
B U I D H E A N N  T I G H E A D A S  L O C H  A I L L S E  A G U S  
A N  E I L E I N  S G I T H E A N A I C H   

L O C H A L S H  A N D  S K Y E  H O U S I N G  A S S O C I A T I O N  
 

Tenancy Sustainment 
Strategy and Action Plan 

 

Service: Corporate Date Staff Member

Version Number: 3   

Approved by: Management Committee 16/09/2019 N/A 

Effective From: 17/09/2019 N/A 

Next Review Date: As Required CE 

Revision Number:         

Revision Date: N/A N/A 

Posted on Intranet: 18.09.2019 PA 

Posted on Website: N/A N/A 

Publicity Material issued: N/A N/A 

Handbook(s) updated:       N/A N/A 

Document Register updated: 18.09.2019 PA 

Previous Version archived: N/A N/A 

SSHC: Charter Standards and Outcomes: 11 

SHR: Standards of Governance and Financial 
Management 

1.1, 2.1, 2.2, 2.4, 4.3 



 

Scottish Social Housing Charter Relevant Standards and Outcomes  
 
 
STANDARD 

 
OUTCOME 

Section:- Access to housing and 
support 
 
11. Tenancy sustainment 
 
 Social landlords ensure that: 
 

 Tenants get the information they 
need on how to obtain support to 
remain in their home;  and 
ensure suitable support is 
available, including services 
provided directly by the landlord 
and by other organisations. 

 
 
 
This outcome covers how landlords on 
their own, or in partnership with 
others, can help tenants who may need 
support to maintain their tenancy.  This 
includes tenants who may be at risk of 
falling into arrears with their rent, and 
tenants who may need their home 
adapted to cope with age, disability, or 
caring responsibilities. 
 



 

Scottish Housing Regulator – Relevant Standards of Governance and Financial 
Management and Guidance  
 
STANDARD  GUIDANCE  
 
1 The governing body leads and 

directs the RSL to achieve good 
outcomes for its tenants and other 
service users. 

 

 
1.1 The governing body sets the RSL's 

strategic direction.  It agrees and 
oversees the organisation's 
business plan to achieve its 
purpose and intended outcomes for 
its tenants and other service users 
RSL. 

 
2 The RSL is open about and 

accountable for what it does.  It 
understands and takes account of 
the needs and priorities of its 
tenants, service users and 
stakeholders.  And its primary focus 
is the sustainable achievement of 
these priorities. 

 

 
2.1 The RSL gives tenants, service 

users and other stakeholders 
information that meets their needs 
about the RSL, its services, its 
performance and its future plans. 
 

2.2 The governing body recognises it is 
accountable to its tenants, and has 
a wider public accountability to the 
taxpayer as a recipient of public 
funds, and actively manages its 
accountabilities.   
  

2.4 The RSL seeks out the needs, 
priorities, views and aspirations of 
tenants, service users and 
stakeholders.  The governing body 
takes account of this information in 
its strategies, plans and decisions. 
 

 
4 The governing body bases its 

decisions on good quality 
information and advice and 
identifies and mitigates risks to the 
organisation’s purpose. 

 

 
4.3 The governing body identifies risks 

that might prevent it from achieving 
the RSL's purpose and has 
effective strategies and systems for 
risk management and mitigation, 
internal control and audit. 
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TENANCY SUSTAINMENT STRATEGY AND ACTION PLAN  
 
 
1. INTRODUCTION 

 
1.1 The Association and its tenants face a challenging environment of welfare 

reforms, global and domestic economic uncertainties, reduced public spending 
and services and low wage increases.   

 
1.2 These factors are having, and will continue to have, a negative impact on the 

lives of our tenants, particularly those who are on low incomes and/or are 
vulnerable in some way. 

 
1.3 Our Tenancy Sustainment Strategy and Action Plan reflects our commitment 

to preventing homelessness and keeping tenants in their homes for as long as 
possible.  We consider that the definition of Tenancy Sustainment is:- 
 
“Preventing a tenancy from coming to a premature end by providing the 
necessary advice, information and support for tenants to be able to maintain 
their tenancies” 

 
1.4 The Strategy and associated Action Plan (see Appendix 1) describes the 

services we can provide to tenants on our own behalf and our role in respect 
of the advice, information and support that can be provided by external 
agencies (see Appendix 2). 

