wanted to make sure we hadn’t
missed anything important, and to learn from approaches that had worked well

elsewhere.

Through our membership with the Tenant Information Service (TIS), we used the online
Mighty Network to reach out for support. Two landlords came forward and were happy to

meet with us and share their experience.

East Lothian Council

We met first with Deborah Piner, Service
Development & Support Officer at East
Lothian Council, to hear about their recent
TP Strategy review. This meeting was
extremely valuable and really boosted our
confidence. We were pleased to see that
many of the steps they took were the same
as the ones we had already followed in our
own scrutiny work. This reassured us that
we’re heading in the right direction.

One key message that really stood out to
us was their promise to listen to every
tenant equally. Whether the feedback
comes from just one person or a panel of
tenants, all voices are treated with the
same importance. We loved this approach
and felt it was something Glen Oaks should
include in our own strategy.

We also really appreciated Deborah’s
emphasis on having TP-related KPIs for all
staff, not just engagement roles.

Another useful insight was her reminder
that the focus should always be on the
impact of an event or group, not how many
groups or activities you have.

North Ayrshire Council

Next, we spoke with Tracy Wilson, Tenant
Participation Manager at North Ayrshire
Council, who has an incredible 41 years of
experience in tenant participation. Her
advice was extremely helpful and once
again confirmed we had taken the right
approach in our own review.

Many of Tracy’s methods—such as
benchmarking, looking for best practice,
and involving tenants from start to finish—
were exactly the steps we had already
taken. She also encouraged looking further
afield, including England, to find new and
innovative ideas.

Tracy shared lots of practical suggestions
that we found inspiring. One idea we
especially liked was the use of Service
Inspectors—tenants who are trained to
carry out inspections and share their
findings.

We also loved the idea of hosting a
dedicated Tenant Participation
celebration event to recognise people who
make a difference and encourage more
tenants to get involved.

We are incredibly grateful to Deborah and Tracy for meeting with us, and we found our
conversations with them genuinely worthwhile. Their input has inspired us to meet with

other landlords as part of every future review.



Our findings from the meetings

The table below shows what we learned from speaking to both landlords and the
recommendations we think Glen Oaks should take forward. Highlighted in
ones that both landlords raised as important.

are the

Tenant Participation must
be properly resourced.

Benchmarking is an
important part of any TP
review.

All voices should be
valued equally, whether
one tenant responds or a

whole group.

East Lothian.

Service Inspectors
(trained tenants who
inspect services)
strengthen scrutiny.

North Ayrshire.

Focus on impact, not the
number of groups or
events.

Celebrate tenant

contributions and

recognise the time
volunteers give.

Benchmark more widely

across the UK (England,

Wales, Northern Ireland)
for innovative ideas.

North Ayrshire

Joint service review
meetings with tenants
and staff build openness
and shared ownership.

East Lothian.
Partnership working with

local councils and
community services

helps reach more people.

North Ayrshire.

Planned engagement is
essential, with clear
opportunities set out in
advance.

Ad-hoc groups work well

when formed for specific

issues and allowed to end
naturally.

All staff should have TP
KPIs to ensure tenant
participation is a shared
responsibility.

East Lothian
Dedicated TP celebration
events help encourage

involvement and
recognise impact.

North Ayrshire.

@ We are delighted that Glen Oaks have taken our recommendations from
our meetings and added them to the action plan on Page 15-17.



External Recognition
Customer Service Excellence Accreditation

The Service Improvement Group is pleased
to note the external recognition Glen Oaks
has received through once again achieving
the prestigious Customer Service
Excellence accreditation. As one of fewer
than ten Housing Associations in Scotland
to hold this award, we are proud that the
work around tenant participation,
engagement, and scrutiny—was highlighted
by the assessor, with six Compliance Plus
ratings in these areas alone.

It is extremely encouraging to see our
efforts formally acknowledged, including
the commendation of our scrutiny work on
Damp and Mould being among the best the
assessors had seen. We believe this
recognition should be clearly reflected
within the Tenant Participation Strategy, as
it demonstrates our strong current position
and ongoing commitment to meaningful
engagement, robust scrutiny, and ensuring
tenants are at the heart of decision-making
at Glen Oaks.

