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An LTF guide to

setting up and sustaining
effective tenants and
residents’ associations
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Tenants and resident's associations are the foundation of the
borough and landlord-wide federations and organisations that
come together as London Tenants Federation.
Their grass-roots knowledge and experiences inevitably feed
into LTF's strategic housing policy work, at the London-wide
and national levels.
Many of the problems that individual tenants have with their
blocks, estates, neighbourhoods and landlords, are shared with
other tenants and residents.
The most effective way then of dealing with these problems is to
work together - forming tenants’ and residents’ associations.
This guide provides some tried and tested tips, which we hope
you will find helpful.
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1. What is a Tenants and Residents Association (TRA): TRAs are
organisations that bring together tenants and residents living on the same estate, block or
wider defined area to support one another in trying to get a good service from their landlord.
Also, they often arrange events or activities that help bring their community together
including football training for young people, gardening, art and keep fit classes, pensioners
groups and fun days.
TRA representatives are elected by tenants and residents of their estate, block or area and
carry out much of the organising and running of the TRA.

2. The benefits of having a TRA:
They can:











provide a democratic and accountable
way for tenants to engage with their
landlord;
give people who are often not listened
to a stronger collective voice;
make public any landlord failures,
such as around repairs or health and
safety issues - in TRA newsletters and/
or local press;
lobby for improvements or changes to
the way their homes are managed and maintained
by their landlord;
represent those who might be worried about
making complaints themselves;
support the social well-being of their community;
help to improve their local neighbourhoods.

3. Setting up a TRA: A small group of tenants and
resident who perhaps have concerns about landlord
services on their estate, block or area could start the
process. They will need to;






find out if other tenants and residents have similar
or other concerns and ideas about how to bring
residents together to speak with one voice (perhaps through a meeting or survey);
find out if there are any tenants and residents who would like to stand for election as
TRA representatives;
write a TRA constitution (see more in section 5(iii))
organise a meeting for all residents of their estate, block or area to elect TRA
representatives (see section 5(iii)).

4. Being an effective TRA: This means that your TRA successfully manages to change
or influence through its efforts. It could be getting your landlord to improve a service, get a
long-standing problem resolved, change unpopular plans for your block, estate or area or organising a well-attended fun day.
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5. Some tried and tested ways to work effectively:
(i) Anyone who lives on your estate, block or area should be welcomed as part of your
TRA. While some TRA representatives may be more active than others, if help is offered,
however small, it should be valued. A TRA will always need help in:









distributing TRA’s estate, block or area newsletters;
pinning up notices of meetings or information about what your TRA has done since
the last meeting;
writing articles for your TRA newsletter;
distributing and collecting a TRA survey from each home of your estate, block or area;
managing, or helping to manage, an estate Facebook page or website;
translating notices, or what people are saying at meetings, into other languages;
running a social activity or making contacts with others who might;
keeping ears close to the ground and bringing important issues to TRA meetings.

(ii) Operate in a democratic and accountable way. Hold regular estate, block or area
meetings (even if held in an outside space or via zoom). And, as not everyone wants to, or
can attend meetings, try to carry out surveys to find out the issues that concern most
people. These will help in setting your TRA’s priorities.
Elected TRA representatives must report back on what they have done regarding issues
raised at TRA meetings. They could do this through newsletters, TRA ’update’ bulletins,
an estate Facebook page or website.
Hold annual elections of TRA representatives and regularly encourage new people to
stand for election, as it is good to bring in new blood.
(iii)

Set out in writing how your TRA will operate (a constitution). Many TRAs have
an elected committee (of any number), a chair, secretary and treasurer. However, some
form looser networks. Whichever you choose, you will need:
one or more people to chair or facilitate TRA meetings so that everyone attending gets a
chance to have a say;
 one or more people to take notes or minutes of meetings so that you have a record of the
issues discussed in meetings and the agreed actions for TRA representatives;
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a treasurer and other representatives to sign cheques or authorise the sums of money
going out of the TRA online bank account. Many councils and some housing associations
give ‘administration grants’ to TRAs to cover costs such as a TRA phone, hiring meetings
spaces or photocopying newsletters. Keep a good record of money coming in and going
out of the TRA account and items purchased.

Other things to include in a constitution are information on what the TRA’s aims are, how
decisions are made, how many meetings will be held each year and whether it will have subgroups, e.g., focused on writing newsletters, leaseholder issues or organising social activities.
Don’t include too many rules or regulations, but do show that you will work fairly and
openly, or tenants and residents of your estate, block or area will soon disengage.

