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1.0 COMMUNITY INVOLVEMENT AND ENGAGEMENT ACTION PLAN  

1.1 In line with the Community Involvement and Engagement Strategy, this Action Plan outlines Southside Housing Association’s 
 (SHA’s) approach to involvement and engagement with customers during the period 2024 – 2027.  The broad objectives noted 
 below form the main structure of our approach, alongside the The National Standards for Community Engagement. 
 

1. Meet our agreed Customer Service Standards during all contact with customers.  
2. Provide a range of opportunities for involvement and engagement, appropriate to individuals’ preferences and our services 

and programmes. 
3. Listen to and apply customer feedback to improve service delivery, ensure value for money and to help us meet our 

Business Plan. 
4. Provide the opportunity for all of our communities to participate, in line with our values of inclusion, diversity and equality.  

 
 

 

 

 

 

 

 

 
 
 
 
  

https://www.scdc.org.uk/what/national-standards
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OBJECTIVE 1 - Meet our Customer Standards when involving and engaging with customers.  
 
Our Customer Service Standards are as follows: 
 
 
PRIORITY ACTIONS 
 

Lead Officer Target Timescale Evidence of success  

1) Agree our customer standards Customer 
Services 
Manager 

- Have an agreed set of 
standards that we can measure 
against (to be proposed and 
consulted on) 

Jan – March 
2025 

Customer standards in place and visible 
and communicated to customers and 
staff.   

 

2) Update service and project 
information (including website, 
customer app, leaflets etc).  

 

Managers  - Carry out annual review of 
website 

- Electronic newsletter issued 
quarterly with updated 
information.   

- Leaflet/information reviewed 
annually. 

Annually 

Quarterly 

 

Annually 

Website up to date. 

 

Customers informed of changes to 
services and projects.  

 
OBJECTIVE 2 - Provide a range of opportunities for involvement and engagement, appropriate to individuals’ preferences and 
our services and programmes. 
 
PRIORITY ACTIONS 
 

Lead Officer Target Timescale Evidence of success  

1) Provide the opportunity for 
customer input to our 
Community Involvement and 
Engagement Strategy and 
Action Plan. 

Community 
Initiatives Team 
Leader   

- Agreed Strategy and Action 
Plan in place.   

February 
2025 

Customer views reflected in final 
Strategy and Action Plan  

 

2) Develop, communicate and 
put into action our Community 
Involvement and Engagement 
Toolkit;  offering a range of 
opportunities for involvement.  

Director of 
Housing and 
Communities    

- Develop and consult on draft 
Toolkit  

- Communicate final toolkit 
- Agree targets for each part of 

the toolkit (e.g. estate 
walkabouts, gala days etc) 

- Promote toolkit at sign-up 
stage, via social media and at 

January 2025 

March 2025 

March 2025 

 

Ongoing 

Number of resident groups engaged. 

Number of tenants registered on our 
Participation Register. 

Number of gala days/events and 
participants 

Increased membership numbers 
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PRIORITY ACTIONS 
 

Lead Officer Target Timescale Evidence of success  

other opportune interactions 
with customers. 

- Monitor engagement within the 
different aspects of the toolkit 
 

Number of newsletters published 

Number of social media posts published 

 

  

3) Promote customer and 
community involvement 
opportunities and events (e.g. 
policy review, service 
reviews). 

Customer 
Services 
Manager  

- All involvement opportunities 
are communicated effectively 
via appropriate 
channels/methods.  

Ongoing  Regular flow of good quality information 
that promotes increased engagement 
with the Association. 

 

4) Provide opportunities for 
tenant scrutiny through: 

• Tenant involvement in 
SHA’s Annual Self 
Assurance Statement 
against the Scottish Social 
Housing Charter 

• Introduce programme of 
estate walkabouts 

 

• Introduce Feedback and 
Review Panel that 
provides feedback on 
services, policies and 
programmes.  

 

 

Corporate 
Compliance 
Officer  

 

Housing 
Managers  

 

Customer Service 
Manager  

 

 

 

 

- Provide opportunity for 
customers to input to the self-
assessment submission.   

 

- Deliver 4 estate walkabouts  

 

- Provide a minimum of 2 
opportunities for involvement 
per year 

 

 

Annually  

 

 

 
Quarterly 

 

 

Ongoing  

 

 

Annual Assurance Statement is 
produced, capturing the views of 
customers.   

 

Estates are improved through taking on 
board customer feedback.  Customers 
are more informed of planned  
improvements and changes.   

Policies and services are improved 
through taking on board customer 
feedback.   

 

5) Utilise our community 
programmes e.g. breakfast 
clubs, events, gala days to 
engage and communicate with 
customers on service changes 
or new developments.     

Community 
Initiatives Team 
Leader   

- Provide an Association 
information stall/area at all 
events/groups  

Ongoing All events have an information area and 
customers are better informed of the 
Association’s services and new 
developments.   
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OBJECTIVE 3 - Listen to and apply customer feedback to improve service delivery, ensure value for money and to help us meet 
our Business Plan. 
 
PRIORITY ACTIONS 
 

Lead Officer Target Timescale Evidence of success 

1). Ensure customers receive 
feedback following complaints,      
comments and suggestions.  