6 Compliance Plus Awards for Tenant Participation, Engagement
and Scrutiny! 9 received in total.

Compliance Plus - an above-standard recognition given when
assessors see evidence of genuinely exceptional practice

Glen Oaks receiving nine Compliance Plus ratings, including six in tenant
participation, engagement, and scrutiny, demonstrates that our approach is not only
effective but sector-leading. It reflects the depth of our engagement, the strength of
our tenant insight, and the meaningful influence tenants have in how services are

shaped.

It is great to see that they have recently celebrated this success via the press and
share it with tenants via the newsletter. We would encourage this going forward as
part of our recommendation to celebrate our success and impact of tenants getting
involved has on improving services and our wider community.

CSE Criteria

1.1.2 - We have developed
customer insight about our
customer groups to better
understand their needs
and preferences.

Best Practice examples

*Annual Tenant Priorities Survey capturing what
matters most to different tenant groups.

* Engagement+ profiling to understand who engages
and tailor communication accordingly.

* SIG recruitment targeted based on real tenant
engagement behaviours and feedback trends.



1.1.3 - We make particular
efforts to identify hard to
reach and disadvantaged
groups and individuals and
have developed our
services in response to
their specific needs.

1.2.1 - We have a strategy
for engaging and involving
customers using a range of
methods appropriate to
the needs of identified
customer groups.

1.2.2 - We have made the
consultation of customers
integral to continually
improving our service and
we advise customers of the
results and action taken.

1.3.5 - We have made
positive changes to
services as a result of
analysing customer
experience, including
improved customer
journeys.

3.4.3 - We interact within
wider communities and we
can demonstrate the ways
in which we support those
communities.

» Tenancy Support Visits proactively contacting
tenants who seldom engage or may need support.

* Survey profiling (age, disability, digital access)
ensuring insight into disadvantaged groups.

* Newsletter and engagement activities promoting
support services to reduce barriers to involvement.

* Armchair Critic Group enabling involvement without
attending meetings (58 members).

* BIG Conversation event using digital voting for
inclusive, real-time tenant input.

* Targeted SIG promotion informed by profiling,
satisfaction data and complaint themes.

* SIG scrutiny producing 40+ recommendations on
damp and mould improvements.

» Armchair Critics consulted on wording of
documents, survey questions and key policies.

» Consultation outcomes and resulting improvements
shared openly in Home Newsletter.

* Repairs journey redesign carried out with tenants at
the BIG Conversation.

* “Meeting Our Standards” surveys testing tenant
experience across contact types.

* SIG customer-journey work leading to major
improvements and best-practice examples.

« Community events encouraging tenant feedback,
engagement and involvement.

* Partnership with WorkingRite offering opportunities
to young people in the community.

 Tenant-focused community initiatives promoted
through newsletters and events.



Are we compliant with best practice

guidance?

The SIG carried out an extensive review
to ensure our updated Tenant
Participation Strategy aligns with all
recognised best-practice guidance
available in Scotland. This included:

e Scottish Government - Guide to
Successful Tenant Participation
(2019, updated from 2005)

e Tenant Information Service (TIS) -
Guide to Successful Tenant
Participation (updated 2019)

e TPAS Scotland - good practice
resources and national guidance on
effective participation (TPAS does
not publish a single “guide” but
provides sector-wide best-practice
frameworks)

e Scottish Housing Regulator
guidance, including requirements
under the Scottish Social Housing
Charter and regulatory expectations
for participation and scrutiny.

e National Strategy for Tenant
Participation - Partners in
Participation (1999), which
introduced the original 10 Key
Principles of Tenant Participation
and shaped the Housing (Scotland)
Act 2001.

Read our
10 Key Principles
for Successful Tenant
Participation
on Page 12

Glen Oaks compliance with best practice

The SIG were pleased to see that Glen
Oaks’ current Tenant Participation
Strategy already meets most recognised
best-practice standards. Only a few minor
improvements were suggested—such as
adding more detail about our 360-degree
approach to sharing tenant feedback, and
strengthening how we measure and
monitor the impact of tenant
participation.

