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Foreword

Welcome to SBHA’s third Tenant Participation Strategy which has been 
produced through partnership working including members of Scottish 

Borders Tenants Organisation (SBTO), SBHA Staff and the Board of 
Management.

This Strategy aims to enable SBHA Tenants and Customers to influence SBHA 
decision-making, and help improve the services we provide. The strategy sets 
out a menu of ways of getting involved so Tenants can have their say at the 
level they want to. 

SBHA and SBTO also aim to ensure “access for all” and this Strategy is available 
in other formats including Braille, large print, audio and other languages, upon 
request. SBHA will seek to remove any barriers to participation and ensure 
that all Tenants, regardless of circumstances or particular difficulties, have 
access to the same rights and opportunities in accordance with our Equal 
Opportunities Policy.  

Consultation on this Strategy has been carried out with the Scottish Borders 
Tenants Organisation (SBTO), other Registered Tenants Organisations 
(RTO’s) and individual Tenants.  The Strategy was approved by SBHA’s Board 
of Management on the 12th September 2012, and was developed in compliance 
with the Housing Scotland Act (2001) guidance.  

This Strategy aims to encourage involvement and participation highlighting the 
advantages to Tenants, SBHA and our Community.

Tenants’ views and input are needed to enable SBHA to continuously improve 
the services we deliver, ensure we remain Tenant-focussed, and plan for the 
future needs of our community.  

Tenant participation provides SBHA with many benefits helping us tailor a 
service which meets the needs of our Tenants, promoting a good Landlord 
and Tenant relationship and ensuring Staff provide a high quality service.  For 
individual Tenants being involved in Tenant Participation, it can improve self 
development skills and knowledge, with an increased sense of community 
development.

SBHA is an independent, non-profit making housing association with charitable 
status providing 5,838 good quality affordable homes for social rent across the 
Scottish Borders and is governed by a Board of Management which is made up 
of 5 Tenants, 5 Independents, 5 Councillors and 3 Co-optees.  

Members also make representation on each of its Sub-Committees including Housing and Technical 
Services.  In total, eleven of the twenty-seven governance positions (including Board and Sub-
Committees) are held for Tenant nominees.

Julia Mulloy, Chief Executive

Ray Licence, Chairman

SBHA…..   “Created by Tenants, for Tenants”
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Angela Sulo
SBTO Chairperson



The options available for you...

Getting Involved
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There are many ways to have your views listened to by SBHA, not 
everyone wants to come along to meetings, but however you choose 

to participate, your opinion is valued by us.  

Q: If you are interested in being a key part of SBHA’s 
Tenant Participation Strategy, what should you do?

A: You can become a member of the Scottish Borders Tenants 
Organisation (SBTO) – which is the constituted Tenants Group of 
SBHA.  The Group’s remit is to seek, represent and take forward 
Tenants’ views in relation to SBHA’s Policies and procedures and to 
ensure that Tenants get the best possible service.  

 The SBTO is funded by SBHA, is independent of SBHA’s governance 
and can therefore present opinions, responses and comments to 
SBHA.  SBTO is consulted formally on every SBHA Policy or key 
project which could affect Tenants. 

Q:   Do you want to become a decision-maker in SBHA?

A: Board of Management - is the group that decides SBHA’s budgets, 
plans and policies in accordance with its 30 Year Business Plan.  To 
become a Board Member, you must be elected at the Annual General 
Meeting.  In addition, you may wish to be involved in our Housing or 
Technical Services Sub Committees.

 Shareholding Membership – we encourage our Tenants to become 
Shareholding Members, and anyone living or working in the Scottish 
Borders who has an interest in the work of SBHA and its role in the 
community.  Application forms are available from all SBHA offices and 
there is a nominal fee of £1 for Membership.  

 As a Member you will receive a copy of the Associations Rules, 
Annual Report and Accounts.  You will be invited to the Annual 
General Meeting and shall be able to vote or seek election to the 
Board of Management or one of the Sub-Committees (Housing or 
Technical Services) which play an important role in the business 
making decision of SBHA, and to the services that Tenants receive.