 

Customer Service 
Manager and all 
Complaint 
Handlers 

- Respond to complaints as per 
our agreed timescales (5 
working days for stage 1 and 
20 working days for stage 2).  

- Create a ‘you said, we did’ 
section within newsletter.   

Ongoing Quarterly complaints monitoring and 
reporting shows response rates within 
target.  
 
‘You said, we did’ section within 
newsletter.   
 
Actions taken or improvements made 
following suggestions from customers. 
  
 
 

2). Use surveys to obtain and act 
upon customer feedback and 
make service improvements or 
changes based on this. 

 
Customer Service 
Department 
Manager and All 
Managers  

- Implement improvements from 
recent tenant satisfaction 
survey. 

- Respond to queries and issues 
raised via annual rent increase 
survey.  

 

 
June 2025 
 
 
Annually  

 
Feedback used in SHA work to improve 
services. 
 
Responses issued to rent consultation. 
 

 4). As per the Housing Scotland 

Act 2001, where there is a 

statutory duty we will 

consult with customers 

where our proposals or 

policies will have a 

potentially significant 

impact on them.    

We will also consult with tenants 
periodically in relation to other 
proposals and initiatives we have 

All Directors as 
appropriate.    

- Consult as required on the 
areas such as allocations, rents 
etc.  .   

- Provide feedback as required 
on those participating in 
consultations. 

- Changes to services, polices 
etc reflect comments and views 
of those participating in 
feedback.   

As required Publicise proposed significant changes in 
service delivery arrangements alongside 
the consultation process (e.g. survey link 
via social media or text message.   
 
Recorded changes to the specific items 
not 
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PRIORITY ACTIONS 
 

Lead Officer Target Timescale Evidence of success 

beyond any statutory consultation 
duties we have. 

 
 
 
OBJECTIVE 4 - All sections of the community have the opportunity to take part in our engagement and involvement 
opportunities, in line with our values of inclusion, diversity and equality.  
 
PRIORITY ACTIONS 
 

Lead Officer Target  Timescale Evidence of success 

1) Strengthen our network 
Community Initiatives 
Volunteers.   

Community 
Initiatives Team 
Leader 

- Retain our existing volunteers 
(13). 

 
- Recruit a further 2 volunteers per 

year. 
 
- Deliver 2 training sessions per 

year.  

Ongoing 
 
Annually.  

Increased number of 
volunteers 
 
Existing volunteers retained 
 
Number and range of 
training sessions delivered. 
 
Feedback from volunteer 
support and supervision 
sessions  
 

2) Continue to develop a range 
of partnerships with local 
organisations.   

Community 
Initiatives Team 
Leader  

- Retain existing working 
partnerships with local 
organisations  
 

- Support local organisations via 
our community donations 
budget.   

 

- Develop new working 
partnerships with other 
organisations to support 
community need.   

 

Ongoing  Organisations continue to 
use our community hubs to 
deliver services and reach a 
wide range of individuals 
within the community.    
 
Organisations utilise our 
community donations 
budget to support a range 
of projects and events 
within our areas of 
operation.   
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PRIORITY ACTIONS 
 

Lead Officer Target  Timescale Evidence of success 

3) Ensure that opportunities for 
involvement and engagement 
are accessible to all sections 
of the community, particularly 
those who fall within the 
protected characteristics noted 
below: 

• Age 

• Disability 

• Sex 

• Gender reassignment 

• Marriage and Civil 
Partnership 

• Pregnancy and 
Maternity 

• Race 

• Religion or Belief 

• Sexual Orientation  

 

 
All Managers 

 
Apply the National Standards for 
Community Engagement when 
organising events. 
 
- Consider all protected 

characteristics when organising 
involvement opportunities.   

 
- Communication and invitations to 

participate should reflect the 
participation needs of customers. 

 

- A significant proportion of SHA’s 
customers and community are 
from Black, Asian and Minority 
Ethnic (BAME) backgrounds, 
and therefore proactive efforts 
should be made to ensure 
effective communication, 
involvement and engagement. 

 

 
Ongoing  

Examples of how events, 
meetings etc have been 
inclusive. 
 
As far as possible, meetings 
and events etc are 
accessible to the full 
spectrum of customers.   
 
Staff apply the National 
Standards for Community 
Engagement  
 
Employment of bilingual 
staff and interpreters as 
required.   
 
Production of 
communications in a range 
of languages as required.   
 
Representation/Involvement 
from those within protected 
characteristic groups, 
particularly BAME 
communities.  

3) Ensure that all customer 
information is in an accessible 
format to meet their 
communication needs. 

All Managers - Staff are clear about translation 
and interpretation resources and 
when to use them, including  
digital tools, internal staff 
language resource and formal, 
external interpretation facilities. 
 

- Staff have a good awareness of 
clear communication principles. 

Ongoing 

 

 

 

 

 

 

Ongoing  

Translated material. 

Information is understood 
by customers.  

https://www.voicescotland.org.uk/national-standards
https://www.voicescotland.org.uk/national-standards
https://www.voicescotland.org.uk/national-standards
https://www.voicescotland.org.uk/national-standards
https://www.voicescotland.org.uk/national-standards
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