
 
 

Board Meeting 

Wednesday 29 April 2020 at 5.30pm 

 

The meeting will be held through a MS-Team online conference as provided for in article 71 of the 

Articles of Association. See the Basecamp post for the specific arrangements. 

 

Agenda 

1) Welcome and apologies 

 

2) Declarations of interest 

 

3) Minute of the Board meeting of Wednesday 26 February 2020 (see March papers) 

   

4) Matters arising (paper enclosed)        

    

5) Business development 

a) Business Plan review (paper enclosed) 

      

6) Housing management activity 

a) Housing Management service - current service arrangements (paper enclosed) 

b) Lettings Plan 2020/21 (enclosed) 

c) Money advice service annual report (enclosed) 

d) Allocations Policy consultation (paper enclosed) 

 

7) Property maintenance activity 

a) Maintenance service - current service arrangements (paper enclosed) 

 

8) Financial matters (paper enclosed) 

a) Management Accounts – year to 31 March 2020 (enclosed) 

b) Allia bond finance (paper enclosed) 

 

9)   Operational matters (paper enclosed)         

a) Board and Director effectiveness (paper enclosed) 

b) Annual Procurement Report (enclosed) 

c) Social Media Policy (paper enclosed) 

d) Unacceptable Behaviour Policy (paper enclosed)  

  

10)    Any other business 

 

a) Publication of Board papers 

b) Date of the next Board meeting – Wednesday 27 May 2020 
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Board Meeting – 29 April 2020 

 

Agenda item: 4 

 

Subject:  Matters arising including outstanding matters from earlier meetings 

 

 Prepared by Jim Whiston 

 

 

Ref Date Subject Progress Complete? Due by Board: 

B484  26/2/20 Committee structure To be discussed as part of the Board 

development report in April (see agenda item 

9a). 

No April 2020 

B485 25/3/20 Cancelled March meeting Recommendation to note the February 

Minute and the content of the papers and the 

Chair’s exercise of his delegated authority in 

approving the recommendations contained in 

the papers (eg with regard to amending the 

Business Plan). It is also recommended that 

the papers be published in full. 

No April 2020 

 

Completed Items will be removed from the following month’s report. An archive of previous reports is retained for reference within the bound Board 

papers. 

2



 
 

Board Meeting – 29 April 2020 

 

Agenda item: 5a  

 

Subject: Business Plan review 

 

Prepared by: Jim Whiston 

 

For noting 

 
After consulting his colleagues, the Chair exercised his delegated authority to approve 

the recommendation for the updating of the Business Plan and the Delivery Plan.  

 

A copy of the updated Business Plan is attached for information. This contains the 

Delivery Plan as an annexe. A more detailed version of the latter has also been produced 

containing the lead individuals for each task. Both documents are available on 

Basecamp. 
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April 2020 edition (with appendices) 

BUSINESS  

PLAN 

2019-2022 

4



1 
 

Introduction  

 
We are one of Ayrshire’s leading housing associations.  With a heritage of almost 30 years 

of community and tenant focused work, we now have a stock of over 1,500 houses.  We 

have ambitious plans which build on our track record of award-winning developments.  We 

will continue to back this up with a focus on high quality housing services. We are 

developing new ways of providing services without ever losing sight of the importance of a 

personal touch.  Our commitment to community and tenant control remains undiminished 

as we meet new challenges. 

 

Find out more about us at ayrshirehousing.org.uk. 
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This is the second edition of the Business Plan first published in April 2019.  We will update 

it again in April 2021. 
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A Message from our Chair 

 
This plan sets out our priorities to 

2022.  The Board has reviewed 

the first year of the Plan. We 

remain confident of the 

association’s financial and 

operational efficiency. With the 

support of our community and 

tenant members and partners, 

we continue to believe that we 

have a distinctive role to play as 

an independent organisation 

rooted in Ayrshire.   

 

I’m proud to lead a Board of 

volunteers who are all committed to providing affordable services to the highest standards. 

I firmly believe that their enthusiasm coupled with that of our staff will ensure that Ayrshire 

Housing will continue to flourish. 

 

Simon Leslie  

 

…. and from our Director 
                                                                                      

I’m proud to lead the staff team 

at Ayrshire Housing.  We’ve built 

an enviable reputation for the 

quality of our houses and 

services.  We’re well regarded by 

our tenants and the wider 

community, and amongst our 

partners and colleagues in other 

housing associations.  

 

We have a committed and well 

qualified team who all want to do 

their best for our tenants and the 

wider communities of Ayrshire.  

We’re motivated by the difference we make to the lives of those who benefit from our work.  

 

This edition of the Plan went to “press” as restrictions in connection with the Coronavirus 

pandemic began to bite.  We cannot entirely foresee their impact.  Our managerial and 

financial strengths however put us in a good position to cope with the current crisis. 

 

Jim Whiston  
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Our Mission 
 

We aim to enhance the wellbeing of our tenants and the wider communities of Ayrshire 

through high quality housing and related services. 

 

 

Our Values 
 

Our mission is underpinned by these core values: 

 

We listen - to everyone we work for and with. 

 

We engage - as we actively involve our tenants, the community and our people in shaping 

our work. 

 

We show respect - as we strive to provide equal and accessible services to all.  

 

We seek challenge - to ensure best value to our tenants and wider community benefits. 

 

These values shape the work of all Ayrshire Housing’s people.  They are markers for what 

all should expect from us. 

 

 

Our Vision for Ayrshire Housing  
 

Our enduring vision for Ayrshire 

Housing is to: 

  

• Be valued by all our tenants and 

other service users. 

 

• Increase the wellbeing of our 

communities. 

 

• Provide more affordable 

housing. 

 

• Be seen as a distinctive and 

effective organisation by the 

people of Ayrshire. 

 

We aim to confirm our vision to all we work for and with over the three years of this Plan.   

 

Our vision underpins the detailed objectives set for our day to day work.   
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Who We Work For 

 
Our tenants and the neighbourhoods they live in 
 

As a tenant and community run housing association, our tenants and the communities 

they are part of are central to what we do.  We have an excellent relationship with our 

tenants.  This is shown by high recorded satisfaction and the friendly tone of our day to 

day communication.  

 

Our 2019 independent tenants’ survey showed:  

 

• 89% are happy with our services. 

• 89% satisfied with our management of their neighbourhood.  

• 86% thought their rent was value for money. 

• 92% are satisfied with our communication and engagement. 

 

We are committed to build on this excellent relationship for example through our popular 

digital HousingOnline and My Home services.  We are always looking for new ways for our 

tenants to engage with us and influence the services they receive both individually and for 

their neighbourhoods.  

 

Our neighbourhoods are not just popular with their residents but make a real contribution 

to the towns and villages they are part of.  We want to build on this with a focus on 

maintaining the quality of our housing stock and public areas.  We are committed to 

ensuring the social worth of our housing for future generations.  
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Those seeking new housing opportunities 
 

We work across Ayrshire but with a particular focus on South Ayrshire.  It is an area of high 

demand for affordable rented housing with 3,500 households on our waiting list alone.  

We are proud of our close working relationship with the South Ayrshire Council.  We are 

working closely with them on a housing first approach to tackling homelessness.  With our 

focus on integrated local solutions, we run joint online application and mutual exchange 

services with the Council.  We also work in partnership with several charities to provide 

quality housing for the people they support.  

 

Housing associations have always been about creating new solutions for those who benefit 

from a good quality house at a reasonable rent.  To meet the obligation to those on our 

waiting list, we are committed to acquiring and building new houses to meet their needs.  

We do this on a financially sustainable basis which does not compromise the quality of 

service to existing tenants over the long-term.  

 

We will also work with South Ayrshire Council and other councils to ensure that our 

established housing stock is managed in a way that caters for changing needs within 

attractive neighbourhoods. 

 

Ayrshire’s wider communities 

 

 
 

Ayrshire Housing is rooted in Ayrshire’s communities.  Indeed, our very existence is due to 

a combination of community and tenant initiative, and political support.  Our governance 

is based on a partnership between our tenants – all of whom are association members – 

and those who support us from the wider community.  
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Our developments over the years have made a real contribution to Ayrshire’s built 

environment.  This is reflected in numerous awards.  We want to maximise the wider social 

worth of what we do through building relationships, so that our neighbourhoods are firmly 

rooted in the wider communities in which they lie.  As a charity making a real impact on 

people’s lives, we can spend over £10millions a year in the local and wider economy.   We 

want to stretch this investment so that it has the maximum impact.  We do this by building 

links and partnerships with those who share our commitment to voluntary activity and the 

public good.   

 

Our Key Aims Over the Next Three Years 

 
Here are our key aims in working for the benefit of our tenants and communities, and all 

who can benefit from our work:  

• To deliver excellent service which our tenants appreciate; 

 

• To enhance our tenants’ quality of life; 

 

• To ensure that our neighbourhoods remain desirable places; 

 

• To build new houses to meet needs across our communities; 

 

• To bring additional value through our projects and services; 

 

• To be always open to new ideas. 

 

How We Will Deliver Our Aims 

 
• By listening to our tenants and our communities 

The relationship with our tenants is central to who we are.  We look for new ways 

to ensure that not only their views are taken on-board, but they also play a still 

greater part in influencing the quality of what we do.  

 

As a community-based housing association, we also want to deepen our 

relationships with other community and voluntary organisations.  In strengthening 

community networks, we can foster new and better ways of delivering services and 

creating better places to live. 

 

• A committed team  

Our people – our members, our volunteer Board and our staff – are central to what 

we are about.  They guarantee a committed and friendly service to all our users. 

They inspire us to create better housing opportunities and to make a real impact 

across Ayrshire.  We see our people as being at the centre of what makes us rather 

than just a means to an end.  
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• Being innovative  

We will constantly look at new ways to enhance our services.  We always do this in 

ways that build on our friendly engagement with our tenants and all who use or 

need our services.  We are recognised by the quality of our houses.  We will take 

this further with a commitment to increase the energy efficiency and liveability of 

our new developments and our existing stock.  We will apply technology to add 

breadth to our services and to increase the productivity of our processes whilst 

ensuring user satisfaction.  

 

• Value for money underpinned by financial strength 

We are one of Ayrshire’s major charities with assets at their social value of £65 

millions.  Each year, we inject £10 millions or more into the local and wider Scottish 

economy.  We combine long-term financial strength with commitment to ensuring 

rents that are affordable and value for money.  Our financial prudence, due to 

keeping operating costs at the right levels, means that we have the assets and 

reserves in place to maintain our stock to meet emerging aspirations and to create 

new housing opportunities for our communities. 