 
 
2. LINKS TO OTHER STRATEGIES AND POLICIES 
 
2.1 Our Tenancy Sustainment Strategy is particularly, but not exclusively, linked to 

the following strategies and policies:- 
 

 Housing Allocations Policy 

 The Highland Homelessness Strategy 

 Access to Information Policy and Freedom of Information Policy (from 
November 2019) 

 Customer Services Charter 

 Rent Arrears: Prevention, Management and Recovery Policy 

 Rent Setting Policy 

 Tenant Participation Policy 

 Anti-Social Behaviour Policy 

 Tenancy Sustainment Extra Help Funds Policy 

 Adaptations Policy 

 Asset Management Strategy 

 EESSH and EESSH 2 Action Plans        



 

  

3. OBJECTIVES OF THE STRATEGY 
 
3.1 To assist us in meeting our aims, we have agreed the following objectives:- 
 

 To minimise the rate of tenancy failure and possible homelessness by 
identifying and engaging with those whose tenancy may be at risk; 

 To mitigate, as far as possible, the impact of the Welfare Reform Act, 
both to the Association and our tenants; 

 To ensure that our tenants understand the implications of welfare reform 
changes and to empower them to make informed choices in relation to 
their housing circumstances;  

 To work in partnership with individuals, groups and organisations to 
increase the energy efficiency of our homes, reduce fuel poverty and 
achieve affordable warmth; 

 To work in partnership with other organisations in the development and 
provision of advice, information and support services; 

 To equip staff to provide high quality information and advice to tenants, 
either directly or through effective signposting to other organisations; 

 To help tenants to maximise their income and reduce their expenditure; 

 To help to counter issues relating to digital exclusion; 

 To provide a range of asset management and adaptation services that 
enable tenants to continue to remain at home and reduce the 
requirement for tenants to move from their own home as their life 
circumstances change; 

 To achieve cost savings and efficiencies to the Association through a 
reduction in abandonments and tenancy recovery actions.  

 
 
4. SKYE AND LOCHALSH CONTEXT 
 
4.1 There are a range of challenges affecting the ability of our tenants to meet 

their financial commitments and to successfully maintain their tenancies.  
These include:- 

 
 The reliance of the local economy on the primary and service sectors for 

employment which can often be characterised as low-waged; 

 The high proportion of part-time jobs and seasonality of employment tied 
to the tourism industry; 

 The difficulty the Skye and Lochalsh area shares in common with many 
other remote rural areas, in respect of being particularly disadvantaged 
by high fuel, energy and living costs; 

 The significant proportion of our tenants eligible to receive full or partial 
Housing Benefit or its replacement, Universal Credit. 

 



 

  

4.2 The Welfare Reform Act 2012 has introduced many far reaching changes to 
the welfare benefit system.  The main changes which can affect our tenants 
are:- 
 
 The introduction of Universal Credit which is processed digitally on-line; 

 The restriction of direct payment of housing costs to Landlords; 

 The introduction of Personal Independence Payments to replace 
Disability Living Allowance; 

 The introduction of a Benefit Cap; 

 Managed Migration from legacy benefits to Universal Credit for our most 
vulnerable tenants.  

 
 
5. ASSESSMENT OF BUSINESS RISKS 
 
5.1 The Association considers that the current impacts and risks to tenancy 

sustainment, are as follows:- 
 

 Welfare reforms result in increased rent arrears; 

 Impact of the Benefit Cap on Housing Benefit/Universal Credit payments, 
where DHP has not been applied for, reducing a tenant’s ability to meet 
their full housing costs; 

 The move to Universal Credit direct payments to tenants as opposed to 
landlords, requiring tenants on very low incomes to budget effectively; 

 Where tenants opt for, or landlords apply for, payment of Universal Credit 
to be made to the landlord, there are significant delays before the 
payment is received by the landlord, which creates further arrears to be 
paid by the tenant. 