 

“Since becoming 
involved in tenant 
participation, I have 
met other people like 
myself who care about 
where they live”.

“I feel I have 
learned new skills 
and it has boosted 
my confidence”.

Alison Notman,
Tenant Participation Worker



Getting involved
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Q:  Are you interested in improving your community or neighbourhood?

A:  Registered Tenant Organisations (RTO’s) – you can set up a local group in your area and ap-
ply to become registered with SBHA where you can deal with local issues within your area.  The 
Group will have to meet certain conditions which have been set out in the Housing (Scotland) 
Act 2001.  SBHA Staff will support, communicate, consult and provide advice and assistance to 
RTO’s and further information is provided on Page 7.

 Estate Walkabouts – if you would like to take part in an estate walkabout in your area then 
you can arrange to meet with your Housing Management Officer or Maintenance Officer.  The 
purpose of the walkabouts is to look at the overall appearance of the estate including communal 
areas and open spaces.

 Tenant Representatives – we invite Tenants to participate as a “Representative” for their street 
or area if SBHA is carrying out home improvement works (Scottish Housing Quality Standards 
(SHQS)).  This allows SBHA Staff and their Contractors to work together during the works being 
carried out to ensure that Tenants receive a good quality standard of service.    

Q: Do you simply just want to provide us with your views?

A: Armchair Surveys – if you do not want to attend meetings then you could participate from the 
comfort of your own home, all you have to do is submit your details to us and we will contact 
you when we would like to hear your views.

 Questionnaires and Surveys – you may wish to take part in service consultations by returning 
surveys and questionnaires issued by SBHA. You can either do this by return post, or give us 
your views online at www.sbha.org.uk 

 Tenant Satisfaction Slips – when you have any repairs, home improvements or heating 
services carried out to your home, you can complete and return your Satisfaction Slip to us 
giving feedback on the service you have received, either by post or on-line at www.sbha.org.uk 

 Tenant Information Days – are organised to give Tenants the opportunity to meet with SBHA 
Staff and other Agencies on an informal basis, get advice on housing services and other 
community services to help and support living in your home and within the community.  

Q: Involvement with existing community and charity groups

A: Community and local Charity Groups – we currently work with existing local groups and 
charities that work with Tenants and our communities.  We are keen to develop these links by 
attending local community events.  

 Over the next few years, and as part of the development of this Strategy, we will develop new 
forms of involvement for Tenants which meet your needs.

 If you are interested in becoming involved in any of the above methods of Tenant participation, 
then please contact the Tenant Participation Worker on 01750 724490 for further information or 
e-mail enquiries@sbha.org.uk 



What is
Tenant Participation?
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“It has broadend my 
horizons”.

“I have been made 
to feel very welcome 
since joining the SBTO 
and have made more 
friends in the last year 
than in my last 10 years 
at work!”

The Housing (Scotland) Act 2001 requires all landlords to have in place 
a Strategy and an Action Plan for Tenant Participation and provide 

Tenants with information about how their landlord is performing.  Tenant 
Participation is therefore about you as an SBHA Tenant, getting involved in 
reviewing how SBHA operates and having a say on key issues that affect 
the services which SBHA provides to you.  It is a two-way process with 
mutual respect and SBHA will consult with Tenants either individually or 
through SBTO on all of the following:-

•	 policies relating to any changes on housing management, repairs 
or maintenance, where the proposal is likely, if implemented, to 
significantly affect Tenants;

•	 proposals for any change in rent and service charges; and

•	 standards of any service relative to housing management, repairs 
or maintenance which SBHA intends to provide; and the Tenant 
Participation Strategy.

SBHA recognises that 20 working days is an acceptable minimum 
timeframe of consultation for comment and proposals, and a summary of 
findings from the consultation process will be made available to all parties 
involved.
The provision of high quality information is essential to underpin Tenant 
Participation.  SBHA therefore uses a range of methods to provide 
information on the following:-

•	 what services SBHA provide;

•	 how to access SBHA’s services;

•	 the standard of service SBHA provides;

•	 performance targets and if they are they being achieved;

•	 how SBHA’s services compare against other similar 
organisations;

•	 SBHA’s housing services costs; and

•	 how SBHA responds to complaints.