 

• Strong governance and management 

We are stewards of substantial assets which are the product of investment by our 

tenants through the rents they pay and substantial public grants.  We have an 

obligation to ensure that our housing stock continues to be valued in the coming 

decades.  Our Board and all our staff are focused on ensuring that the association 

is run with both enthusiasm and prudence.  We are committed to demonstrating, 

both to our immediate stakeholders and the wider public, that we are well run, open 

in our decision making and an organisation which others wish to work in 

partnership with. 

 

Guaranteeing the quality of life of our tenants underpins all our decisions.  We will 

never take risks which would compromise this.  We rigorously stress test our 

financial plan each year to ensure that we can withstand both known and 

unexpected risks and still ensure reasonable rents and well-maintained homes.  In 

making decisions, we will never compromise the financial reserves needed to meet 

this commitment. 
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The Tasks We Have Set for Ourselves 

 
Here we translate our aims into clear objectives.  We will further our mission by delivering 

on these objectives in each year of the plan.  The Board has agreed a detailed delivery 

plan to ensure that the objectives set are realised.  The delivery plan cascades down to 

everyone in our team – whether they are a volunteer Board member or member of staff.  

 

The objectives are grouped around four clear themes all linking back to our mission and 

our aims. 

 

PROVIDING AN EXCELLENT SERVICE 
 

We will provide a responsive service to tenants and other users that: 

 

Surpasses tenants’ expectations 

 

We will deliver a genuine value for money service to our tenants.  We will build on our 

already high service standards by: 

 

• always having agreement that our rents represent value for money; 

• increasing the use of our My Home online services, but never as a substitute for 

our friendly face to face service; 

• further extending our appointment service for repairs; 

• building on our much appreciated money advice service; 

• helping our tenants to access additional services when needed. 

 

Ensures fair access to housing and sustains tenancies 

 

We will work with the councils and other agencies to widen access to housing opportunities 

through: 

 

• aiming to increase our stock by up to fifty new and acquired houses a year; 

• effective nomination arrangements which assist councils to fulfil their statutory 

responsibilities, for example for homelessness prevention; 

• working with the Health and Social Care Partnerships to provide housing solutions 

for their clients. 

 

Guarantees high levels of satisfaction and active engagement 

 

All our tenants are members of Ayrshire Housing.  Our aim is not just to listen but to give 

our tenants a real say in what we do.  We will:  

 

• listen to our independently supported tenant led scrutiny panel when they 

challenge us on our service standards; 

• always ensure that our rents reflect the informed views of our tenants; 

• support our new tenants through settling in visits and other measures.  
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QUALITY HOMES 
 

We will ensure that our existing and future houses are built and maintained to the highest 

standards, and continue to meet the needs and aspirations of our tenants by: 

 

Maintaining our houses to the highest standard 

 

We will ensure that our fully funded Asset Management Plan: 

 

• adapts to tenants’ aspirations and  

• meets new energy and quality standards. 

 

Creating new homes of quality 

 

We will build new houses: 

 

• efficiently and to the highest standards; 

• which can adapt to changing needs; 

• that demonstrate innovative practice. 

 
THRIVING COMMUNITIES 
 

We will engage with residents in our neighbourhoods and throughout Ayrshire by: 

 

Ensuring our neighbourhoods remain popular places 

 

Working with our tenants, we will: 

 

• maintain the amenity of their neighbourhoods; 

• support tenant initiatives through practical support. 

 

Empowering our communities 

 

We will support community initiatives in our neighbourhoods and beyond through: 

 

• the enthusiasm of our Board and staff; 

• our community grants; 

• making use of our community and tenant hub as a springboard for new activities. 

 

Equality of access  

 

We will demonstrate our commitment to human rights and equality through open 

engagement and through the services we provide. 
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Working with voluntary sector partners 

 

Using our strength as a major local charity, we will enhance further our partnerships with 

the voluntary sector through:  

 

• practical support and grants; 

• developing joint projects. 

 
A FORWARD LOOKING AND SUSTAINABLE ASSOCIATION 

 
We believe that the association makes a distinctive contribution to Ayrshire and the lives 

of those we serve.  To maintain this, we will: 

 

Ensure our Board and staff are equipped to respond positively to change 

 

We will do this by ensuring that: 

 

• our Board is representative of our tenants and communities; 

• our Board has the right breadth of experience and knowledge; 

• we nurture and invest in all our people. 

 

Always be open to feedback and new ideas 

 

We will: 

 

• embrace a “you said, we did” culture; 

• further support independent tenant scrutiny; 

• always build feedback into processes. 

 

Ensure fairness in our work 

 

We will: 

 

• embed a human rights ethos in our work. 

 

Build on our enthusiasm and skills to deliver ever better projects and services 

 

We will innovate by: 

 

• using technology to increase the depth of our engagement with our tenants and 

others; 

• investing in the skills of our people; 

• always evaluating what we do. 
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ENSURING THAT WE MEET EXPECTATIONS 

 
All our tenants are members of Ayrshire Housing.  We will invite comment each year to 

ensure that this plan remains relevant to their aspirations.  We will also engage with the 

other users of our services and those we work in partnership with.  

 

Each year, we will report on what we have achieved and our ongoing plans for each of the 

objectives that we have set out above.  This will complement our other consultations, for 

example, around the annual report on our performance in meeting the Scottish Social 

Housing Charter and our Assurance Statement to the Scottish Housing Regulator. 
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Appendix 1 - How We Manage Risk 
 

Both the business planning process and the performance management system are 

designed to control the association’s exposure to risk.  

 

Our financial plan is designed to provide the financial assurance that we have the financial 

resources to implement any mitigating actions and cope with general financial shocks. 

 

We have identified four strategic areas of risk: 

 

The inability to sustain planned levels of rental income 
 

The falling incomes, in real terms, of many of our tenants could threaten our current high 

levels of rental collection and could also lead to higher levels of stock turnover.  There is 

also the risk of regulatory action to control rent levels or at least rent increases in the 

sector.  

 

Our controls include: 

 

• budgeting on the basis of minimal levels of rental growth; 

• rigorous arrears and void controls built into the performance management system; 

• investment in money advice services; 

• work with credit unions, and housing support and advice partners. 

 

A failure to maintain our stock to the required standards 
 

A poorly developed investment plan could result in a failure to meet statutory requirements 

and growing tenant aspirations.   

 

Our controls include: 

 

• the regular review of the comprehensive life cycle cost plan for our stock; 

• ensuring that there is a sufficient risk envelope built into the overall risk 

management strategy to cope with greater investment requirements due to 

construction cost inflation or new standards.  

 

Failure to maintain and enhance current high levels of service delivery and 

satisfaction 
 

Providing excellent service is at the heart of what we do.   Falling standards may result in 

tenant dissatisfaction and possible regulatory intervention.  
 

Our controls include: 

 

• key performance indicators backed by tenant feedback; 

• a focus on regulatory compliance; 

• regular independent tenant surveys coupled with continuous tenant feedback; 

• membership of benchmarking groups; 

• investment in staff training and new skills; 
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• extending online services. 

 

Poor Budgetary and Cost Control  
 

A lack of effective controls could result in wasted resources and, if not checked over the 

long-term, financial viability being compromised. 

 

Our controls include:  

 

• robust annual budgets linked to the long-term financial plan; 

• demanding KPIs for rent collection and void management; 

• Management Accounts to the Board each quarter; 

• a focus on covenant and regulatory compliance; 

• a comprehensive Procurement Strategy; 

• effective project management.  

17
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Appendix 2 – Financial Health 

 

Our 30-year financial plan is designed to ensure the management and maintenance of our 

stock is to the highest standards, the funding of loan obligations and enough reserves for 

contingencies.  It is based on a conservative assumption on rental growth.  For example, 

minimal rent increases been assumed for the next five years.  Notwithstanding having 65% 

of loans at fixed rates, the weighted average cost of capital used in the long-term financial 

plan is higher than current costs and is likely to remain so even if there is a gradual rise in 

variable rates. 

 
We are in the fortunate position of having built up significant cash reserves through 

prudent financial management by the current and previous Boards.   Not least, decisions 

not to immediately fix interest rates on new borrowings have borne fruit with substantial 

increases in our cash reserves through savings on interest paid.   We maintain cash 

reserves to provide adequate working capital in turbulent or difficult times, for example, 

the current coronavirus pandemic, the roll-out of Universal Credit together with possible 

unforeseen additional expenditures such as the enhancement of the Energy Efficiency 

Standard for Social Housing (“EESSH 2”).  They allowed us to meet housing need through 

new provision as improvements in the grant regime began to offer a more attractive 

financial package for us to re-engage in a development programme of substance.  Current 

and past Boards have taken a very prudent stance in terms of both organisational and 

specific development risks. They have been selective about any potential development 

projects.  We are therefore financially viable and will remain that way if we continue to 

manage the business in a prudent manner as we work our way back to full operations after 

the current emergency is over. 

 

In terms of cash reserves, it is possible to demonstrate how much cash should be set aside 

to cover the many and various risks associated with a business such as ours.   Recently 

risks have become apparent which have not previously been on the horizon the greatest 

of which is the current national emergency.  We also need to consider the impact of welfare 

reforms and now the potential impact on our cash flows caused by tenants being 

furloughed or losing their jobs altogether. Our risk analysis has calculated the potential 

cost and probability of a comprehensive set of risk factors.  Based on this, it is estimated 

that some £2.4millions of free reserves should be maintained to fully cope if all the 

financial risks were to emerge at the same time.  Obviously, these risk factors did not 

envisage the current public health situation specifically but if we assume that the 

probability of the other risks occurring is relatively low then the conclusion is that we should 

remain financially robust within the current timeframe. 
 

In addition, the financial plan is stress tested as part of a financial health check carried 

out by the Board each year.  A range of scenarios and sensitivities are applied to the base 

financial plan for the 30 years to assess the impact of risks with which to assess long-term 

financial and development capacity.  All the variables are compared to our base plan which 

includes the delivery of the current pipeline development programme. 

 

On the basis of a strong opening cash position, it is possible to sensitise the base plan 

based on certain scenarios by increasing projected costs across maintenance expenditure, 

pension deficit costs, variable rate interest charges, void loss, bad debts and further 

unplanned additional expenditure in management costs.  It can be demonstrated that in 

the unlikely event of all these events occurring then the available planned cash surpluses 
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added to our opening position would be able to absorb these additional costs.  We can 

also demonstrate that the key banking covenant of interest cover would not be breached 

with the sensitised increases. 

 
Scenario Sensitivity 

Management costs increase (including 

pension deficit contributions) 

Plus 15% annually 

Variable interest rates increase Plus 50% annually 

Void and Bad Debt losses increase Plus 10% annually 

Reactive repairs costs increase Plus 20% annually 

Planned maintenance costs increase Plus 20% annually 

 

The strong opening cash position means that the aggregate of all the above sensitivities 

should they occur would not exceed the base plan cash availability nor would our key 

banking covenants for interest rate cover be breached. 