 The award of housing costs in Universal Credit is now dependent on the 
tenant’s compliance with the DWP’s job seeking requirements and 
therefore can be subject to sanctions, whereas Housing Benefit was 
calculated solely on the tenant’s financial situation.  

 Rents becoming unaffordable to our tenants. 
 

5.2 The roll-out of Universal Credit in Skye and Lochalsh has impacted, as 
follows:- 

 
 A rise in the number of claimant households with arrears under Universal 

Credit arrangements;  

 Increased difficulties for the Association in the collection of rents; 

 Difficulties for the Association in gaining real time information on the 
status of tenant Universal Credit claims; 

 Lack of information provided to landlords by the DWP results in some 
tenants not claiming DHPs for the Removal of the Spare Room Subsidy 
and/or the Benefit Cap; 



 

  

 Requirement for tenants to manage Universal Credit claims digitally 
through the lifetime of their claims; 

 The requirement for additional staff resources to address the issues 
created by the introduction of Universal Credit; 

 Increased workload supporting tenants with Limited Capability for Work 
applications and assessments in order to protect payment of Universal 
Credit (including the housing costs);  

 Increased expenditure on arrears recovery actions, legal costs and 
associated administration; 

 Rise in the number of potential evictions and the impact on 
homelessness; 

 Increased workload for external agencies (eg CAB and Money Advice 
organisations) due to increased demand for assistance from tenants and 
the Association, resulting in landlord taking on tasks such as supporting 
PIP claims and assessments. 
 
 

6. OUR APPROACH, PRINCIPLES AND COMMITMENT 
 
6.1 Our approach aims to ensure that we address the issues faced in relation to 

tenancy sustainment through all of the stages of a tenancy, as follows:- 
 
Tenancy Start 

 
 Many tenancies start at a point of great need or vulnerability for our 

tenants, often through the route of homelessness or a long period in 
housing need created by difficult personal, family or social 
circumstances; 

 Setting up home can be a difficult period which may result in financial 
stress.  This can be made more difficult if the tenant has moved away 
from family or other support; 

 Support needs require to be identified as soon as possible to ensure that 
new tenants are best prepared for taking on a tenancy but sometimes 
their needs may only be highlighted following the start of a tenancy. 
 

During the tenancy 
 
 Circumstances can change for our tenants through life events, age, 

family size, health issues, employment issues and a variety of other 
social and economic factors; 

 During the lifetime of a tenancy, aspirations change and needs fluctuate. 
 



 

  

End of the tenancy 
 
 Tenancies will end for a variety of reasons, some positive as a result of 

personal choice and some negative including where the tenancy has 
failed; 

 Ending tenancies, for whatever reason, will result in a cost to the tenant 
and the Association. 

 
6.2 Our approach to tenancy sustainment is based on the following principles and 

commitments.  We will:- 
 

 Ensure tenants understand the costs and responsibilities of taking on 
their tenancy before they commit to it.  We will undertake basic 
affordability assessments where there are indications that meeting the 
rent and other charges, including energy costs, may be difficult;  

 Seek to identify support needs at the commencement of a tenancy, to 
enable timely, targeted support to be provided by all of our services or 
external agencies; 

 Provide/enable advice and support through a variety of mechanisms and 
media that promote tenant self-reliance and empowerment to make 
decisions; 

 Direct eligible tenants to the Tenant Adviser for potential assistance 
through our Tenancy Sustainment Extra Help Funds Policy. 

 Ensure our actions are informed by maintaining comprehensive profile 
information about our tenants; 

 Ensure that staff have the necessary skills, knowledge and guidance to 
deal effectively with sustainment issues; 

 Seek to engage tenants in decisions affecting them directly and more 
widely concerning the services we provide; 

 Comply with relevant legislation and recognised best practice, including  
information sharing and data protection arrangements; 

 Work effectively with appropriate partner agencies to ensure support 
needs are met, to share information and to avoid duplication of service 
provision; 

 Be proactive about developing and promoting a range of options to 
enable tenants to have adaptations carried out to their home or to move 
to more suitable accommodation if appropriate; 

 Improve our understanding of tenancy failure and seek to address the 
causes; 

 Have an action plan in place setting out how we will implement our 
Strategy; 

 Promote the Strategy to our staff, customers and other stakeholders; 

 Regularly review the effectiveness of the Strategy, demonstrating 
measurable outcomes. 