We will produce 3 Newsletters annually providing information on service 
performances and it can also be used to carry out consultation exercises 
e.g.“Tear-off and Tell us” seeking the views and opinions of Tenants.

We produce an Annual Report which will provide information on SBHA’s 
performance of service, its investment programme and accounts for that 
year in accordance with SBHA’s Business Plan and Strategic Plan.  

Information will also be available through both SBHA and SBTO websites: 
www.sbha.org.uk: and www.sbto.org.uk



Resources for Tenant Participation
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Funding
•	 SBTO annual budget to carry out their Tenant Participation activities 

which includes funding Registered Tenants Organisations; and

•	 Payment of expenses for Tenants and representatives to attend 
meetings which may include travel, carer costs and out of pocket 
expenses;

Support
•	 Employment of a Tenant Participation Worker, SBTO Office;

•	 Administrative support to local groups i.e. meeting venues and 
photocopying services; and

•	 Promote increased Tenant Membership of the Association, encourage 
and support Tenant Members to stand for election to the Board or a 
Sub-Committee. 

Independent Advice
•	 Resource independent advice e.g. Tenant Participation Advisory Ser-

vice (TPAS) and the Tenants Information Service (TIS).

Training, Self-Development and Skills
•	 Training and development, attendance at external consultation events 

and Tenant conferences.

Information
•	 Promotional Information and Materials including SBTO Website, 

Newsletters and Leaflets;

•	 Tenant Satisfaction Surveys (normally carried out every 3 years) com-
mission and feedback; and

•	 Tenants’ Calendar (produced annually).

Community or Neighbourhood Initiatives and Improvement 
Projects
•	 A wide range of projects which are initiated each year (and these are 

contained in the Action Plan for Tenant Participation).

SBHA recognises that for Tenant Participation to be meaningful, it must be properly resourced 
financially and supported with Staff time.  The Tenant Participation budget is reviewed annually 

by the Chief Executive and Director of Finance and Corporate Services together with the Scottish 
Borders Tenants Organisation and funding is provided to support the following activities:

Tenant participation activities and projected expenditure is reported regularly to both SBTO and 
the SBHA Board of Management. 



Aims and Objectives

This Strategy has been developed to provide a framework for 
Tenant Participation, which meets the five objectives of our 

Strategic Plan which includes being customer focussed by improving 
access to services for Tenants and Customers; and, developing 
our people and their skills.  The three remaining objectives include 
maintaining good quality homes, enhancing viability and expanding 
our role as a service provider to grow and diversify. Delivery of this 
Strategy is strategic objective for the Chief Executive.

The Aims of this Tenant Participation Strategy are:

Consultation •	 To provide effective, clear and responsive 
consultation on all matters which impact 
on Tenants and the services they receive.  
With the aim to improve housing conditions 
and management services;

Promotion of Tenant 
Participation

•	 Positively encourage Tenants to be active, 
either as groups or individuals;

Strengthen the Tenant-
focussed culture

•	 Develop a culture and knowledge within the 
Association whereby Staff and Committees 
view, and use participation processes as 
an integral part of our management and 
service delivery;

Meet the Social 
Housing Charter 
Standards and 
Outcomes

•	 Meet the Standards and Outcomes set 
out within the new Scottish Social Housing 
Charter;

Create more 
opportunities for Young 
Tenants to get involved

•	 Develop and improve involvement 
opportunities available to young Tenants;

Access for All •	 Ensure that all service users, regardless 
of particular circumstances or difficulties, 
have access to the same rights of 
participation and consultation; and

Monitor and Review •	 Provide for an effective monitoring and 
review process in respect of service user 
participation.
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“It was good to 
work with staff 
on the recent rent 
arrears campaign 
and to know that 
you have made a 
difference”.
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SBHA and SBTO Joint Working Plan