 

These can be shown in graphical form as follows: 

 

Cumulative aggregate additional costs from sensitivity analysis compared to base plan 

cash availability 

 

 
 

In conclusion, housing associations like Ayrshire Housing confront a wide array of risks - 

both internal and external.  Ayrshire Housing with its strong Board, short command chain 

and excellent management systems is well placed to respond timeously to emerging risks.  

There is the further reassurance though that if negative events do occur, predicted or 

unpredicted, then the association’s finances are sufficiently robust to cope.   Ayrshire 

Housing can demonstrate that it has the capacity to withstand shocks and maintain not 

just basic functioning but also its overall mission.  
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Appendix 3 – Delivery Plan for 2020-21 

 
Each year, the Board agrees a delivery plan to deliver on the strategic themes and the 

following supporting work areas: 

 

• The Asset Management Plan; 

• The Design Guide; 

• Financial Planning, value for money and risk management; 

• Governance compliance and development. 

 

Against each of the themes, specific tasks to deliver each objective are grouped into clear 

work areas for our Board and staff team. 

 

The delivery plan is at the core of the Director’s performance agreement.  Internally, the 

delivery plan is enlarged to include staff responsibilities and linkages between tasks. 

Performance against this plan is monitored each quarter by the Board.  It is fully reviewed 

each March to ensure its continued relevance.  
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PROVIDING AN EXCELLENT SERVICE 
 

We will provide a responsive service to tenants and other users that: 

 

• surpasses tenants’ expectations; 

• ensures fair access to housing and sustains tenancies; 

• guarantees high levels of satisfaction and active engagement. 

 

Work area Task  Indicator of success When  

Engagement 

and  

service 

assurance 

Support for scrutiny 

panel 

Active group – at least one topic 

a year. 

March 

2021 

Settling-in visits 95% of tenants satisfied with 

the quality of their home and our 

services. 

March 

2021 

Charter report Active tenant engagement to 

ensure its relevance. 

September 

2020 

Increase breadth of 

satisfaction 

reporting 

Quarterly reporting includes 

feedback from new tenants, on 

aids and adaptations and 

money advice. 

March 

2021 

Annual rent review At least 25% increase on 

previous tenants’ response rate. 

Board decision reflects tenants’ 

feelings on value. 

February 

2021 

Three yearly 

independent 

surveys 

2022 survey commissioned to 

build on 2019 survey. 

March 

2022 

My Home 20% year on year increase in 

users (532 users at 1 April 

2020. 

March 

2021 

Repairs service Emergency repairs: 97% within 

4 hours. 

Emergency completion time: 4 

hours. 

Other repairs: 96% completed 

on time. 

Other repairs average: within 6 

days. 

Gas safety: 100% compliance.  

Satisfaction level: minimum 

90%. 

Right first time: 90% of jobs. 

Appointments kept: minimum of 

95% of jobs. 

March 

2021 

Repairs 

appointments 

60% of all jobs. March 

2021 
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 Task  Indicator of success When  

Sustaining 

tenancies 

 
 

Integrated tenancy 

management 

Current arrears at 1.75% of 

gross rent. 

90% of tenancies sustained for 

more than 12 months. 

March 

2021 

Aids and Adaptations Grant fully utilised.  

Fully recorded on SDM. 

March 

2021 

Accessing housing 

support and other 

services 

Signposting and service 

agreements in place. 

March 

2021 

Maximising our 

tenants’ income and 

financial welfare 

Number of cases. 

Demonstratable financial gains. 

March 

2021 

 

 

Work area Task  Indicator of success When  

Access to 

housing 

Accessible 

application process  

Feedback within 10 days of 

applying. 

40% online. 

March 

2021 

Turning around lets Average re-let time less than 16 

days.  

Rent loss less than 0.8% of rent 

due. 

March 

2021 

Assisting the Council 

in meeting needs of 

the homeless  

25% referrals in overall lets. March 

2021 

Create supported 

housing 

opportunities with 

South Ayrshire 

Health and Social 

Care Partnership 

and voluntary 

agencies 

At least one core and cluster 

project delivered. 

March 

2021 

 

QUALITY HOMES 
 

We will ensure that our existing and future houses are built and maintained to the highest 

standards, and continue to meet the needs and aspirations of our tenants by: 

 

• maintaining our houses to the highest standard; 

• creating new homes of quality. 

 

 Task Indicator of success When 

Maintaining our 

houses to the 

highest standard 

Ensuring 

compliance with 

SHQS 

Fully funded Asset 

Management Plan. 

June 

2020 

Preparing for 

EESSH2 

Action plan in place. June 

2020 
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 Task Indicator of success When 

Creating new 

homes  

Secure a pipeline 

of developments 

Maintain at 50 plots a year. March 

2021 

Meeting 

aspirations cost 

effectively 

In use feedback informs Design 

Guide. 

Awards secured. 

March 

2021 

Sustainable 

programme of 

acquisitions and 

completions 

50 a year. March 

2021 

 

 

THRIVING COMMUNITIES 
 

We will engage with residents in our neighbourhoods and throughout Ayrshire by: 

 

• ensuring our neighbourhoods remain popular places; 

• empowering our communities; 

• equality of access; 

• working with the voluntary sector partners. 

 

Work area Task Indicator of success When 

Excellent 

neighbourhoods 

Maintaining the 

amenity of our 

estates 

70% tenants satisfied.  

Tenant informed improvement 

scheme in place. 

 

 

March 

2021 

 

Work area Task Indicator of success When 

Empowering our 

communities 

Active 

engagement 

One collaboration with 

communities or the Councils. 

March 

2021 

Supporting 

resident 

initiatives 

through our 

work 

Two neighbourhood initiatives 

supported each year. 

 

March 

2021 

Supporting our 

tenants’ 

participation in 

community 

activity 

50% grants to organisations in 

which our tenants are active. 

March 

2021 

Community 

benefits 

through 

procurement  

50% of framework contracts with 

benefits. 

March  

2021 

Ensure equal 

access to our 

services 

Equalities action plan and 

engagement strategy in place. 

March 

2021 
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Work area Task Indicator of success When 

Inclusive 

communities 

Capacity 

building 

Grants allocated. 

Other grants levered in. 

Number benefiting. 

Usage of the hub (days). 

March 

2021 

 

Work area Task Indicator of success When 

Partnerships with 

the educational and 

voluntary sectors 

Joint projects  Thirty-five individuals supported. 

Usage of the hub (days). 

March 

2021 

 

 

A FORWARD LOOKING AND SUSTAINABLE ASSOCIATION 

 
We believe that the association makes a distinctive contribution to Ayrshire and the lives 

of those we serve.  To maintain this, we will: 

 

• ensure our Board and staff are equipped to respond positively to change; 

• always be open to feedback and new ideas; 

• ensure fairness in our work; 

• build on our enthusiasm and skills to deliver ever better projects and services. 

 

Work area Task Indicator of success When 

A strong and 

forward looking 

Board 

To reflect 

breadth of our 

communities 

and tenants 

Competition for places. 

Links to tenant and broad 

community engagement. 

Attendance at community events. 

Ten new community members. 

September 

2020 

Well attended 

and effective  

Board 

meetings 

Minimum 75% attendance (with 

remote communication facility). 

100% participation in Board 

review process. 

September  

2020 

 

Work area Task Indicator of success When 

Equality of 

access 
Ensure 

fairness in our 

work 

Services compliant through 

regular auditing and 

benchmarking. 

March 2021 

Necessary 

skills  

Annual equalities plan for Board 

and staff. 

October 2020 

 

Work area Task Indicator of success When 

A knowledgeable 

and energetic 

staff team 

Valuing our 

staff 

Positive wellbeing results. 

HWL “Gold” award maintained. 

Four community engagements. 

March 2021 

Increasing 

capacity  

One training day equivalent - each 

Board and staff member. 

March 2021 
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Work area Task Indicator of success When 

A more 

productive team 

Technological 

innovation 

Year on year increase in breadth 

of fieldwork using tablets with 

linkage to My Home promotion. 

 

March 2021 

 

Work area Task Indicator of success When 

Promoting our 

achievements 
Revisiting 

successful 

projects 

Enhanced recognition by partners 

and the sector. 

March 2021 

Developing 

our social 

media 

presence 

Number of Board and staff teams 

‘generating copy”. 

March 2021 

 

DELIVERY OF THE ABOVE TASKS IS UNDERPINNED BY: 
 

The Asset Management Plan 

 
Work area Task  Indicator of success By when  

Plan fit for 

purpose 
Stock surveys 20% re-survey a year. June 2021 

Amended for 

EESSH2 

Implementation strategy 

included in Plan. 

June 2020 

Procurement  100% of work in contract. 

Contract management in place 

for all framework and main 

support contractors. 

March 2021 

 

The Design Guide  

 
Work area Task  Indicator of success When 

Inspiring but 

deliverable 
Disseminate Content fully reflected in 

practice. 

March 2021 

Board 

engagement  

Each project actively sponsored. March 2021 

Incorporate 

project and user 

feedback 

Each completed scheme 

reviewed. 

March 2021 

Quality 

assurance 

180o reviews with consultants 

and contractors. 

Scheme KPIs achieved. 

March 2021 
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Financial Planning, Value for Money and Risk Management 

 
Work area Task Indicator of success When 

A plan which 

underpins our 

ambitions 

Robust plan  Guarantees delivery of services. 

Defines investment potential in 

existing stock and acquisitions. 

KPIs set and delivered. 

March 2021 

Value for money Management costs better sector 

benchmarks. 

March 2021 

Annual budget Consistent with financial plan 

and delivered within acceptable 

parameters. 

March 2021 

 

Work area Task Indicator of success When 

Prudent 

approach to risk 

Stress testing 

the plan against 

a 

comprehensive 

risk 

assessment 

Financial reserves and mitigation 

strategies more than sufficient. 

Compliant with covenants. 

March 2021 

 

 

  

 

Governance compliance and development 

 
Work area Task Indicator of success When 

Meeting 

Regulatory 

Standards 

Annual self-

assessment 

“Clean” assurance statement 

(2020). 

October 2020 

Financial health 

check 

“Clean” assurance statement 

(2021). 

March 2021 

 

Work area Task Indicator of success When 

A strong Board Application of 

the Board 

effectiveness 

policy 

Demonstrate appropriate skills 

mix and personal development 

by the Board and the Director. 

June 2020 

 

Work area Task Indicator of success When 

Equalities and 

diversity  

Annual action 

plan based on 

revised policy 

Plan implemented. March 2021 

 

Work area Task Indicator of success When 

Governance 

and process 

assurance  

Internal Audit 

programme 

Action points cleared within 12 

months of each report. 

March 2021 
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Work area Task Indicator of success When 

A safe working 

environment  
Health and 

safety 

compliance 

Apply EVH/ACS manuals. 

