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Outcome 2: Communication 

Social landlords manage their businesses so 
that: Tenants and other customers find it easy 
to community with their landlord and get the 
information they need about their landlord, 
how and why it makes decisions and the 
services it provides. 

 
 
RS 2 requires 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.  

RS 2.1 requires 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. 
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1. Introduction  
 
1.1 Muirhouse Housing Association (MHA) and Muirhouse Homes Limited 

(MH4) aim to be open and transparent in all our dealings. This 
communications strategy has been written to identify how public 
relations and marketing can support our business in achieving its 
corporate objectives, and how our online presence can offer better 
services to our customers and stakeholders.  By having a successful 
strategy in place, we can manage the way that we communicate with 
our audiences, demonstrate the success of our work and challenge 
perceptions where necessary.  

 
1.2 This strategy is supported by our Information Communication 

Technology Policy which is available to all staff for guidance.  It is also 
linked to our Tenant Participation Strategy, Tenant and Community 
Participation Policy and Customer Service Standards. 

 
2. Our key audiences   
 

• Tenants and potential new tenants 
• Staff and potential staff  
• Board Members  
• Suppliers/ Contractors 
• Key stakeholders Inc. local councillors/MP’s/NHS/social services 
• Local residents 
• Community and voluntary organisations  
• Media  
• The Scottish Housing Regulator 
• Other housing associations  

 
3. What we do 
 
3.1 MHA aim to be the landlord of choice in Muirhouse, working with our 

customers, communities and local stakeholders to create an area 
where people choose and are happy to live.  With our strong and 
positive reputation in the area and physical presence, we also want to 
play a key role in attracting mixed investment to improve the facilities, 
resources and opportunities in the area.  Our goal is to have MHA play 
a leading role in bettering the lives of our residents and their families. 
We will always provide a transparent and timely response to the media 
and our other partners to ensure that our message and reputation 
remains positive.  

 
3.2 We held a workshop on communication with staff in November 2017 

and identified what currently works well, what doesn’t work well, and 
what we wish we could do in the future so that we could prioritise our 
actions for the future.   

 
 



3.3 What works well: 
 

• Face to face communication and the personal touch 
• Text messaging  
• Newsletter 
• Phoning and emailing 
• Using WhatsApp 

 
3.4 What doesn’t work well: 
 

• Website 
 
3.5 What’s on our wish list: 
  

• Publicising what we do well on social media 
• Repairs reporting system online through tenants’ portal on 

website 
• Video call technology 
• Communications group with staff and tenants to decide on 

content for the newsletters and to approve customer leaflets. 
 
3.6 We have produced an Action Plan appended to this Strategy to detail 

and prioritise our tasks and give timescales and ownership. 
 
3.7 Through our Tenants Satisfaction Survey 2016, we know that the vast 

majority of our tenants (94%) rate us positively in terms of keeping 
them informed about our services and decisions.  Our quarterly 
newsletter is also rated highly with 86% satisfied.    

 
3.8 The Survey told us that the devices our tenants use to access the 

internet are smartphones (83%), laptops (71%) and tablets (50%).  We 
will make sure that we take this into account in designing our website 
and developing new technology for communicating with our customers 
now and in the future. 

 
3.9 Our tenants expressed a preference for written communication such as 

letters or leaflets to find out information or contact us about repairs, 
rent statements, community information, newsletters and rent arrears.  
We will therefore make sure that we still maintain the personal touch 
and that we communicate in the customer’s preferred format and in the 
way that is more appropriate for them. 

 
4. Our Key Messages 
 

The following values will shape how we communicate and how we do 
business to achieve our mission and the strategic objectives set out in 
our Business Plan.  They underpin all the work we do.  

 



4.1 Excellence: Across the MHA Group, we are committed to providing a 
high quality, customer focussed service that demonstrates value for 
money, delivered by great staff.  We will: 

 
• publicise information on how we are performing, welcoming 

challenge and feedback to continuously improve the effectiveness 
and relevance of the service we provide 
 

• ensure that all written communication is in Plain English and is 
straightforward and easy to understand 

 
• continue to participate in ‘Happy to Translate’ and to provide face-

to-face interpreting, document translation as necessary to ensure 
our services are open and accessible to all 
 

• engage with our customers and stakeholder across our online 
platforms to promote our values and achieve our Strategic 
Objectives  

 
• Develop our website in consultation with staff and customers 
 
• engage with our customers through their preferred means of 

communication whether telephone, face-to-face, email, social 
media or website 

 
• publicise performance information on our website and social media 

platforms 
 
• Encourage more online engagement and feedback through our 

website and social media with all customers for quicker and real 
time points of view and feedback   

 
• Provide access to an online repair reporting service through our 

website and promote this service as an efficient and reliable 
alternative to booking repairs by telephone 

 
• Provide up-to-date information, online and offline, about our repairs 

and maintenance service so tenants know what level of service to 
expect 

 
• Improve our services by finding out what our tenants want and need 

through meaningful consultation. We want tenants to be at the heart 
of MHA and we will listen and learn from the feedback they give us 
through complaints, compliments and general enquiries.  