Action Outcome 2012-13 2013-14 2014-15 Lead Responsibility

  TENANT INVOLVEMENT

Tenant Satisfaction 
Survey

Gather feedback to shape 
services to meet Tenants’ 
needs and expectations

- -
Director of Housing Services, 
Tenant Participation Worker 
and SBTO

Tenant Profiling To get to know our Tenants 
better - -

Revenue & Income Manager, 
Tenant Participation Worker 
and SBTO

Improve services 
for Tenants 

Develop and improve services 
through various methods 
of consultation and agree 
SBTO’s annual consultation 
Plan. 

Chief Executive, 
Management Team and 
Tenant Participation Worker 

Estate and 
Neighbourhood 
Involvement and 
Improvement

To deliver neighbourhood 
improvement models and 
joint working with Tenants and 
other Agencies

Tenant Participation Worker, 
SBTO and Managers in 
Housing and Technical 
Services

Evaluate Tenant Led 
Inspections 

Identification of areas to im-
prove or where policy/ prac-
tice changes may be required.  
Staff awareness and training 
delivery.

 - -

Corporate Manager, Tenant 
Participation Worker and 
SBTO.

Voids Management 
Procedures

To improve services to 
Tenants and customers 
through the voids process 
and achieve higher turnover 
of properties and enhance 
income

- -

Tenant Participation Worker, 
Housing Manager, Technical 
Manager and SBTO

Service Tender 
Processes

Tenant involvement on selec-
tive tendering processes 
agreed in the Consultation 
Plan

-

Director of Technical 
Services, Tenant 
Participation Worker and 
SBTO

REGISTERED TENANT ORGANISATIONS

Provide training and 
support for SBTO 
and other Tenant 
Organisations

Improved committee skills, 
mentoring and personal devel-
opment.  Increase  number of 
registered and non registered 
groups

Tenant Participation Worker 

Budget Control and 
Funding

To maintain spend and to 
evaluate annual budget

Chief Executive, Tenant 
Participation Worker and 
SBTO

Maintain Register 
of Tenant 
Organisations

To comply with Registration 
Process 

Tenant Participation Worker
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What we plan to do in the 
next 3 years...

Action Outcome 2012-13 2013-14 2014-15 Lead Responsibility

COMMITTEES

Promote and 
support Tenants 
who wish to 
become Members of 
SBHA’s Committees

Tenant involvement at 
Committee level is desired 
to demonstrate SBHA’s 
commitment to Tenant 
Participation and develop good 
governance.

Chief Executive, Corporate 
Manager and Tenant 
Participation Worker

Train Board 
Members and Staff

To develop greater respect and 
understanding of joint working 
relationships

HR Manager, Corporate 
Manager, Tenant 
Participation Worker and 
SBTO

COMMUNICATION AND INFORMATION 

Tenant Information 
Days and Wider 
Community Events

Take part in arranging and 
attending events to increase 
Tenant and community 
involvement

Tenant Participation 
Worker and SBTO

Tenants Conference Provide consultation event/s 
to raise awareness of Strategy 
and seek feedback on service 
delivery and future plans.

Chief Executive, Tenant 
Participation Worker and 
SBTO

Publicise 
and Promote 
Achievements

Tenants are made aware of 
how participation has shaped 
the services they receive; wider 
community, housing sector, SHR 
and Government recognition of 
positive outcomes

Corporate Manager with 
Management Team, Tenant 
Participation Worker and 
SBTO 

Tenants Newsletters Increased information to 
Tenants and develop further 
consultation on “Tear and Tell” 
returns

Corporate Manager with 
Management Team, Tenant 
Participation Worker and 
SBTO

Tenants Calendar Provide Tenants with information 
on the services SBHA provides  

Tenant Participation 
Worker and SBTO

Develop Tenant 
Participation Page 
on SBHA Website

Increased Information to 
Tenants - -

Tenant Participation 
Worker and PA to 
Executive Team 
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Scottish Social Housing Charter

The Scottish Housing Regulator (SHR) is the authority which will 
annually assesses the performance of Housing Associations to ensure 
all organisations provide high quality standards of service to Tenants and 
customers.  