 

Positive wellbeing survey 

response. 

March 2021 

 

March 2021 
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Board Meeting – Wednesday 29 April 2020

Agenda item: 6a

Subject: Housing management service – current service arrangements 

Prepared by: D McGivern

For noting 

 

Introduction 

 

This report is intended to provide Board members with a summary of the arrangements 

that have been put in place for the continued but restricted housing management 

services since the outbreak and spread of COVID-19. 

 

Office and Staff Arrangements 

 

During the week commencing 16 March the association began to take action to reduce 

house visits and face to face contact with tenants and other customers. This led to a 

decision to close the office to visitors on 17 March and staff were advised that only 

absolutely essential and unavoidable face to face contact would be permitted. Tenants 

were notified of the restrictions that were being introduced during that week. 

 

By Wednesday 18 March it was agreed that staff would be asked to work from home and 

arrangements were made, with the assistance of our IT consultants, to facilitate this as 

quickly as practically possible. 

 

Guidance was issued to staff covering a number of areas including general 

communications, health and safety, IT use and security, leave and data protection 

arrangements. 

 

By Friday 20 March, arrangements were in place for staff to work from home. It was also 

agreed that any work in the office would be restricted to that absolutely necessary to 

continue to provide a basic service. This included attending the office for the purpose of 

printing letters and posting mail, etc. 

 

During the week two letters were sent to tenants to explain the changes and to ask that 

they check for updates on our website and social media, and their My Home account. 

 

Housing Management Services 

 

Rent Arrears Recovery and Rental Income 

The focus and priority for the service is to try and maintain rental income to the 

association as effectively as possible. It became very clear immediately after the 

“lockdown” advice was given by the government(s) that many of our tenants and their 

families would be directly and adversely affected by significant losses of income. This 

had an immediate affect on tenants requiring advice and assistance to access benefits 
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services, including Housing Benefits and Universal Credit. Many of these tenants had no 

previous need or experience with these services and required a significant amount of 

help from our staff to ensure that they could get access to income as quickly as possible. 

Normally, such assistance would be provided either in the tenants’ homes or in the office 

but the restrictions meant that contact would be provided predominantly either by 

telephone of email.  

 

Some aspects of the remote working arrangements meant that some tasks and 

connectivity issues took much longer than otherwise would have been the case. Staff 

also had to get familiar and comfortable with their new working arrangements while also 

having to reconcile these with other more domestic matters. 

 

As well as responding to requests for assistance from tenants the staff have also been 

proactively contacting those who would most likely be negatively affected by changes to 

income and the effect that such changes would have on the tenant’s abilities to meet 

their rent obligations. 

 

The Housing Officers have been targeting their UC claimants, full rent payers i.e. no HB 

entitlements, and partial HB recipients. 

  

Focussing on the aforementioned groups allows the team to assist with benefit claims, 

advise tenants of their revised rent liabilities i.e. how much they should now be paying 

given the changes in their circumstances and new rent charges and consequential 

impact on HB entitlements,  assist with UC claims, help with wider benefits advice, make 

referrals to our Money Advice team, monitor and follow-up on rent arrears both for pre-

existing caseload as well as the new cases coming through as the changes in 

circumstance and income take effect. 

  

Signposting tenants to other services and support and direct assistance with support 

such as provision of foodbank vouchers. has also been a feature of the work of the staff 

 

As well as these additional contacts with tenants the team has also been focussed on 

the need to maintain previous arrears arrangements with existing cases. The need to 

maintain control over arrears and rental income with the provision of advice, support, 

information and assistance has remained paramount.  

 

While there have been some legislative changes to the recovery processes as a result of 

COVID19 such as extending the Notice period for legal action for arrears from 28 days to 

6 months and also advising that there would be no evictions for arrears accrued as a 

direct consequence of COVID19 staff must continue to be diligent in this area taking 

account of the challenging environment within which they must work. 

 

In addition to the contacts being made by the housing management and money advice 

staff our administration team are also working alongside their housing management 

colleagues and contacting as many of our tenants as possible. Many of these calls will be 

a simple wellbeing call but the opportunity will also be taken to identify and signpost any 

tenants either deemed vulnerable or in need of further assistance and support. 
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The following comments summarise the arrangements that are in place for the other 

aspects of the housing management service. 

 

Allocations   

Applicants are continuing to be selected and offers are being made. However, no 

tenancies are being created due to void repairs not being done.  As all building works 

have stopped on the Elba Street Development, it was decided that it would be too early 

to select prospective tenants. 
  

Waiting List Management  

Housing Applications are still being processed and telephone reviews are being carried 

out. There is a 31% reduction in the number of application forms received since lock 

down (23 March 2020). There may be an influx of dual housing applications received 

from the Council when things go back to normal. 

  

Voids Management  

When keys are received, the properties are being inspected after a safe waiting period of 

72 hours, but no works orders are being raised at this time other than those associated 

with ensuring the properties are secured. We currently have 14 voids of which 11 were 

terminated after lockdown (23 March 2020).  Some tenants are still contacting us to 

extend their termination date. 3 of the terminations received have been due to deaths, 

but we are unable to confirm if these were Covid-19 related or not at this time. 

  

Neighbour Disputes & Antisocial Behaviour  

Officers are attempting to deal with complaints by telephone where possible and 

continue to send for Police Reports when required.  The number of complaints has 

reduced in the weeks since the lockdown was introduced. 

  

Tenancy Management (Changes of Tenancy, Successions, etc)  

Succession applications, if received, will require to be processed without a visit, 

particularly where a UC claim requires to be made.  We would not be encouraging 

tenants to submit an application for Assignation and or other tenancy changes until 

restrictions have been lifted. 

  

Mutual Exchanges  

Applications have been suspended due to lockdown restrictions. 

  

Estate Management  

Estate Management Inspections are on hold at present. Most Housing Officers have 

inspected 50% of their area earlier in the year.  However, if we are advised by tenants of 

rubbish being dumped, particularly in closes which would be a fire hazard, this is being 

reported to the maintenance section and removed. 
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Board Meeting – Wednesday 29 April 2020 

 

Agenda item:  6b 

 

Subject: Lettings Plan 2020/21 

 

Prepared by: M Woods/D McGivern 

 

Recommendation: to agree the quotas for 2020-21 

 

Introduction 

 

A Lettings Plan is intended to assist the association to monitor the source of allocations 

throughout the year and to compare performance in lettings against agreed targets. The 

plan should also illustrate the extent of the demand from the different lists currently 

maintained by the association. 

 

The Lettings Plan should set quotas for each group of or source of lets which can be 

monitored throughout the year. This allows, for example, an assessment to be made as 

to whether targets included in agreements such as the Nominations Agreement and the 

Section 5 Homeless Persons referral protocol with the local authority are being achieved. 

 

Current Position 

 

The Lettings Plan quotas and performance for 2019/20 are as follows: 

 
List Target Performance 

 

Number of Lets 

Waiting List 

 

35% 41.5% 71 

Transfer List 

 

15% 13.5% 23 

Local Authority 

Nominations and 

Section 5 Referrals 

 

50% 45% 77 

Total 

 

  171 

 

Although the number of Nominations rehoused was short of the target it was an increase 

from 37.5% the previous year. It should also be noted that the number of nominations 

received was higher than the number of lets that were made to this category. Many 

nominations resulted in refusals of offers and/or indications from applicants that their 

preferences or circumstances had changed. 

 

It should also be noted that although the actual numbers of applicants housed through 

the nominations and Section 5 referral processes totalled 45% of all lets, 85% of all 

applicants rehoused had applications registered on both Ayrshire Housing and South 

Ayrshire Council’s lists. This, in effect means that in addition to the 77 applicants housed 

through the nominations and Section 5 referral processes we also housed 68 other 
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applicants who were registered on South Ayrshire Council’s waiting lists as well as our 

own. 

 

It should be noted that the quota for allocations to the Waiting List also includes 

properties allocated to the Special Needs list. Where a property has particular attributes 

such as ground floor shower and bedroom then consideration would be given to 

allocating it to the Special Needs list as opposed to the mainstream Waiting Lists. This is 

to ensure that best use is being made of the stock. 5% of voids were let to the Special 

Needs list.  

 

When allocating properties, the association is obliged to give ‘reasonable preference’ to 

certain statutory groups. These include applicants living in unsatisfactory housing 

conditions, tenants of social landlords who are under-occupying their homes and also 

those applicants who are homeless or threatened with homelessness. 

 

Unsatisfactory housing conditions includes applicants who are overcrowded, applicants 

whose accommodation is unsuitable on medical grounds, applicants living in property 

which is below the tolerable standard, applicants experiencing domestic or other form of 

serious abuse or harassment, applicants living in insecure accommodation e.g. where 

they have received a Notice To Quit from their landlord. 

 

The following table provides information regarding the association’s performance in 

giving “reasonable preference” to each of the 3 categories. From this table it can be 

concluded that the vast majority of all allocations were made to applicants who had 

housing need as defined by the “reasonable preference” criteria. It should also be noted 

that a significant number of the Nominations rehoused would also have met the 

“reasonable preference” criteria. 

 

Summary of Reasonable Preference for lets 2019-2020  

   

Under occupying social housing tenants 3 

Homeless or threatened with homelessness – including 

Section 5 Referrals from local authorities 34 

Unsatisfactory Housing Conditions – including 

overcrowding, unsatisfactory on health grounds, domestic 

abuse or other serious harassment, etc 98 

 Nominations  36 

Total 171 

  

 

Let’s from Local Authority Nominations and Section 5 Referrals 

 

We have an agreement in place with South Ayrshire Council that we will aim to allocate 

50% of our empty houses to Nominations from their waiting list or Section 5 Homeless 

Referrals. The agreement aims to split the 50% evenly between Nominations and Section 

5 referrals. This was to try and increase the numbers of homeless persons being 

rehoused and to assist South Ayrshire Council achieve their targets for housing homeless 

parsons under their Rapid Rehousing Transition Plan which they were required to submit 

to the Scottish Government. The full background and context to this was provided in the 

Lettings Plan Report submitted to the Board in April 2019 and included the following link 

to the South Ayrshire Council Committee Report detailing their plans –  
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https://ww20.south-

ayrshire.gov.uk/ext/committee/committeepapers2019/Leadership%20Panel/12%20Fe

bruary%202019/LP1202199a%20Rapid%20Rehousing.pdf 

 

Section 5 Referrals Targets 

 

% of all lets 

 

Target Performance 

2019/20 25% 16.5% 

 

 

 

In practice, we advise South Ayrshire Council of the availability of a property and they 

decide internally whether or not to provide us with a Nomination from their waiting list or 

to provide us with a Section 5 Referral. This, in effect, means that the numbers of 

homeless persons housed by Ayrshire Housing is largely dependent on the decision by 

South Ayrshire Council as to provide us with a Nomination or Section 5 Referral. 