 

  

7. RESOURCES AND INVESTMENT 
 
7.1 The Association’s rental income is our most significant revenue stream and 

historically we have devoted considerable resources to ensuring that our 
tenants have been assisted in meeting their rent payments on time to enable 
them to sustain their tenancy.  This has included the employment of a 
dedicated Tenant Adviser on a full-time basis.  Tenants have also been 
supported by a range of other Association services including Energy Advice 
Services, Handyperson Services and Disabled Adaptations to help enable 
them to sustain their tenancies.  We will continue to invest the resources 
required to allow this approach to continue into the future. 
 

7.2 The introduction of Universal Credit has increased the staff resources required 
to provide the level of support that tenants require to cope with the new 
funding arrangements.  The move to “Full Service” has increased the 
resources required to support this work and the situation will require to be 
carefully monitored moving forward to ensure that we match our resources to 
the needs of our tenants. 
 

7.3 Attached at Appendix A is an Action Plan detailing the specific actions to be 
undertaken in order to support transition to the new system introduced by 
welfare reform.  The Action Plan is intended to be a working document which 
can be updated regularly as new changes, risks and impacts emerge. 
 
 

8. MEASURING OUTCOMES 
 
8.1 The impact of this Strategy will be measured by monitoring:- 

 
 The number of failed tenancies ending in a negative way, eg due to 

eviction, abandonment or tenants giving up their tenancy as they can no 
longer afford it; 

 The number of tenancies terminating within the first 12 months; 

 The level of current and former tenant arrears. 
 
 
9. EQUALITY AND DIVERSITY 
 
9.1 This Strategy embraces the objectives of the Association’s Equality and 

Diversity Policy. 
 
 
10. CONSULTATION 
 
10.1 Staff have been consulted during the development of this Strategy. 

 
10.2 We will engage in a process of consultation with partner organisations and 

external agencies to further develop our approach and will also consult with 
our tenants. 



 

  

11. GENERAL DATA PROTECTION REGULATIONS 
 
11.1 The Association will treat your personal data in line with our obligations under 

the current data protection regulations and our own policies and procedures 
 
11.2 Information regarding how your data will be used and the basis for processing 

your data is provided in the Association’s Privacy Policy. 
 
 
12. REVIEW 
 
12.1 The Chief Executive will be responsible for monitoring progress within the 

Strategy and the Action Plan. 
 

12.2 Progress will be reported to the Management Committee and our tenants on 
an annual basis. 
 
______________________________________________________________ 
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TENANCY SUSTAINMENT STRATEGY  - APPENDIX 1 
 
ACTION PLAN 
 

Ref. Action Lead Assist 
Current 
Status 

Comments 

1.  To continue to up-skill staff through training 
and the provision of up to date information, 
including in the following areas:- 
 

CE 
RAM/EAM/ 

HSM/TA 
On-going 

 

 Changes under welfare reform legislation 
CE 

RAM/EAM/ 
HSM/TA 

On-going 
 

 Use of Discretionary Housing Payments 
CE 

RAM/EAM/ 
HSM/TA 

On-going 
 

 Range of Housing Options 
CE 

RAM/EAM/ 
HSM/TA 

On-going 
 

 Fuel Poverty and Affordable Warmth 
Issues CE 

RAM/EAM/ 
HSM/TA 

On-going 
 

 Tenancy Sustainment issues 
CE 

RAM/EAM/ 
HSM/TA 

On-going 
 

 Welfare Rights and money management 
CE 

RAM/EAM/ 
HSM/TA 

On-going 
 

2.  To assess the needs of all new tenants 
prior to sign-up, including furniture 
requirements, money advice, energy 
advice and any support requirements. 

HSM TA/EAM On-going 

 

3.  To provide clear advice and information to 
tenants in a variety of formats tailored to 

HSM TA/EAM On-going  



 

  

Ref. Action Lead Assist 
Current 
Status 

Comments 

individual needs and to signpost tenants to 
external advice agencies as appropriate. 

