
2026/27
SERVICE
ENGAGEMENT
PLAN
At GWHA, we believe that listening to our 

tenants is the key to delivering excellent 

services and shaping thriving communities. 

Glasgow West Housing Association

Read on to find out how you can get 

involved! 



Annual Report

- Annually: July

Corporate document reports the Chairperson’s review of the 
year past, and a summary of core business performance. 

Rent consultation

- Annually: throughout 

December - January

Consult tenants on 

rent proposals for the 

coming year. 

Statutory 
requirement.

Our Service Engagement Plan for 2026/27 sets out the many ways you can get involved, 

have your say, and help influence decisions that matter to you. From annual reports and 

rent consultations to newsletters, consumer panels, and our Annual Tenants Conference, 

there are opportunities throughout the year to receive information, share your views and 

contribute to the decisions that affect you.

Newsletters

- Bi-Annually: Spring 

and Winter

Share service 

information and 

publicise useful 
information.

Documents available on website, or paper copies available on request

Annual Report on the Charter (Landlord Report)

- Annually: September

Report performance against the Scottish Social Housing 

Charter outcomes; including performance benchmarking 

data.
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Annual Tenants Conference

- Annually: January

Main engagement event providing opportunity to engage on 

topical matters and represents the culmination of the annual 

rent consultation.

Independent Continuous 

Monitoring

- Quarterly (ongoing)

Satisfaction surveys capturing 

feedback on the satisfaction 

questions within the Scottish 

Social Housing Charter.

Accounts are active and utilised to: 

• Promote ongoing consultations and services.

• Provide an option to participate in consultations through 

online survey.

• Obtain feedback on services.

• Provide a direct link for tenants to get in touch.

Social Media

- Ongoing

Whether it’s through in-person events, online surveys, or direct 

conversations with our team, your feedback plays a vital role in shaping 
our services. 

• To help GWHA 

understand tenant’s 

priorities and 

when/how they want 

to engage.

• To participate in 

service reviews.

• To consider actions in 

response to surveys 

and complaints.

• To help evaluate the 

services tenants 

receive.
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Consumer Panels

- Normally 3x per year

Utilising list of ‘interested parties’, voluntary panels convened, with 

consultation via meetings in office or remotely.

Topics agreed annually and confirmed via ‘end of year’ reporting, in 

consideration of service 

initiatives for the                                 

coming year.
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2026/27 SERVICE ENGAGEMENT PLAN 

WHAT WHEN COMPLETE

PUBLISH Annual Report Jun 2026

Annual Report on the Charter 

(Landlord Report)

Sep 2026

Newsletters Spring: Apr 2026

Winter: Dec 2026

ACTIVITIES Rent consultation Dec 2026 – Jan 2027

Consumer Panels Typically aiming for Jul, Nov and Mar

Possible topics for 26/27 include:

• Repairs Service

• Housing Allocations Policy 

• Tenant Handbook

• Rechargeable Repairs 

Quarterly Satisfaction Surveys 

(independent continuous 

monitoring)

Q1: April – Jun 2026

Q2: July – Sep 2026

Q3: Oct – Dec 2026

Q4: Jan – Mar 2027

Social Media Ongoing

EVENTS Annual Tenants Conference Jan 2027

Senior Staff Surgeries Q1: April – Jun 2026

Q2: July – Sep 2026

Q3: Oct – Dec 2026

us to engage on? 
Got a topic you’d like

Let us know!
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