 

Although the numbers of Section 5 Referrals housed by Ayrshire Housing fell short of the 

target it was still a significantly higher % than in previous years and is an indication of our 

ongoing willingness to assist South Ayrshire Council achieve its targets as stated in its 

Rapid Rehousing Transition Plan. 

 

The following table details the numbers and percentages of applicants registered on 

each of the lists at the 31 March 2020. 

 

List 

 

Number of Applicants % of All Applicants  

Waiting List 2205 73% 

Special Needs Group 699 23% 

Transfer List 65 Combined in % stated below 

Special Needs Transfer List 59 4% 

 

 

Proposed Quotas for 2020/2021 

 

The following quotas are proposed for 2020/21. 

 

List 

  

Quota 

Waiting List 35% 

Transfer List 15% 

Local Authority Nominations and Section 5 

Referrals 

50% 

 

 

Equalities Monitoring Information 

 

As part of our equalities monitoring framework, we ask applicants to provide us with 

information such as ethnicity and disability. This is held on a completely anonymous and 

confidential basis and is used only for our equalities monitoring purposes. Many 
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applicants choose not to provide this information. The following tables detail the 

information we hold regarding ethnicity and disability for our applicants. 

 

We also ask new tenants to provide us with information such as ethnicity and disability. 

The following tables detail the information we hold regarding ethnicity and disability for 

our applicants.  Please note these figures are for mainstream lets only. 

 

ETHNICITY    DISABILITY  

WHITE Scottish 2602  No disabilities 1762 

WHITE Other British 237  Physical disability 548 

IRISH 8  Mental ill health 408 

White Gypsy/Traveller 1  Learning disability 38 

White Polish 19  Visual impairment 15 

WHITE Other    15  Hearing impairment 19 

    Other 50 

COMBINATION 1  Not completed 188 

       

INDIAN 5  Blanks 0 

PAKISTANI 1     

BANGLADESHI 0  TOTAL 3028 

CHINESE 1    

ASIAN OTHER 3    

Asian British 0    

      

BLACK - CARIBBEAN 4    

CARIBBEAN 0    

AFRICAN 6    

ANY OTHER BLACK 2    

Black Scottish 0    

Black British 0    

      

Arab 5    

Arab Scottish 0    

Any Other Group 25    

       

NOT COMPLETED 93    

BLANKS 0    

  3028    

TOTAL     

 

Ethnicity and Disability for New Tenants from 1 April 2019 to 31 March 2020. 

 

Disability 

 

DISABILITY   
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YES 64 

NO 133 

UNKN 0 

BLANKS 0 

   

 TOTAL 197 

 

 

Ethnicity 

 

White Scottish 178 

White Other British 13 

White Irish 0 

White Gypsy 

Traveller 2 

White Polish 0 

Other White 2 

Any Mixed 0 

Indian 0 

Pakistani 0 

Bangladeshi 0 

Chinese 0 

Any Asian  0 

Caribbean 0 

African 0 

Other Black 0 

Other Background 0 

Unknown 2 

BLANKS 0 

   

Total 197 

 

Reviewing of the above figures and in particular having regard to low number of lets 

relative to the waiting list, there is nothing to indicate non-compliance with the 

association’s Equality and Human Rights Policy. 

 

Recommendation 

 

The Board is asked to note the information provided regarding waiting lists and 

allocations, to note the duty to assist the local authority meet its targets set in its Rapid 

Rehousing Transition Plan and agree to the proposed quotas for 2020/21. 
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Board Meeting – Wednesday 29 April 2020 

 

Agenda item:  6c 

 

Subject: Money Advice Service Annual Report  

 

Prepared by: Jacqueline Dunlop  

 

For noting 

 

 

Caseload and results 

 

The majority of referrals continue to come from Housing Officers. Tenants also self-refer, 

and outside partner agencies can make a referral. Below is the total number of referrals 

received for the last year compared to the previous. 

 

Total Referrals 2019/20 Total referrals 2018/19 Total of referrals to date 

 

438 

 

398 

 

2082(Jan 2013–Mar 2020) 

 

Normally the Money Advice Team works with a live caseload around 100/110. The 

Money Advice Officers are currently working with a much higher caseload due to an 

increase in referrals following the COVID-19 outbreak (please see COVID-19 section 

below). 

 

 

Weekly  Any new award as a result of assistance 

Annual   Weekly amount x 52 

Lump Sum  Back payment or one-off award 

Total   Annual increase added to lump sum increases 

 

The annual financial gains have fallen short of the previous year for each quarter, and 

ultimately the annual total is less than in 2018/19. The likelihood of lump sums from 

Universal Credit is much lower in comparison to legacy benefits because there is no 

backdating. The service continues to deal with complex reviews and disputes around 

Universal Credit, in order to sustain benefit rather than have a valuable financial gain. 

These could be possible reasons for a reduction in the overall financial gain for tenants 

compared to last year.  

Annual  

Financial Gains 

 

 

2019/2020 

 

 2018/2019 

Weekly Gains £14,612.21 £21,160.41 

Annual Total £759, 834.92 £1,100,341.30 

Lump Sum Payments £108,118.10 £141,702.98 

 

TOTAL 

 

£867,953.02 

 

£1,242,044.20 
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Contribution to rent arrears reduction 

 

Most referrals into the Money Advice service are tenants without arrears. However, the 

Money Advice Service contributes directly to the reduction of rent arrears where grants 

and benefits are awarded and directed straight into the rent account. 

 

The total reduction in arrears directly through Money Advice intervention in 2019/20 is 

£6,255.91 

 

The highest proportion of work is in supporting tenants through changes in 

circumstances and ensuring financial stability to try to hopefully prevent rent arrears.  

 

The total annual financial gains listed above this year, were awarded for 209 households. 

This is, on average, a financial gain for each household of £79.86 a week. 

 

Issues affecting tenants throughout 2019/2020 

 

Understanding entitlement  

Confusion over the changing landscape in benefits affects a lot of tenants. It has become 

more important to give advice and assistance as early as we can because of the lack of 

backdating available for a Universal Credit Claim. 

 

There is now access to a limited number of devolved Scottish Benefits that causes 

further confusion over benefit entitlement for our tenants. Where possible Ayrshire 

Housing has promoted these changes on various platforms, including My Home. 

 

Universal Credit  

More of Ayrshire Housings tenants are now Universal Credit (UC) claimants.  

 

As at March 2020:  

 

Number 

of 

tenants 

on UC 

Number 

of UC 

tenants 

in arrears 

Value of UC 

tenant 

arrear 

Number 

of non-UC 

tenants 

in arrears 

Value of 

non-UC 

tenant 

arrear 

418 182 £45,131.80 88 £14,979.34 

 

Average 

value of 

Arrears 

 

UC tenants 

Average 

Value of 

Arrears 

 

Non-UC 

tenants 

 

    

£247.97 

 

£170.22 
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Number of 

tenants with 

direct 

payment of 

Housing 

Costs to 

Landlord 

Number of 

tenants on 

“arrears 

direct” 

(payment 

from UC 

towards 

rent 

arrears) 

147 60 

 

 

67% of arrears cases are Universal Credit claimants and the average value of the arrear 

for someone on Universal Credit is higher. 

 

The large deductions from Universal Credit continue to cause severe financial hardship. 

This can take some time to assist tenants with very little financial relief for them.  

 

Tenants still require support to make and manage their online claims for Universal 

Credit. 

 

There is a large delay in appeals for Universal Credit as the DWP is failing to provide case 

paperwork timeously. If a tenant is disputing a sanction or overpayment, for example, 

then the lengthy delay exacerbates the financial hardship. 

 

There appears to be many ongoing errors in the calculation of Universal Credit, and this 

is creating overpayments that are always recoverable. The Money Advice Service is 

working with partner agencies highlighting these difficulties to DWP for resolution. 

 

Staff in both the Money Advice Service and in Housing Management have continued to 

follow the actions and principles detailed in the Universal Credit Mitigation Plan which 

was previously presented to the Board. A focus on training, partnership working, 

information exchanges, networking, procedural reviews and tenant information provided 

across various platforms has meant that the actions are concentrated on ensuring 

relevant staff have the skills and resources to allow them to assist tenants as effectively 

as possible. 

 

Utility Issues 

The Money Advice Service has seen an increase in referrals from tenants requiring help 

with utility companies. The process is not clear and is challenging for new tenants and 

existing tenants. The Money Advice Service is trying to build partnership working with 

Citrus Energy to provide additional support to tenants where required in this specific 

area. 

 

Practice Development 

 

The Money Advice Service continues to support new tenants with information, advice, 

and assistance as part of the allocation process, hopeful that early intervention will have 

a positive impact. 
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The Money Advice Service continues to promote pending changes in the benefit systems 

to targeted groups where appropriate. This year we have promoted the Settlement 

Scheme, changes to Social Security Scotland etc. The changes are promoted through the 

various platforms available such as My Home, letter, telephone, website.  

 

The Money Advice Team has relied on working with local Jobcentre staff and UC Service 

Centre staff to deal with complex cases. By working in partnership, we can make use of 

escalation routes for vulnerable tenants. 

 

The Money Advice Team introduced a Money Advice Survey to go to tenants after they 

have been assisted with money matters. The responses reported to the Board have been 

very positive  

 

COVID-19 impact update 

 

In March 2020 there were 72 referrals compared to 44 in March 2019, this is due to the 

increase in referrals for tenants where household income has been reduced due to 

COVID-19. This increase is estimated to continue throughout April. A normal working 

caseload for the Money Advice Team would be around 100/110 cases open at any one 

time. The current caseload for the two Advisers is 165. This is above any long-term 

sustainable working capacity. However, the type of referrals is quite different to the 

normal caseload.  

 

Tenants are facing drastic change to household incomes. Sometimes multiple family 

members have been affected. The Money Advisers are having contact with households 

that would not normally use the service. Some of these referrals can manage to make 

claims and not require ongoing support once advice is given. 

 

There are greater sudden financial hardships in households. The Money Advice service is 

trying to access alternative sources of help more than it would normally, for example 

charitable grants.  

 

It has been important to advise people as quickly as possible with regards to their rights 

and entitlements because of the lack of backdating available. It has also been essential 

to keep on top of daily changes to entitlements and the Money Advisers have done this 

by reviewing government updates every day and working closely with staff at the local 

Jobcentre.  

 

Ayrshire Housing was able to set up home working for the Money Advice Service very 

quickly. Continuing the service has been challenging working from home. The Money 

Advisers have had to change their working practice in order to cope with the demand and 

the differences of working from home. Not being able to visit anxious tenants to deliver 

complex information face to face has been a challenge. However, tenants who have 

engaged with Money Advice have commented they have been extremely grateful for 

advice and support from the Housing Officers and Money Advisers.  
 