Creating of our own 10 Key Principles of
Successful Tenant Participation

During their review, the group also
learned that the original 10 Key Principles
of Tenant Participation (Partners in
Participation, 1999) are now out of print.

The SIG were excited by the opportunity
to create a brand-new set of Principles for
Successful Tenant Participation. These
new principles will be shaped entirely by
our research, discussions, and review
findings.

These new principles are designed to
ensure that tenant involvement has a
strong and meaningful influence on how
services are shaped at Glen Oaks.

“We hope they will provide a valuable
best-practice example that can support
and influence the wider housing sector -
helping to ensure that, no matter who
their landlord is, tenants have a clear
standard of involvement and a real voice
in decision-making.” Jim, Darnley tenant
and SIG member



Comparing our Strategy Content and Objectives to others

As part of the review, the SIG compared Glen Oaks’ Tenant Participation Strategy with
those of twelve other organisations. Although the initial focus was on five
Associations similar in size and community base, the group also extended the review
to a wider set of sector leaders to broaden their learning.

High percentage of strategies not
available online to view - During this
process, it became evident that over
half of the organisations reviewed
either had outdated strategies or no
Tenant Participation Strategy available
on their website.

This was surprising and reinforced the
group’s appreciation that Glen Oaks’
own strategy is up-to-date, easy to
locate, and had recently been promoted
through the tenant newsletter —
demonstrating strong transparency and
accessibility. This will be part of one of
the principles to ensure transparency.

Strengthening the
Strategy Through

Renaming - As the
Service Improvement
Group, we recommended
that Glen Oaks develop a
strengthened Tenant
Participation, Engagement

i practice.
and Scrutiny Strategy.

Lack of measurable objectives in the
sector- While reviewing the content of
the available strategies, the group also
noted that very few organisations had
SMART objectives specifically linked to
tenant participation. SMART objectives
are those that are Specific, Measurable,
Achievable, Relevant and Time-bound,
helping ensure clarity, accountability
and progress tracking.

The group felt strongly that
strengthening Glen Oaks’ own objectives
using the SMART framework would
improve alignment with our other
organisational strategies and make
future monitoring more robust.

A Strategy Owned by Tenants, Staff and

Leadership Together - We recommended creating a
joint statement because we believe the strategy needs
to be owned by everyone - tenants, staff, senior leaders
and the Board. A shared commitment at this level shows
that Glen Oaks is united in delivering the aims of the
Tenant Participation, Engagement and Scrutiny Strategy,
and that everyone is accountable for making it work in

“Our collective mission at Glen Oaks Housing

We felt the previous
strategy didn’t fully reflect
Glen Oaks’ strong
commitment and proven
success across all three
areas, and needed to be
updated to show the
progress already achieved.

Association is to empower tenants through meaningful
participation, engagement, and scrutiny. We believe the
best services are designed together, and we aim to
provide opportunities, information, and support so
everyone can question, challenge, and influence
decisions. By sharing the impact of tenant involvement,
we strive to build a culture of transparency, trust, and
continuous improvement — ensuring our communities

thrive and that tenant voices remain at the heart of
everything we do.”



10 Key Principles for Successful Tenant Participation

Glen Oaks’ Service Improvement Group are proud to introduce our best practice guidance
following our thorough review of Tenant Participation. These principles set out what successful
participation should look like for every social landlord.

1. Empower Tenants and
Uphold Their Rights -
Landlords must actively
promote tenants’ rights to be
involved in decisions,
ensuring that tenants help
shape Tenant Participation
strategies, priorities, and
objectives from the outset.

4. Tailor Participation to
Tenant Needs and Preferences
- Tenant profiling and
preference data should be
used to design flexible,
opportunities, so tenants can
engage in the ways that work
best for them.

7. Embed Participation in
Service Design and
Decision-Making - Tenant
voices must be built into
service planning, design, and
review processes — with
opportunities to give
feedback at the right time,
before decisions are made.