Your landlord may have a model TRA constitution. You could use this, but don’t feel that
amend it to better meet your TRA’s needs or develop your own.
(iv) Demonstrate your strength of voice.
Many TRAs agree their work priorities by
a show of hands at meetings. However,
especially if you are battling with your
landlord on an issue, try to work by
consensus (see appendix p9) or make sure
that a significant majority of tenants and
residents are happy with any proposals
suggested.

Sometimes your efforts will be more effective
if you can show a high level of support through
a petition signed by most of the households that you represent.
Beware, if there are splits in tenants and residents’ views and your landlord becomes aware
of this, it can lead to them to trying to manipulate this - to ‘divide and rule’ - making it very
hard for a TRA to work effectively.
(v) Getting people to your meetings. There will always be people who don’t like to attend
meetings. However try to encourage as many as possible to come along to engage in the
discussions and decision-making. Give everyone notices of meetings and perhaps also try:
(a) getting TRA reps to knock on doors to introduce themselves when distributing the
TRA newsletter. Knowing a name and seeing a friendly face will help;
(b) encourage those that do attend meetings to invite a neighbour to come with them;
(c) making sure TRA meetings are well chaired so that everyone attending can have a say.
But don’t let anyone hog the floor for too long;
(d) inviting a landlord officer to the meeting to answer tenants and residents’ questions.
(vi) Identify the landlord officers you will need to engage with. TRAs need to have
contact with a range of officers. Request a diagram from your landlord showing the officers
that deal with day-to-day repairs, communal repairs, major works, communal heating, green
or play spaces. It’s also useful to know who their managers are. If you are a council TRA and
have a problem in accessing information, you could make a Freedom of Information request.
Currently, Housing Associations are exempt from the requirements of the Act.
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(vii) Communicate as much as possible with your landlord in writing and make sure
that you take accurate notes of what landlord officers say in meetings. Doing this will be
particularly helpful at any time that things go wrong.
(viii) Celebrate your TRAs achievements. Whenever you achieve something through
your efforts, let everyone on your estate know about this in your newsletters, TRA notices
or social media. Write a press release for your local newspaper (with a photograph).
Make sure that your TRA collectively takes credit for achievements. Give credit to all
tenants and residents if they have signed a petition or taken part in an effective campaign
to assert the benefit of working together.
(ix) Supporting individual tenants. While
your TRA’s efforts should focus on issues that
affect all or most tenants and residents of your
estate, block or area, sometimes individuals
will ask for help. If this occurs, first investigate
whether the issue also affects other tenants
but that your TRA has just not been aware of
this. If not, try to give the kind of support that
will help individuals to help themselves.
For example, provide the contact details of
local MPs and councillors, landlord officers
that deal with repairs to tenants’ homes and other local community-based organisations
that could give support - in your newsletters, block notices, Facebook Page or website.
(x) If you are a council TRA, try to appoint a representative to keep an eye on your
council’s decisions that relate to your homes or community. You will find minutes of
the cabinet, housing, licencing, planning committee meetings on council websites.
(xi) Retain your independence.
It’s positive to develop a good working relationship with your landlord’s officers, but
always keep it professional. When your landlord is failing, you must be assertive.

Never make excuses for any of your landlord’s failures. They should explain their
failings in writing to all tenants and residents.

Keep your TRA non-partisan. Tenants and residents of all estates, blocks or areas
have a range of political views and opinions, so don’t discourage any from taking part
in your TRA because it seems to be linked to a political party. Of course, this doesn’t
mean that individual TRA representatives shouldn’t have political affiliations, nor
that you shouldn’t ask local politicians to come to some of your meetings to answer
tenants and residents’ questions.
 It has been known for politicians to take the credit for addressing problems on
estates or blocks (in their own leaflets or newsletters) when actually, 99% of the hard
work on this was down to the TRA. We feel that this is disempowering, so correct or
challenge this in a TRA newsletter. Of course, do give credit where credit is due.


(xii) Engage with other TRAs in influencing landlord policies. In the past, there were
active independent Tenants and Residents’ federations/organisations in most boroughs funded through tenants’ rents or a ‘tenants levy’. They gave opportunities for TRAs to
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come together to exchange with and learn from one another, negotiate
with landlords or challenge their policies and practice and influence new
ones. It is worth getting involved with them, where they still exist.
Aside from tenant federations/organisations, many councils organise
forums or panels where TRAs or individual tenants can engage with one
another, landlord officers and, or councillors about their policies and
practice. These could be about changes to housing waiting lists or
tenancy agreements, increases in rents, repair contracts or estate
improvements. Tenants and residents influence in policy and practice is
essential, so engaging in the meetings can be helpful. At least get copies
of the agendas and minutes of the meetings to keep your TRA
updated.
Some housing associations support the setting up of TRAs
and organise tenant events, but many don’t extend to
holding discussions with their tenants on housing policy
issues. Many prefer to select individual tenants to engage in their
boards or panels but, they will likely have no remit to couch the
views of other tenants, nor to feedback to them. However, that
doesn’t mean that tenants shouldn’t lobby for changes.
LTF brings together a variety of tenant networks in London. We also welcomes individual
TRA, Tenants Management Organisations and Co-operatives to join us.