40



 
 

Board Meeting – Wednesday 29 April 2020 

 

Agenda item:  6d 

 

Subject: Allocations Policy consultation 

 

Prepared by: D McGivern 

 

For noting 

 

 

Introduction 

 

In August 2019 the Board considered and approved the revised Allocations Policy 

subject to consultation with applicants and tenants. 

 

The outcome of the consultation process indicated support for the changes that were 

introduced in the revised policy approved by the Board and no further amendments are 

therefore required. 

 

A summary of the consultation is attached. 

 

The Board is asked to note the outcome of the consultation process. 
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Allocations Policy Review 

 

As part of the process of reviewing our Allocations Policy to ensure it complied with the 

most recent changes to the legal requirements introduced in 2019 we consulted with 

applicants and tenants on the most significant changes we were introducing in our revised 

policy. 

 

A total of 70 responses were received. 

 

The following is a summary of the responses from the consultation to the changes we 

proposed. 

 

If you would like a copy of the original consultation survey please contact the office. 

 
Q1 Do you generally agree that we should give “reasonable preference” to specified categories 

of applicants?  

 

Yes 

 

No No opinion 

63 2 5 

 
Q2 Do you generally agree with the association having the option to suspend applications on 

particular grounds? 

 

Yes 

 

No No opinion 

64 1 4 

 
Q3 Do you agree with our approach with regards to home ownership? 

 

Yes 

 

No No opinion 

57 5 6 

 
Q4 Do you agree with our view that there may occasionally be reasonable grounds to by-pass 

applicants, take exceptional circumstances into account and to make sensitive lettings? 

 

Yes 

 

No No opinion 

65 2 2 

 
Q5 Do you agree with our approach to allocating adapted or accessible housing and making 

the best use of the housing stock? 

 

Yes 

 

No No opinion 

67 1 2 
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Q6 Do you agree generally with the principles for establishing Local Lettings Initiatives in 

particular circumstances? 

 

Yes 

 

No No opinion 

58 0 10 

 

Q7 Do you think we should continue to offer social points?  

 

Yes 

 

No No opinion 

62 2 2 

 

Q8 Do you agree with our approach to the award of domestic abuse points? 
 

Yes 
 

No No opinion 

65 1 1 

 

Q9 Do you think we should have altered the points we award for each element of housing need 

and, if so, what adjustments would you have recommended? 

 

Yes 

 

No No opinion 

23 22 13 

 

The responses to the survey indicate that the majority of respondents are in favour of the 

changes that were introduced when the policy was reviewed. No further changes are 

therefore required due to these responses. 
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Board Meeting – Wednesday 29 April 2020 

 

Agenda item:  7a 

 

Subject: Maintenance service – current service arrangements 

 

Prepared by: D McGivern 

 

For noting 

 

 

Introduction 

 

This report is intended to provide Board members with a summary of the arrangements 

that have been put in place since the outbreak and spread of COVID-19. 

 

Office and Staff Arrangements 

 

During week commencing 16 March an initial letter was sent to every tenant advising 

tenants that we were trying to provide as normal a service as possible but also asking 

tenants to try and avoid coming into our office and to contact us by phone if possible. We 

also asked that they inform us if they were experiencing any of the symptoms of COVID-

19 in order that we could advise any visiting staff or contractors who were due to attend 

the property. 

 

We also advised tenants that if the situation worsened we might have to restrict our 

services which might have involved closing our office and cutting back on repairs. 

 

The letter asked tenants to regularly look at our website, Facebook and Twitter accounts 

as well as their My Home account for any updates. 

 

On Tuesday 17 March it was decided to close the office to visitors and that staff should 

avoid any face to face contact with tenants and other customers unless it was absolutely 

essential and unavoidable. 

 

A further letter was then sent to tenants and the website was updated to inform tenants 

that with effect from Monday 23 March we would be focussing on delivering critical 

emergency and priority repairs. We also requested that where possible, tenants sent us a 

photograph of the relevant defect to reduce the need for us or the contractor to pre-

inspect the work. 

 

On Wednesday 18 March it was agreed that, primarily, staff would be asked to work from 

home and arrangements were put in place to facilitate this as quickly as practically 

possible. The assistance of our IT consultants was, and has continued to be, invaluable 

in this regard. 
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Guidance was issued to staff covering a number of areas including general 

communications, health and safety, IT use and security, leave and data protection 

arrangements. 

 

By Friday 20 March, arrangements were in place for staff to work from home. It was also 

agreed that any work in the office would be restricted to that absolutely necessary to 

continue to provide a basic service. 

 

Repairs and Maintenance Services 

 

With regards to our repairs and maintenance services the following details the position. 

 

Initially when the service was restricted to emergency works only we still had in place a 

small number of contractors who were providing these services, namely Acatch, Millar 

Electrics and CGC. Gas repairs and servicing were continuing to be carried out by 

GasSure (Frews). 

 

Non-gas Emergencies 

 

However, our new reactive repairs contract with Turner Property Services was due to 

commence from 1 April. While we retained the services of the “secondary” contractors as 

a back-up for a few weeks, all our non-gas emergency repairs are now being carried out 

by Turner. While it is “early days” the service and response we have been getting from 

Turner has been very satisfactory 

 

Gas Emergencies 

 

Our gas emergencies are continuing to be dealt with by GasSure. 

 

Annual Gas Safety Checks 

 

On 24 March we were informed by GasSure that they would not be doing any non-

emergency works and,, as a result would be suspending all gas servicing during the 

lockdown period. 

 

Despite strong lobbying from such as the SFHA and GWSF to the Health and Safety 

Executive (HSE) and the Scottish Government, including a request to extend the current 

regulations applying to the requirement on landlords to ensure they carry out the safety 

checks within 12 months of the previous check to 18 months the HSE has not agreed to 

such an extension. There followed a series of inconsistent messages which failed to 

address the real problems landlords were facing as a result of their contractors, such as 

GasSure, not being willing to carry out these inspections. 

 

Among the “reasonable steps” that we were expected to take was to approach other 

contractors and seek their agreement to do the annual checks, despite the potential 

contractual issues that this may have caused. Given that the other contractors were 

members of the same registration body it was not surprising that they also were not 

willing to do these inspections. We approached O’Neill Gas Ltd, a local contractor who 

previously carried out these works for us but they advised that they had also suspended 

these and were only carrying out an emergency response service for their customers. 
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However, on 14 April we received an update from GasSure that they were “reluctantly” 

re-introducing their gas servicing provisions but would be adopting a very structured 

approach following strict criteria particularly in properties where self-isolation measures 

are in place. 

 

Right to Repair Scheme 

 

The current situation is not practical to guarantee the services of alternative contractors. 

Access to the scheme by tenants has therefore been suspended for the time being. This 

accords with advice from the Scottish Government. 

 

Void Repairs 

 

No void repairs are being carried out while the lockdown restrictions are in place. 

However, our maintenance officers are taking steps to ensure that empty houses are 

secure and safe and are noting the repairs that will be required to ensure the properties 

are lettable at the earliest opportunity after the restrictions have been lifted. 

 

Landscape Maintenance 

 

Our contractor, Tivoli, has furloughed their staff and no grounds maintenance works are 

currently being carried out. 

 

Close Cleaning 

 

Our contractor, Acatch, is continuing to provide this service and we have been in 

discussions with them to amend their approach and focus on cleaning “touch points” 

such as handrails, handles, door entry keypads, etc. They are also reporting any 

incidences of fly tipping or the accumulation of materials in common areas, closes, etc 

which may pose an additional fire hazard. 

 

Major Works Programme 

 

No major improvement programmes are being carried out during the current lockdown 

restrictions. 

 

In summary, we have, with the assistance of our contractors, been able to continue to 

deliver a responsive service in emergency and critical situations. We are also resuming to 

meet our duties with regards to the gas servicing regulations. Our maintenance team are 

still providing tenants with advice and assistance during office hours having been able to 

forward direct dial numbers and the repairs reporting number to their mobile phones 

which they are receiving while working from home. 
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Board Meeting – Wednesday 29 April 2020 

 

Agenda item: 8  

 

Subject: Financial matters 

 

Prepared by: Alan Park 

 

For noting 

 
The Management Accounts are submitted to the Board on a quarterly basis with any 

issues of concern or interest being reported on a monthly basis. Below is a summary of 

financial performance for the year to 31 March 2020: 

 

Performance Indicator Ayrshire Housing’s 

target 

Progress to date Status 

Staff/admin costs Less than 22.1% of 

turnover 

Year to 31 March  

22.05% 

 

 

Administration cost/tenancy Less than £1,028 per 

tenancy 

Year to 31 March 

£979 

 

 

Liquidity – current assets: 

current liabilities  

(exc. Development o/d) 

1.10:1 Year to 31 March  

3.05:1 

 

 

Liquidity – cash: current 

liabilities  

(exc. Development o/d) 

1:1 Year to 31 March  

2.89:1 

 

 

Interest cover – operating 

surplus: interest payable 

(adjusted for depreciation) 

1.1:1 Year to 31 March  

4.34:1 

 

 

Debt per unit 

(excluding assets under 

construction) 

Maximum of £25,000 Year to 31 March  

£14,014 

 

 

Maximum Gearing Ratio 

(BoS definition) 

Loans no greater than 

60% of Net Worth 

21%  
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Agenda Item – 8 (a) 

 

Commentary to accompany the Management Accounts for the year to 31 March 2020. 

 

Balance Sheet (Statement of Financial Position) 

The Balance Sheet discloses the financial position of the Company as at 31 March 2020. 

 

Rental debtors are 2.2% of gross rent receivable which is the same level as at the end of 

the last financial year. Other debtors have increased slightly and includes prepayments 

for services paid for this year which carry into the next financial year and any grant 

receivable not paid in the year. Our cash balance is £2.1M higher than at the start of the 

year due to increased borrowing to fund the Elba Street development and the excess of 

cash generated from our operating activities being greater than interest and loan 

payments and our planned improvement works and development programme costs.  We 

have also received an interest free loan from the government (£300k) to assist with the 

early adoption of fire safety improvements involving the fitting of interlinked smoke and 

heat alarms and carbon monoxide detectors to all our properties not currently complying 

with the new regulations. 

 

General creditors are higher than last year end due to the cyclical nature of receiving 

invoices from suppliers and developers. Long term creditors show an increase due to the 

additional borrowing mentioned above net of the regular repayments per the loan 

agreements.  

 

In line with the new ability of the administrators of the SHAPS pension scheme to identify 

individual employer’s liability, a creditor was introduced disclosing the liability as at 31 

March 2019 of £601,000 which is in addition to the revised Strathclyde Pension liability 

of £811,000. The figures for 2020 will be incorporated once received. 