The Regulator will assess and report on:

•	 how social landlords are performing their housing services;
•	 financial well-being; and
•	 the standards of governance.

The Regulator’s reports will also help the Scottish Government ensure that 
public investment in new social housing goes only to landlords assessed 
as performing well.  More information about the Scottish Housing Regulator 
and the Social Housing Charter can be found at:  

www.scottishhousingregulator.gov.uk

Social Housing Charter – Tenant Participation Outcome

Social landlords manage their business so that: 

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

The Scottish Social Housing Charter was developed in consultation with Tenants by the Scottish 
Government to help to improve the quality and value of the services that social landlords provide, 

and supports the long-term aim of creating a safer and stronger Scotland.  

The Housing (Scotland) Act 2010 sets out what social landlords should aim to achieve in performing 
housing services for their Tenants. It will do so by helping Tenants hold their landlords to account 
as well as ensuring public reporting on the performance of the landlord. The Charter sets out the 
following outcome for Tenant Participation:
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Monitoring and Reviewing 
the Strategy

The Tenant Participation Strategy will be a working document and will be 
subject to continuous review.  The Strategy, which is supported by the 

Action Plan, has been developed to ensure that it is meeting its objectives 
and achieving its targets.

We will also consider the methods used for communication and participation 
and to make sure that they are still the most effective for people who wish 
to be involved.

The Action Plan will be reviewed annually and performance annually 
published in newsletters and on the websites.  Listed below are some of 
the areas of participation that will be monitored to see if more Tenants are 
becoming involved:-

•	 Number of Tenants and Residents Associations being formed;

•	 The number of tenants involved in the different types of 
participation on offer;

•	 Questionnaire/survey returns across a range of service areas;

•	 Tenant representatives on Planned Maintenance Programmes 
(Scottish Housing Quality Standard - SHQS);

•	 Attendances at Information Days and Conferences;

•	 New Members to the SBTO; and

•	 Nominations to become Board or Sub-Committee Members.

The Strategy will be reviewed every three years to ensure that it is up-to-
date and working effectively.  

SBHA is committed to delivering a high quality standard of service 
and we find it important for you to tell us that you are happy with our 

services, where we can pass on to the Staff members involved.  It also 
helps us to continually improve how we deliver our services.

Equally, we take any complaint received very seriously and our Complaints 
Procedure has been developed in line with the Scottish Public Services 
Ombudsman (SPSO) which will help to resolve complaints more effectively 
and efficiently.  

Compliments and Complaints 
            - how we use your feedback
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Criteria for setting up a Registered

The Housing (Scotland) Act 2001 introduced RTOs with the aim of giving Tenant associations, which meet 
certain criteria, a recognised role in the Tenant participation process.  SBHA will maintain a register of RTOs 
and will fund groups in accordance with the criteria set out below.

To become an RTO it must have in place a written constitution that sets out:-

•	 The objectives of the Organisation;

•	 The area of operation covered by the Organisation;

•	 The Organisation’s membership criteria and the application procedure for membership;

•	 The roles and responsibilities of Committee members;

•	 The procedures for the election of Office Bearers;

•	 The way in which the organisation’s business is carried out and the delegation of powers; 

•	 The way in which decisions are reached

•	 The procedures for its meetings and annual general meeting;

•	 The procedures for amending its constitution;

•	 A clear commitment to equal opportunities; and 

•	 The promotion of SBHA Tenants interests in dealings with SBHA.

The Organisation must have a Committee:

•	 With members elected at annual general meeting (after the first year);

•	 Requires its members to stand down after a period specified in the organisation’s constitution;

•	 Which consists of at least three members who may also co-opt other members on to the committee 
during the course of the year;

•	 Reach its decisions democratically as set out in its constitution.