 
• Gather better quality information about our tenants and their 

households to help us target our money into the right areas and 
services. It is also important for us to make sure that our services 
can be accessed fairly by everyone. 



• Keep our tenant data up-to-date on our systems so that this 
information can be used to target our communications more 
effectively 

 
• Continue to share information gathered through consultations and 

surveys with all our key audiences  
  

4.2 Accountability:  our governing body and leadership team will provide 
strong strategic leadership and oversight, ensuring tenants interests 
are protected and at the forefront of all that we do.  We will ensure that 
our actions are transparent. We will: 

 
• publicise our key service policies to ensure they are available online 

for all customers 
 
• Continue to share information gathered through consultations and 

surveys with all our key audiences 
 
• Continue to remain open and transparent, our customers can find 

information on how we make decisions directly on our website 
 

• Publicise our achievements and updates on projects through our 
website and social media platforms 

 
• Ensure our customers know where our money comes from and how 

we spend it 
 
• Provide up to date information online to ensure our customers know 

what level of service to expect 
 
• Continue to promote our work as an IIP champion through general 

and industry media 
 
• Publicise our achievements through appropriate communication 

channels  
 
• Engage with key housing sector stakeholders through networking 

and forums to maintain awareness of potential opportunities  
 
• Continue to hold regular staff briefings to maximise staff buy-in and 

their understanding of our overall ambition and direction 
 
• Improve and expand our stakeholder communication, particularly 

through digital media. 
 

4.3 Partnership Working:  We will work collaboratively with all sections of 
the local community.  This includes working collectively and individually 
with our customers and with other statutory, voluntary sector partners 
plus private organisations working in Muirhouse and the surrounding 



area to improve the lives of our residents.  We will continue to be a 
proactive and leading member of the local community, seeking out 
new, innovative ways to address issues that impact Muirhouse 
residents. We will: 

 
• Promote examples of our partnership working through the media 

and other publications 
 

• support and promote Community Projects through our website and 
social media platforms 

 
• Promote our Community Chest fund online through our website and 

social platforms 
 

• Promote joint working with our partners and suppliers 
 
• Get to the heart of the community in Muirhouse through our website 

and social media platforms. 
 
• Seek opportunities to get involved in relevant community groups, 

organisations and support staff to do this by providing relevant 
information 

 
• Promote our work in tackling anti-social behaviour and give 

reassurance to tenants and the public whilst making sure 
perpetrators understand our robust approach  

 
• Get to the heart of communities through community events, 

producing professional eye-catching displays and publications, 
through social media and our website  

 
• Seek opportunities to promote our investment in the wider 

community 
 
5. Communications  
 

It is vital that our communications reflect the overall business 
objectives, as strategic PR and marketing will play a crucial part in 
fulfilling these aims. It is important that we pay close attention to the 
type of message/tone that we use in order to build solid relationships 
with our customers, partners and key stakeholders.  We are committed 
to using and developing a variety of communication tools which 
include:  
 
 
 
 

 



Day-to-day internal 
communication/information 
sharing 

E-mail 
Telephone 
Regular staff 1:2:1, team meetings 
and staff briefings  
Staff Meetings  

External communication and 
information sharing with 
customers and key 
stakeholders 

Newsletter (4 times a year  
Annual report (once a year) 
Other publications such as 
leaflets, letters and posters 
Events  
Face-to-face 
Website 
Facebook 
Twitter 
Telephone 
Text Messages 
WhatsApp 
 

Media relations Timely pro-active and re-active 
press releases 
Photo opportunities  

Digital marketing and the web, 
including social media 

Regular up-dates on website 
Secure Board online area  

Consultation and engagement 
with our customers and other 
stakeholders 

Events and roadshows  
Presence at community events 
(clean up days…etc.)  
Representatives at local forums 
and residents’ associations 
Supporting local charities and 
support groups  

Public relations Promoting MHA’s values through 
our communications 
Protect and grow MHA’s positive 
reputation locally, regionally and 
nationally. Making sure people 
know who we are and what we do.   

 
6. Evaluating success  
 

We evaluate our success by monitoring responses to surveys, how 
many people have viewed our website and our press coverage. At the 
moment we do not have a formal way of recording this, which prevents 
us from keeping track of what gets our message out most effectively. 
We will look to develop a process to record this and, in particular, 
recording it in line with our key messages so that we can adjust our 
communication priorities and approach accordingly. Our Action Plan 
details tasks, target timescales and responsibilities to ensure that the 
aims of this strategy are met. 