 

 

Cash Flow Statement (Statement of Cash Flows) 

 

The cash flow statement for the year shows that we have generated £4.6M from our 

operating activities. This relates to all rental and service charge income less all 

expenditure on salaries, office running costs, maintenance and so on. 

 

The full development and improvement cost added to our asset base in the year was 

£8.5M which was split £1.4M (gross) for improvement works to our existing stock and 

£7.1M on development expenditure.  

 

We used the cash generated to pay Interest of £929k and to partially fund the payments 

for development projects, open market acquisitions and the improvement works 

mentioned above along with the loan drawn down.   We also repaid £984k of loans in 

line with the repayment schedules in our overall loan portfolio. 

 

At the end of the year the organisation had £2.1M more physical cash than it started the 

year with.   
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Income and Expenditure Account (Statement of Income) 

 

The Income and Expenditure Account discloses a surplus of £2,336k against the 

budgeted level of £1,930k for the year.  

 

The main variances to budget are highlighted below: 

 

Rent receivable is higher than budgeted by £16k despite the late completion and 

handover of the properties at Peebles Court, Ayr; and the sale of a dispersed property 

and one shared ownership ‘staircase out’ which had been included in the budget. This 

has been cancelled out by the acquisition of 11 open market purchases supported by 

grant from the Scottish government. These 11 additional properties mean that we have 

managed to exceed the budget for rent receivable for the full year. 

 

Void loss and bad debt are lower than the budgeted figure for the year at 0.75% (budget 

1.25%).  The figure includes £12k for bad debt write off approved by the Board in 

February.  Voids were 0.58% of rent receivable and bad debts were 0.17% on the same 

basis for the year. 

 

Management costs are lower than budget by £14k.     

 

Insurance costs are slightly below budget. Our claims experience is sufficiently low to 

minimise any annual increase in premiums which led to a lower than predicted cost to 

the organisation.   

 

Routine maintenance is under budget by £38k. The Technical Services Manager works 

closely with the Finance Manager throughout the year to monitor this expenditure closely 

and this work is reflected in the positive variance here. Board members are aware of the 

closure in early July 2019 of our primary contractor following the death of their principal 

director.  Our secondary contractor has been able to provide a good service to our 

tenants, but it should be noted that their previously agreed rates are slightly higher than 

the former primary contractor.  Thus, for the period until we appointed a new primary 

contractor, we might have seen some price pressure on this budget head, but this does 

not seem to be the case.  However, there may be some additional accrual required since 

the current lockdown and furlough of some contractors may result late invoices emerging 

in the coming weeks. 

 

Void repairs are over budget by £54k. This expenditure is well above the budget for the 

year since the condition of properties being handed back sometimes results in 

considerable expense.  This is an area which is difficult to manage and to budget for and 

the allocation for this budget has been increased repeatedly over many years. However, 

incidences of tenants making poor quality alterations or simply not looking after the 

property often results in significant expenditure to bring properties back to our lettable 

standard. It should be noted that one property alone cost over £30k to bring back to 

standard but this case is hopefully an exception. 

 

Open Space Maintenance is under budget by £24k.  

 

Interest payable is under budget by £292k.  The UK’s Monetary Policy Committee (MPC) 

last voted to increase the base rate to 0.75% in August 2018 where it remained until 11 

March 2020 when they reduced it to 0.25%. Just days later in response to the growing 

49



national crisis the rate was reduced further to 0.1% on 19 March 2020. This latest cut 

takes the base rate to its lowest-ever level and will benefit us in the early part of the new 

financial year or for as long as it takes to rise again. 

 

Interest Receivable is above budget due to greater cash balances being available.   

 

Illustration of ‘where the money’ has been spent: 

From the income we have generated the percentage split of expenditure is as follows: 

 

Expenditure 2019/20 %age 

Management costs 22.1% 

Insurance costs 0.8% 

Service costs 1.7% 

Routine maintenance (inc voids) 15.3% 

Cyclical and Planned maintenance 3.9% 

Depreciation 11.7% 

Operating Surplus 44.5% 

 

Thus, just under 45p in every £ earned, remained to fund interest and loan payments, 

improvement works and transfers to reserves. 

 

Financial Performance Indicators 

 

The financial performance indicators disclose no cause for concern.  One of the key 

ratios, which the banks hold as a covenant, is Operating Surplus to Interest Payable 

(housing depreciation added back).  This reflects our ability to repay interest and is 

strong at 4.34:1.     

 

Cash to Current Liabilities is well above the accepted threshold of 1:1 level at 2.73:1.  

 

Recommendation: 

 

The Board is asked to approve the Management Accounts for the year ended 31 March 

2020. 
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AYRSHIRE HOUSING

BALANCE SHEET AS AT 31 MARCH 2020

(STATEMENT OF FINANCIAL POSITION)

Year to Year to 

TANGIBLE FIXED ASSETS 31 March 2020 31 March 2019

Housing, land and Buildings

At valuation 63,610,221         59,818,326         

Non housing assets 606,776              608,965              

64,216,998         60,427,291         

CURRENT ASSETS

Rental debtors 154,998     146,304     

Investments -              -

Other debtors and  prepayments 225,157     170,435

Money market deposits 6,483,290 4,350,098

Cash at Bank 39,767 39,938       

Cash in Hand 600 500             

6,903,812 4,707,275

CURRENT LIABILITIES

Rents pre-paid (312,382) (302,525)

Retentions (118,554) (112,449)

Loans due within one Year (1,251,343) (1,044,641)

Other current liabilities (708,149) (468,207)

(2,390,427) (1,927,822)

NET CURRENT ASSETS/(LIABILITIES) 4,513,385           2,779,453           

TOTAL ASSETS LESS CURRENT LIABILITIES 68,730,382         63,206,744         

CREDITORS over one year

Long term loan finance (24,395,527) (21,507,506)

Deferred Income - Grants (2,749,032) (2,749,032)

Other Loans (229,235) (229,235)

Government Loan (300,000) -

SHAPS Pension Liability (601,000) (601,000)

Strathclyde Pension Liability (811,000) (811,000)

39,644,588      37,308,971      

CAPITAL AND RESERVES

Accumulated Reserves 25,571,996         23,236,379         

Revaluation Reserve 14,072,592         14,072,592         

39,644,588      37,308,971      
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AYRSHIRE  HOUSING - CASH FLOW STATEMENT FOR THE YEAR TO 31 MARCH 2020

(STATEMENT OF CASH FLOWS)

Year to

Cash flow statement for the year to 31 March 2020 31 Marxh 2020

£ £

Operating surplus for the year 31 March 2020 3,197,190

Depreciation 867,753

(Increase)/decrease investments 0

(Increase)/decrease debtors (63,416)

Increase/(decrease) in creditors 255,903

(Decrease)/increase in other loans 300,000

1,360,241

Cash flow from operating activities 4,557,430

Returns on investments and servicing of finance:

Interest received 25,114

Interest paid (929,078)

Net cash (out) inflow from returns on investment and finance (903,964)

Capital expenditure and financial investment:

Acquisition and construction of housing properties (7,010,898)

Inprovements to properties (1,492,196)

Housing association grants received 3,831,091

Other grants received 9,805

Sale of housing properties 101,870

Sale of non housing properties 0

Housing association grants repaid (28,827)

Purchase of non housing assets (25,914)

 

(4,615,069)

Cash (out) inflow before use of liquid resources and financing (961,603)

Management of liquid resources 0

Financing

Housing loans received 4,078,935

Housing loans repaid (984,212)

Repayment of finance lease obligations 0

Non Housing loans repaid 0

3,094,723

(Decrease)/increase in cash and cash equivalents 2,133,121
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AYRSHIRE HOUSING 

INCOME AND EXPENDITURE FOR THE YEAR ENDED 31 MARCH 2020

(INCOME STATEMENT)

ANNUAL BUDGET Actual Budget Variance Annual

£ £ £ £ Per Unit

INCOME

7,171,702 Rent receivable 7,188,118    7,171,702    16,416

89,646 Voids and Bad Debts 53,766          89,646          35,880

7,082,056 7,134,352    7,082,056    52,296

13,966 Garage income 13,966          13,966          0

24,000 Owners recoveries 24,145          24,000          145

7,120,022 7,172,463   7,120,022   52,441

OPERATING COSTS

1,596,151 Management 1,581,710    1,596,151    14,441 979£       22.1%

60,000 Insurance Costs 55,891          60,000          4,109 35£         0.8%

121,000 Service Costs 123,000        121,000        (2,000) 76£         1.7%

802,000 Routine Maintenance 764,037        802,000        37,963 473£       10.7%

145,000 Cyclical Maintenance 146,411        145,000        (1,411) 91£         2.0%

159,500 Open space maintenance 135,696        159,500        23,804 84£         1.9%

275,000 Void Repairs 328,877        275,000        (53,877) 204£       4.6%

821,300 Depreciation - Housing Properties 839,651        821,300        (18,351) 520£       11.7%

3,979,951 3,975,273   3,979,951   4,678 55.4%

3,140,071 OPERATING SURPLUS 3,197,190   3,140,071   57,119 44.6%

0 Gain/(Loss) on Sale of properties 42,391 0 42,391

3,140,071 3,239,580    3,140,071    99,509

(1,221,082) Interest Payable (929,078) (1,221,082) 292,004

11,000                         Interest Receivable 25,114 11,000          14,114

(1,210,082) (903,964) (1,210,082) 306,118

1,929,989                Overall Surplus 2,335,616   1,929,989   405,627

1,929,989                Retained in General Reserve 2,335,616   1,929,989   405,627 
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AYRSHIRE HOUSING

FINANCIAL PERFORMANCE INDICATORS

FOR THE YEAR TO 31 MARCH 2020

Year to Year to Year to Year to Year to Year to TARGET INDICATES

31-Mar-20 31-Mar-19 31-Mar-18 31-Mar-17 31-Mar-16 31-Mar-15 High/Low

KEY FINANCIAL INDICATORS

Current assets : Current liabilities 2.89 2.58 2.43 3.67 3.31 4.19 High Ability to pay short term debts

Cash : Current liabilities 2.73 2.41 2.24 3.41 3.11 3.72 High Ability to pay short term debts

Gearing Ratio (loans divided by reserves) 0.65 0.60 0.64 0.79 0.83 1.09 Low Financial strength

Income on lettings : Interest payable 7.74 7.53 5.18 5.74 5.55 5.29 High Ability to repay interest

Average Cost of Capital 3.67% 3.96% 4.06% 4.20% 4.17% 4.17% Low Financial strength

Average debt per unit £14.01k £13.43k £14.1k £16.8k £17.8k £18.0k Low Financial strength

Operating Surplus : Interest payable 3.44 3.49 2.34 2.57 2.58 2.52 High Ability to repay interest

Operating surplus plus depreciation : Interest payable 4.34 4.38 2.95 3.25 3.24 3.12 High Ability to repay interest

Operating surplus % turnover 45% 46% 45% 45% 46% 48% High Operating efficiency

CORE BUSINESS INDICATORS

Rent arrears % annual rent receivable 2.2% 2.2% 2.2% 2.0% 4.6% 4.9% Low Efficiency of rent collection

Void losses % rent receivable 0.58% 0.4% 0.6% 1.2% 1.6% 0.9% Low Efficiency of lettings

Bad debts % rent receivable 0.17% 0.2% 0.2% 0.6% 0.6% 0.2% Low Efficiency of rent collection

Management costs % rental income 22.05% 21.5% 21.6% 21.2% 19.5% 20.0% Low Cost effectiveness of management

All Maintenance costs % rental income 20.9% 19.4% 20.4% 20.3% 19.5% 19.8% Low Adequacy/efficiency of repairs programme
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Ayrshire Housing

Covenant Information for the year ended 31 March 2020

          

              

                

 

    

       

                   

Ayrshire Housing

Covenant Information for the year ended 31 March 2020

        

        

                   

          

              

Ayrshire Housing

Covenant Information for the year ended 31 March 2020

           

          

       

Allia - confirmation of position as at 31 March 2020
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Board Meeting – Wednesday 29 April 2020 

Agenda item: 8b 

Subject: Confirmation of Private Finance for new developments 

Prepared by Alan Park 

For noting 

 

Confirmation of Private Finance for new developments 

This report is prepared in accordance with our Treasury Management Policy, section TMP4 

and takes cognisance of TMP 1 – Risk Management and follows the guideline in Annex 1 

- Schedule of Approved Lenders. 