Glen Oaks
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2. Make Participation
Inclusive, Open, and
Accessible - participation
opportunities must be
designed to welcome
everyone - removing barriers,
reflecting diverse needs, and
using tenant insight to ensure
activities are fair and
inclusive.

5. Equip and Empower
Through Training and Support
- Tenants must be offered
training and support. All staff,
regardless of role, should be
trained to understand that
Tenant Participation is a legal
right and strengthens service
quality.

8. Ensure Transparency and
Show the Impact of Tenant
Views - Landlords must share
openly how tenant feedback
has influenced policies,
services, and decisions,
making the impact visible to
tenants, staff, and governing
bodies.

10. Monitor, Report, and
Celebrate Participation

Outcomes - Landlords should

track the results of tenant
involvement, measure

improvements, and celebrate
tenant contributions to show
the impact of participation
and encourage wider
involvement.

6. Properly Resource
Participation - Landlords
should ensure Tenant
Participation has dedicated
budgets, clear resourcing,
and opportunities for tenants
to be involved in decisions
about how participation
funds are used.

9. Guarantee Meaningful
Influence Through a Clear,
Timely Process - A clear,
timely process must gather
tenant views early, use them
meaningfully, and report back
to complete the full
participation cycle.

Service Improvement /g
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What did the consultation tell us?

To make sure the updated Tenant
Participation Strategy genuinely reflects
what tenants want, the Service
Improvement Group (SIG) carried out a
detailed consultation on all of the
proposed changes. We wanted to check
that ideas such as the annual GO Get
Involved Programme, the Tenant Voice
Impact Report, the Tenant Voice Approved
Stamp, and the introduction of 10
measurable objectives were meaningful,
achievable, and aligned with tenants’
priorities.

The aim was to ensure the Strategy was
shaped not only by best practice, but by
the lived experience of the people who use
our services every day.

Overview of Tenant Feedback

To gather this insight, our Customer
Experience Lead created an online
consultation survey that allowed tenants
to read the full draft Strategy before giving
feedback.

Tenants were asked what they thought of
each proposal, how they would prefer to
get involved in future, which service areas
they felt needed reviewed next, and what
barriers could make participation difficult.
Asking these questions helped us
understand not just whether tenants
agreed with our ideas, but also how we can
support more people to take part and make
their voices heard.

Tenants showed very strong support for the key proposals in the updated Strategy:

76.7% tenants took part in the
consultation

93.6% supported the Tenant Voice
Impact Report

94.9% supported the Tenant Voice
Approved Stamp

74% agreed or strongly agreed, 25% were
neutral and only 1 disagreed that the 10
proposed objectives reflect what
matters most.

97.4% agreed with the Joint Mission
Statement

96.2% agreed with an annual GO Get
Involved Programme

93.6% agreed objectives should be
measurable



Responding to Tenant Concerns

While feedback via the consultation was overwhelmingly positive, one tenant raised an
important concern about measurable objectives:

“Not everything that matters in tenant participation can be measured... If we focus too
much on measurable targets... we might miss what tenants really feel and need.”

We agreed this was a valuable point. Participation is about trust, relationships,
confidence and lived experience — not only numbers. Because of this, we recommended
adding a new section to the Strategy, “Capturing Meaningful Non-Measurable
Outcomes”. This commits Glen Oaks to gathering tenant stories and reflections,
capturing staff insights on improvements and recording examples of meaningful change
that cannot be measured. This ensures the Strategy remains flexible, human, and centred
on lived experiences.

Key Learning

Tenants were very supportive of both the Strategy and the way Glen Oaks involves them
in shaping services. Many shared positive comments that recognised the Association’s
strengths and encouraged the SIG’s approach, including:

‘ ‘ “Glen Oaks is the most helpful, respectful and caring Association.”

‘ ‘ “Glen Oaks have excelled in their approach... credit where credit’s due.”

‘ ‘ “I think what has been outlined in the proposed strategy is good - thanks to
the SIG for setting this up.”

‘ ‘ “You are doing great, thanks for your support.”