(xiii) Linking with other community groups can be helpful. They may have similar
concerns about issues in your neighbourhood or may provide support in organising events
and activities on estates and neighbourhoods.
(xiv) Despite all the things you could do as a TRA,
don’t take on too much. If you do, elected TRA
representatives will get exhausted or suffer burnout.
It is far better to resolve one or two of your priorities
before moving on to do more.
Spread the workload and try to involve as many
tenants and residents as you can. Doing this will help
to ensure that your landlord knows that you are not
easy to dismiss.

6. When things are going wrong or working against you.
(i) Our landlord doesn’t recognise TRAs; what can we do about this? We suggest establish a TRA anyway, making use of the suggestions set out in this document. Having a
TRA will always give the tenants and residents of your estate, block or area a stronger
voice and mutual support. If things are working against you try:



using social media to highlight problems with your landlord in the public domain
drawing up a petition for households of your estate, block or area to sign (best if this is
signed by 50% or more) and send it to your landlord, or draft a model letter which each
household can individually send to your landlord;
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submitting a press release to your local newspaper highlighting the problems you have
on your estate, block or area. A signed petition will create a good local press story. If you
do get coverage, encourage tenants to follow this up with letters to newspapers - to keep
the story in the public domain and pressure on your landlord;
 if you are a council TRA you might find targeting local politicians rather than officers in
your press releases will have a stronger impact. Councillors are more easily embarrassed.
Ultimately, they hold the responsibility as your landlord;
 putting photocopies of any press coverage you get on notice boards on your estate, block
or area to keep everyone informed;
 If you are not making headway with the suggestions above, contact your local MPs to
ask if they would take up the issue on behalf of your TRA,


(ii) Our landlord has failed to respond to issues we have raised with them. Landlord
officers should respond to letters, emails and phone calls within a set timeframe - usually set
out on their website. If they have not responded by that timeframe stated, immediately take
the issue to their manager. If this fails to get things moving:







Demonstrate your strength as TRA and the mandate you have from tenants and
residents on your estate by trying suggestions made above in section 6(i).
Make a formal complaint. All social landlords have complaints procedures, usually set
out in two stages. It can take some time to make a formal complaint and won’t always
achieve the desired response. However, if you have kept all the evidence of your
dealings with landlord officers (minutes of meetings, email discussions, photographs to
support your complaint) and stated what you want your landlord to do, you may have
some success. If you make a formal complaint, maintain campaigning at the same time.
Arrange to meet with a local councillor or MP. Set out clearly what you want them
what they will do. You don’t just want a copy of a response from the landlord to your
MP that gives the same information that you already have.
Take the issue to the housing ombudsman: NB First need to go through your
landlord’s complaints procedures. Find out how to make a complaint to the
Ombudsman. (Link on page 9) .

An example of a successful TRA complaint:
The entranceway of this Islington Council block of flats had
continued on and off leaks for a few years. Foul water dripped
from the ceiling and was left outside residents homes for weeks
at a time.
Tenants living here and the estate's TRA had constantly reported
the problem but, there was only ever short-term resolutions.
The TRA finally made a formal complaint. It requested
information on the number of times that the council had received
reports of the leaks, comments made by contractors who had
attended to resolve the problem and why there had been no
permanent solution. The TRA also asked for compensation for
tenants and residents who had to suffer the leak problem
immediately outside their homes.
The council report was detailed. It included all that the TRA had requested. It noted the failures by
the estate manager (who carries out estate inspections) and poor communication with the TRA. Each
household was awarded £500 compensation.
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Appendix
1.

What is consensus decision making? It is a way of reaching agreement between
all members of a group. Instead of simply voting for an item and a majority decision taken,
the group works to find solutions that everyone either actively supports, or at least can
live with. It ensures that all opinions, ideas and concerns are taken into account though
listening closely to each other and that the group then tries to come up with proposals
that work for everyone. See Seeds for Change website

2.

The Housing Ombudsman deals with leasehold services, moving to a property, rents
and service charges, occupancy rights, repairs and improvements, tenant behaviour, estate
management, complaint handling and compensation.

3.

The Local Government and Social Care Ombudsman deals with housing allocations (under the Housing Act 1996 part 6), homelessness (under the Housing Act 1996
part 7), general housing advice, housing benefit, housing improvement grants, antisocial
behaviour, sale or disposal on land on housing estates, planning and building control at
properties owned by social landlords and adult social care,
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