Area of Operation:

The Organisation must operate within a defined area which includes SBHA Tenants and within a defined local 
community within SBHA’s area of operation.

Membership Policy: 

Membership of the Organisation must be open to all Tenants of SBHA who have a Scottish Secure Tenancy 
(SST) or a Short Scottish Secure Tenancy (SSST) and reside within a house situated within the Organisation’s 
defined area of operation.

Finances: 

The Organisation must maintain proper and timely accounting records with a financial report presented at 
each Committee meeting.  The Organisation’s Constitution will require that an Annual Financial Statement be 
prepared which shows income and expenditure.  This will include a statement of any assets including cash in 
hand, equipment purchased and money deposited in bank accounts.
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Tenant Organisation (RTO)

Liabilities, including outstanding invoices for goods received must also be included.  
The statement should be independently validated by a body agreed at the 
Organisation’s Annual General Meeting and approved by SBHA.  The statement 
will be presented to the Organisation’s Annual General meeting in line with the 
Constitution. 

Consultation and Representation:

The Organisation must be able to demonstrate its commitment to representing the 
interests of Members and its ability to represent the views of SBHA. 

Process of Registration: 

All existing Tenant and Residential Groups within the area of operation of SBHA are 
encouraged to register as Tenant Organisations in line with the Housing (Scotland) 
Act 2001.

Existing Tenant and Resident Groups should apply for registration in the following 
way:

•	 A Registration Tenants Organisation form should be completed and submitted 
by all groups wishing to become registered with SBHA, together with the 
following information.

•	 A copy of the Organisation’s written Constitution; 

•	 A list of Committee Members’ names and address which should identify Office 
Bearers; 

•	 A description of the Organisation’s area of operation; 

•	 A statement highlighting how the Organisation plans to engage with its Members 
and how it will represent their views to SBHA.

On receipt of a completed Registration Form, SBHA will acknowledge receipt and 
will then process the application. 

The Organisation will be advised in writing of the outcome of the application 
and where appropriate will be offered support or guidance in order to meet the 
registration criteria.

Once registered, all groups appear on SBHA’s Register of Tenants Organisations, 
and a copy made available to each RTO. 

Monitoring: 
All RTOs must continue to meet the criteria previously outlined and any changes 
to Constitution, Membership Criteria, area of operation or Officer Bearers, must be 
notified to SBHA within 28 days. 

An annual monitoring meeting will be arranged to allow the Organisation to give an 
update on activity and to update all relevant Constitutions, AGM Minutes and any 
changes to Committee Members’ details. 

SBHA’s Tenant Participation Worker will monitor the activities of RTOs in line with 
the criteria previously outlined. 
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Criteria for setting up a Registered 
Tenant Organisation (RTO)

All information provided to SBHA for the purposes of registration or monitoring will be made available to the 
public with the agreement of the RTO. 

Procedures for Removal from the Register: 

Organisations registered with SBHA may be removed from the register if:-

•	 SBHA is satisfied that the group no longer meets the registration CRITERIA; 

•	 it formally requests in writing that SBHA remove it from the registers; or 

•	 it ceases to exist or appears to SBHA to have ceased to operate. 

An RTO will be advised in writing if it is to be removed from SBHA’s register.  SBHA will give 20 working days 
notice, which should clearly outline the reasons for removal and the effective date of removal. 

Where an RTO appears to have ceased to operate or exist, notice of de-registration will be deemed to have 
been given to the Organisation, if it is served to the last known address of the Committee Member recognised 
as the contact address for the Organisation. 

Organisations are reminded that they have an obligation to return all funding or assets purchased with grant 
money should the Organisation cease to exist. 

Where an RTO makes a written application to SBHA to be removed from the register, SBHA will require a copy 
of the Minute of the Meeting where this was agreed.  SBHA will respond to such requests.

Appeals: 
If a group is refused initial registration or a decision is made to remove it from the Register, an appeal can be 
made to the Chief Executive of SBHA.  An investigation will be carried out and the Chief Executive will inform 
the RTO of the decision in writing providing full details. 