‘ ‘ “I think it’s an amazing idea giving tenants a voice.”

Alongside this, tenants shared feedback on communication preferences, how they want
to get involved, which areas of service they would like reviewed next, and what barriers
make participation difficult. The SIG believe this information is extremely valuable.

We have recommended that Glen Oaks uses this feedback to design the annual GO Get
Involved Programme, shape the themes and format of future events, and ensure
involvement opportunities match tenant preferences. As the scrutiny panel, we will also
use these findings when choosing our next service review, ensuring we prioritise the
areas tenants told us matter most.



What are Glen Oaks already doing well?

The SIG want to highlight the areas of best practice
already happening at Glen Oaks. Through their review,
the group found many strong examples of meaningful
tenant involvement and were keen to recognise the
positive work already in place. The SIG particularly
want to highlight Glen Oaks’ successful approach to:

Including the SIG and
wider tenants in the review
of the Tenant Participation

Strategy

Strong regular
consultations on policies &
service changes with clear

timeframes to allow
meaningful involvement

Active members of Sector
wide networks such as the
TIS& STEN in order to
gain best practice insights.

Tailored Estate Action,
informed by tenant’s
priorities for their area,
measurable actions, focus
on community led action.

Introduction of Service
Champions & new
Customer Service

Department which has
Tenant Experience

360 approach from
sharing impact of tenants
getting involved via a
standing newsletter
‘Survey in the Spotlight’

High percentage of
tenants engaging digitally
- 92%!

The Armchair Critic Group
that allows tenants to be
involved digitally if they
have that preference

Annual BIG Conversation
event — with innovative fun
approach to gaining
insights in service design.

Annual Community Awards
- recognising those who
have a positive impact on
their community or help to
improve services.

Strong regular
consultations on policies &
service changes with clear

timeframes to allow
meaningful involvement

Both Communication
Strategy and Customer
Service Strategy are
aligned with TP Strategy
and key objectives.

Regular surveys and
requests for feedback,
transactional surveys &
service specifics surveys

Best practice Rent
Consultation Process,
informed by tenants
preference, priorities and
feedback.

Tenant Participation
Strategy is available on
website and promoted in
Newsletters

Commitment to carrying
out Annual Tenancy Visits
- allowing engagement
with all tenants regularly.

Estate Action, Damp &
Mould Action Weeks with
communications,
community action and
partnership working.

Customer Service Strategy
has a key objective to
create Tenant Groups

showing a commitment to
tenant engagement at

service delivery levels.



Recommendations Turned into Actions!

Our 27 recommendations for improving the
Tenant Participation, Engagement and Scrutiny Strategy

As tenants, we want to thank Glen Oaks staff for genuinely listening to us throughout
this review. Because this work was carried out in a fully collaborative way, every
recommendation put forward by the Service Improvement Group has been
implemented into the new Tenant Participation, Engagement and Scrutiny Strategy.

Some of our ideas helped shape the overall direction of the strategy, while others
have been built into the objectives and turned into 27 clear, measurable actions in
the table below. These changes reflect our review findings and what we believe are
the key principles for great tenant participation practice.

Ref

Agreed Action Target
1 Rename Strategy to Tenant Participation, Engagement and
Scrutiny Strategy, highlighting the difference and importance v
of all three.
2 Introduce a joint mission statement, co-designed with tenants o
and supported by the Board and CEO.
3 Highlight our commitment to best practice guidance and \/
national groups such as TIS and STEN.
4 Ensure strategy objectives are measurable, co-designed by the \/

SIG and supported by wider tenants.

5 Ensure strategy aligns with the SIG’s 10 Key Principles of
Successful Participation and covers all aspects of v
participation from education to outcome sharing.

6 Set out our current strong position, existing successes and \/
how tenant participation has made a difference so far.

7 Add a section showing how this Strategy aligns with the
Assurance Process, evidencing how tenant feedback v
contributes to Board assurance and decision-making.

8 Add into our aim for the TP Strategy that all voices will be
valued equally, whether it is one tenants opinion, a whole group v
or tenants in a recognised panel or tenant Board member.