4.  To visit all of our tenants over a 3-year 
rolling programme to assess the affordable 
warmth of their properties and to promote 
energy switching to cheaper tariffs or 
providers. 

EAM EAs On-going 

 

5.  To use surveys to identify any particular 
needs of tenants and refer these to other 
appropriate services. 

EAM EAs On-going 
 

6.  To work in partnership with The Highland 
Council, other RSLs and other agencies to 
share training and best practice on tenancy 
sustainment issues. 

HSM RAM/TA On-going 

 

7.  To attend joint liaison meetings of The 
Highland Council, other RSLs and other 
agencies to improve our understanding of 
tenancy sustainment issues and to agree 
on appropriate solutions. 

HSM RAM/TA On-going 

 

8.  To procure external advice/support 
services for the benefit of our tenants. RAM 

HSM/EAM/ 
TM 

On-going 
 

9.  To review our tenant profile data and other 
intelligence collected by the Association to 
enable targeted information campaigns. 

CE CSM To Start 
 

10.  To share information at Management Team 
meetings on tenancy sustainment issues 
and jointly agree on actions to be taken. 

CE 
Management 

Team 
On-going 

 

11.  To promote the use of disabled 
adaptations and Handyperson Services to DoI 

TA/TM/HSM/ 
HPM 

On-going 
 



 

  

Ref. Action Lead Assist 
Current 
Status 

Comments 

allow tenants to remain in their own home. 
12.  To develop and implement a Digital 

Inclusion Strategy to ensure our tenants 
are not disadvantaged. 

CE DoI/CSM/TA To Start 
 

13.  To keep the Risk Register updated and 
agree on risk mitigation actions. CE 

Management 
Team 

On-going 
 

14.  To ensure that the Management Team 
have reviewed potential individual eviction 
proposals prior to recommendations being 
made to the Management Committee for 
consideration. 

RAM 
Management 

Team 
On-going 

 

15.  To analyse the reasons for tenancy 
turnover to improve our understanding of 
“positive” and “negative” outcomes. 

HSM RAM/TA On-going 
 

16.  To operate a Tenancy Sustainment Extra 
Help Funds Policy to assist tenants. CE 

Management 
Team 

On-going 
 

17.  To signpost tenants to external services 
providing access to work, training, 
education or appropriate healthcare. 

TA 
Management 

Team 
On-going 

 

18.  To continue to establish and maintain a 
positive relationship between tenants and 
the Association. 

All Staff - On-going 
 

19.  To complete 100% Affordable Warmth 
surveys and action any required remedial 
works. 

EAM EAs On-going 
 

20.  To complete EPCs for all Association 
properties and action any required 
remedial works. 

EAM EAs On-going 
 

21.  Housing Services, Property Services and EAM HSM/TM On-going  



 

  

Ref. Action Lead Assist 
Current 
Status 

Comments 

Energy Advice Services to meet jointly and 
regularly to discuss survey outcomes and 
agree on tenancy sustainability actions. 

22.  To advise 100 LSHA tenants annually on 
switching energy suppliers. 

EAM EAs On-going  

23.  To monitor the Biomass District Heating 
system performance and compliance with 
Energy Supplier regulatory requirements. 

CE EAM/TM/LSM On-going 
 

24.  To continue to work jointly with The 
Highland Council and NHS Highland on 
proposals to develop a Healthy Homes 
Project. 

CE EAM/TM/LSM On-going 
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TENANCY SUSTAINMENT STRATEGY – APPENDIX 2 
 
EXTERNAL AGENCIES/ORGANISATIONS 
 
 
The Highland Council Homelessness Service 
 
The Highland Council Welfare Support Service 
 
Citizens Advice Bureau 
 
Job Centre Plus 
 
New Start Highland 
 
Food Banks 
 
Advocacy Highland 
 
Befrienders Highland 
 
Women’s Aid 
 
Skye and Lochalsh Mental Health Association (Am Fasgadh) 
 
Skye and Lochalsh Association for Disability (Kyleakin Connections) 
 
Social Work Services 
 
NHS Highland 
 
Skye and Lochalsh Young Carers Project 
 
Crossroads Care 
 
Viewfield Garden Collective 
 
___________________________________________________________________ 
 