If the Chief Executive upholds the decision, the group may appeal to SBHA’s Board of Management, who 
may set up a Sub-Committee for the purpose of hearing the appeal.  The Sub-Committee will ensure that all 
appeals are heard by a minimum of three Members and both SBHA Staff and the RTO have the right to be 
represented at the hearing.  The decision of the Sub-Committee will be provided to the RTO in writing within 
15 working days of the date of the hearing. 

These appeal rights do not affect a group’s right to appeal to Housing Regulator.

Funding:
It is recognised that a significant obstacle to the formation of a new RTO and the sustainability of an existing 
group is access to funding.  The SBTO therefore provides a budget from which grants may be issued to assist 
recognised groups and are awarded as follows:-

Grants will be payable in line with the number of tenancies represented within their areas of operation:

0-500 tenancies Start Up Grant  up to £400 

 Annual Grant up to £300

500 plus tenancies Start Up Grant up to £700

 Annual Grant up to £500

However, it will be at the discretion of the SBTO to allocate the required funding for each group from their 
annual budget.
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Jargon Buster

Tenant 
Participation

Is a two way process which involves the sharing of information and 
ideas, where Tenants are able to influence decisions and take part in 
what is happing .

Board of 
Management 

A Committee that is set up of people elected by SBHA’s shareholding 
members to carry out the business of the Association.

Sub-
Committees

Small specialised committees that make recommendations and 
report to the Board of Management.

Governance To control and conduct the affairs of the Association. 
Action Plan A document that sets out the Associations plans for its future business 

and operations.
Nominees Someone who is proposed for a committee or a job.
Policy and 
Practice

A course of action proposed by the Association and carried out.

Annual General 
Meeting (AGM)

A meeting which is held by an Organisation each year when the 
accounts are presented to members and a new committee is elected.

Code of 
Conduct

Set of guidelines that describes how members of a committee or group 
are expected to carry out their duties and how to conduct themselves 
at meetings or acting on behalf of their Organisations.

Constitution A document produced by a group that states their aims and objectives, 
membership and rules etc. The document will refer to a number of 
items such as how and when to run meetings and what to do if a 
dispute occurs.

RSL Registered Social Landlord which is a non profit making Organisation 
that provides housing for an affordable rent.

SBTO The Scottish Borders Tenants Organisation is the constituted 
consulting Group of SBHA and represents the wider tenants.

RTO Registered Tenant Organisation which has a constitution and is funded 
by their Landlord and has rights to information and consultation. A 
Local RTO will represent a local community area.

Budget The amount of money an Organisation has available to spend in one 
year.

SHQS Scottish Housing Quality Standard which is a “National Standard” 
based on minimum of quality measures for modernisation of all 
houses in the social rented sector, set by the Scottish Government 
(to be complete by 2015).

Social Housing 
Charter

Is a document that sets out Standards and Outcomes which are 
measures that Landlords have to meet in delivering their housing 
service, set by the Scottish Government.

Scottish 
Housing 
Regulator

Is the National  Governing Body that will inspect and regulate Social 
Landlords to make sure they are achieving the Social Housing Charter 
as above.

Contractor Someone/organisation legally bound to carry out work or perform a 
service as detailed and set out in the contract.

Tender Is a written formal selection process to appoint a preferred supplier or 
contractor to carry out works for at a competitive price.

Neighbourhood Is the surrounding area where people live.
Void Is an empty house.
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If you have any comments or queries about this Strategy document, Action Plan or 
want some advice on how to get involved with SBHA and SBTO, please contact:

Tenant Participation Worker on 01750 724444 or enquiries@sbha.org.uk

SBHA Head Office
South Bridge House
Whinfield Road
Selkirk
TD7 5DT

This Strategy is available in other formats, including Braillie, large print, audio and 
other languages, upon request.

Reviewed May 2015

Feedback and Contacting us

Scottish Charity Registered No. SC030751   
Industrial and Provident Society Registered No. 2573R(s)

The Scottish Housing Regulator Registered No. 313