10

11

12

13

14

15

16

17

18

Consult all tenants on proposed changes, objectives,
preferences for involvement, communication and barriers,
and use this feedback to strengthen the strategy.

Develop a customer-facing (easy-read, accessible, visual)
version of the Strategy for all tenants.

Introduce a Scrutiny Outcome Report and Action Plan after
each SIG review to demonstrate impact and encourage
involvement (like this one).

Introduce an annual ‘Go Get Involved’ programme that highlights
tenant activities and opportunities throughout the year,
co-designed with tenants and building on the BIG Conversation,
joint Estate Walkabouts and Estate Action Week etc.

As part of the annual program of opportunities to get involved,
introduce ‘Service Inspectors’. These will be tenants trained to
carry out inspections on estates, or particular services that would
support scrutiny reviews.

Aim to introduce the opportunity for tenants to take partina
short term focus group per year that is related to a specific
service.

Build on the existing Community Champion Awards to include
Tenant Participation, Engagement and Scrutiny related awards
celebrating the impact of tenants getting involved. It will also
allow tenants to recognise staff and community members who go
above and beyond.

Build on successful the annual BIG Conversation Event, ensuring
there is an element of the night where staff and tenants discuss
and decide on ways to improve services together.

Aim to support and/or promote opportunities to get involved or
events in the local area, working in partnership with other groups,
services, charities etc.

Introduce a Tenant Voice Impact Report in a visual, dashboard
format to demonstrate the impact of participation,
engagement and scrutiny, sharing biannually with tenants,
staff & the Board.

May
2026

April
2026

April
2026

April
2026

April
2026

June
2026

ongoing
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23

24

25

26

27

Introduce Tenant Engagement related KPI’s for all frontline
staff, ensuring everyone supports good engagement.

Ensure this report focuses on measuring the impact of tenant
participation, not the number of activities. Focus on what
improvements are made as a result of participation, rather than
counting how many events or groups we run.

Introduce a Tenant Voice Approved Stamp as a visual tool to
show when tenant feedback has shaped policies, publications
or services.

Introduce an Annual Scrutiny Report giving tenants insight
into SIG work, number of meetings and time volunteered
annually.

Promote tenants’ rights to get involved in decision-making &
service design via standing newsletter articles, updated
information booklets, improve website content & an annually
update communication plan.

Carry out annual staff training on tenant participation as a
legal right and the benefits of listening to tenant views.

Introduce separate budgets for Participation, Engagement and
Scrutiny and report spending biannually to tenants, staff and
Board.

Introduce a system capturing total tenant volunteer hours
across all participation, engagement and scrutiny activities.

Introduce and complete an Annual Review of action plan and
performance relating to this strategy review.

April
2026

April
2026

April
2026

April
2026

April
2026

March
2027

March
2027



Thank you

The SIG would like to thank everyone who supported this review and contributed
to the discussions that shaped their findings. They are confident that the
recommendations in this report will help strengthen tenant participation at Glen
Oaks, building on work that already reflects national best-practice guidance from
both the Scottish Government and the Scottish Housing Regulator.

Annual Review

To ensure continuous improvement and accountability, and in line with
Recommendation/Action 19, the SIG propose introducing an annual review of all
scrutiny activity. This will help Glen Oaks assess progress, revisit the Action Plan,
and reflect on the overall effectiveness of tenant participation, engagement, and
scrutiny. The review of the Tenant Participation, Engagement and Scrutiny Action
Plan and Impact Report will take place in March 2027, with a full report presented
to the Board and shared with tenants via the Newsletter.

Appendixes

For transparency and to support this report, the Service Improvement Group
have included the following appendixes:

SIG Meeting Minutes

Scrutiny Review Action Plan

Benchmarking Comparison Report

Best Practice Guides (Scottish Government & Scottish Housing Regulator)
Documents Reviewed

Do you want to know more?

If you have any questions that relate to this report or you are
interested in getting involved with future reviews - contact Laura
@ Strang, Customer Experience Lead on:

Call: 0141 620 2742 or email: laura.strang@glenoaks.org.uk
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