 

 

 

 

  

 

 

 

 

   

 

 

 

 

 

 

 

 

 

 

 

 

 



 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

           

           

           

           

           

           

           

           

           

           

           

           

           

           

           

       

 

         



Recommendation 

The Board is asked to note that the second tranche of the  

 will be drawn in the terms set out above and hereby 

delegate authority to Jim Whiston and Alan Park to finalise all details together with the 

completion of the loan and draw down documentation in due course. It is also 

recommended that the Board approves the appointment of our solicitors, Addleshaw 

Goddard, to carry out due diligence on Ayrshire Housing’s behalf in relation to this 

borrowing. It is further recommended that all commercially sensitive information in this 

report is not published. 
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Board Meeting – Wednesday 29 April 2020 

 

Agenda Item: 9 

 

Subject: Operational matters 

 

Prepared by: Jim Whiston 

 

For noting 

 

  

Coronavirus issues (including health and safety) 

 

Regular updates on the association’s response to the Coronavirus (Covid-19) pandemic 

are being provided to the Board on Basecamp. Guidance has been given to staff on 

homeworking including the importance of taking regular breaks. We will apply tools as 

part of the Healthy Working Lives programme to assist the maintenance of staff 

wellbeing.  

 

The limited requirement for working in the office (eg in connection with the mail) is being 

carefully managed to ensure that social distancing is maintained. 

 

We have been able to maintain levels of work for all of the staff team.  

 

Tenants and members of the public should experience a normal level of communication 

when they contact us by telephone or by email.  

 

See also the separate reports on housing management and maintenance delivery and 

below on notifiable events. 

 

Board effectiveness and governance 

 

A report is included in the papers for this meeting on the recent review process.  

 

Eydent  

 

The briefing session on health and safety took place on 4 March. Further activity will 

depend on a return to normality although we liaise for tips on, for example, remote 

working and meeting. 

 

Training opportunities within Ayrshire Housing 

 

We continue to provide one to two school placements each year. So far, we have hosted 

one pupil.  

 

Staffing issues 

 

See the note on our Coronavirus response above. 
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Staff pension schemes 

 

There is nothing to report since the last Human Resources Committee. 

 

Audit Committee  

 

There is nothing to report since the last meeting. 

 

Community engagement and publicity  

 

The Community Grants scheme continues to be promoted. It is suggested that there is a 

discussion regarding the scheme either at a standalone Committee meeting or a Board 

meeting once the current restrictions have passed. In the interim, we may want to look at 

financially supporting some of the organisations that we traditionally make donations to 

each year. 

 

The following activities have received press or social media coverage since the last 

meeting: 

 

Our attendance at a women in housing event has received coverage in the specialist 

social media. 

 

In addition, Jim Whiston spoke at a seminar on the Place Standard community 

engagement and design tool using the example of our Lochside project. He has been 

asked to repeat the presentation at the Glasgow and West of Scotland Forum of Housing 

Associations regeneration conference in June (now cancelled unfortunately). 

 

Notifiable events and disposals 

 

The Scottish Housing Regulator has been informed of our reduced service arrangements. 

The Regulator is asking us to submit a return each month on the impact of the 

Coronavirus restrictions. This covers information on arrears, voids and our cash position.  

 

The position on gas safety checks will be carefully monitored to ensure that we are 

conforming to the advice issued by the Health and Safety Executive and Gas Safe (the 

registration body for the gas installation industry). The reasons for any failures to 

maintain a current safety certificate will be carefully recorded with our contractor to 

ensure that we are taking reasonable steps to comply with the regulations in the current 

circumstances.  

 

There have been no disposals. 

 

A consolidated report on notifiable events and disposals in 2020 will be given to the 

Audit Committee in February 2021.  

 

 

 

 

60



 

 
Board Meeting – Wednesday 29 April 2020  

 

Agenda Item: 9a 

 

Subject: Board and Director effectiveness 

 

Prepared by:  Caroline Donald and Jim Whiston  

 

Recommendation: to consider a change to the Policy and to review the Committees 

 

Introduction 

The purpose of this report is to confirm the outcomes of the annual Board Effectiveness 

Reviews and provide recommendations on the findings from this process. It also makes 

proposals for the development of a new training plan and the structure. Finally, an update 

on the Director’s review process is given.  

 

A full Board effectiveness review is undertaken every two years. As a full review was carried 

out during 2019 the Board members were not asked to complete a full appraisal form, but 

a meeting was held to review progress against last year’s review and to update any training 

and/or support needs. One Board member completed a full review as they had recently 

joined the Board and were not part of the last review process. 

 

One Board member did not undertake a review as they are currently on a leave of absence.  

 

Process 

The review process commenced in February 2020. A copy of the previous years’ review 

and feedback were issued to 9 Board Members and a full review form to one.    

 

The meetings were scheduled as follows: 

 

Board Member Date/Time 

 

Kenny George 13th February 2020 at 10.00am 

Georgina Dawson 13th February 2020 at 11.30am 

Myra Nicol 13th February 2020 at 2.00pm 

Mike Tomlinson 13th February 2020 at 3.30pm 

Robert Pyper 17th February 2020 at 10.00am 

Amanda Bryan 17th February 2020 at 11.30am 

Frances Maguire 19th February 2020 at 2.00pm 

David Porte 19th February 2020 at 4.00pm 

Rhonda Leith 28th February 2020 at 4.00pm 

Simon Leslie 28th February 2020 at 5.00om 

Gemma Collins 17th April 2020 at 11.00am 

 

The Chair’s review was undertaken by a panel comprised of the Vice Chairs – Rhonda Leith 

and Kenny George.  
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The review meetings were all structured around the layout of the appraisal form and any 

additional points within the previous year’s feedback forms (where applicable).  The Chair 

queried any scores where he thought these did not reflect the experience of a member at 

Board meetings. 

 

The meetings lasted around one hour each.  A note of the meeting was taken by Caroline 

Donald who created a typed record.  This was passed firstly to the Chair for review and was 

emailed to individual members for their comments and/or approval and for them to 

confirm it is an accurate record of the meeting.  A hard copy of each meeting note will be 

signed off by the Chair and each Board member as soon as possible and will be kept in a 

secure location.  

 

Outcomes 

The Chair conducted comprehensive reviews for all other Board members and Caroline 

Donald attended to record the meetings.  From these meetings we were able to gather 

information about training and support needs and how these could be delivered, as well 

as some positive suggestions to improve the effectiveness of the Board as a whole.  

 

The information provided will be set out in anonymised training plans for individuals, small 

groups and the Board as a whole.  

 

A record of any matters that Board members feel are important for them to consider have 

also been included within this report.  

 

Overall Board members felt that their skills across the individual sections within the review 

had improved from last year. 

 

Peer review of the Chair’s effectiveness was very positive.  

 

Analysis  

 

Personal Details 

 

Factor General 

Gender 5 Male and 6 Female 

Years of Service Ranged from 5 months to 10 years.  Average service is 3.5 years. 

Employed 4 Employed 

6 Retired 

1 Other (full-time student) 

Anticipated future 

period of service 

2 members of the Board indicated their intention to step down at 

the AGM. 

7 more than 3 years 

2 less than 3 years 

 

The Chair asked all members to give a brief overview of their careers and listed below are 

the mix of skills brought to the Board: 

 

• Project Management 

• HR (including staff supervision) 

• Adult education and literacy 
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• Policy Development 

• Budgeting and budget responsibility 

• Finance 

• Academic research and publication 

• Teaching 

• Land Acquisition 

• Town Planning (including experience of working in local authority planning 

departments) 

• Engineering  

• Energy Efficiency 

• Manufacturing 

• Management/Leadership 

• Funding applications 

• Community engagement 

• Community safety (including ASB management) 

• Running/involvement in community projects  

• Youth work 

• Health & Safety  

• Accessibility Audits 

• Equalities 

• Law 

• Design 

• Sales and marketing 

• Designing and running training courses. 

 

The Board remain almost balanced in terms of gender and economic activity and members 

bring with them a wide range of skills.   

 

The Board still remains relatively young, with an average of 3.5 years’ experience.  With 

the two longest serving members indicating their intention to step down at the AGM it is 

important that we retain and continue to develop our existing members so that they can 

manage the association’s affairs effectively when these more experienced members retire 

and are able to support new members as they join.  

 

Personal Attributes 

 

Board members in the main indicated that they feel their skills have improved in this area.   

 

Preferred Methods of Training: 

Board members would prefer in-house training before or during the normal Board 

meetings.   

 

One member asked about the possibility of online training and it was agreed that this 

would be investigated.  In addition, it was agreed that a Board training area would be 

created on Basecamp to give members access to information on courses/events attended 

by other members.    

 

Most members felt that they should try to attend more external training events and 

conferences over the coming year. 
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Aspirations: Office Bearers Roles 

 

Vice Chair 3 

Chair  2 

 

Board members on the whole feel very positive about relationships within the Board and 

with senior staff members.  In the main, Board members feel able and confident to 

constructively challenge senior staff members. 

 

Performance Management 

 

Most Board members indicated that their scores in this area would show a slight 

improvement. 

 

Members still struggle to attend training events and committee meetings.   

 

All members agreed that committee meetings have been poorly attended.  There is a clear 

need to consider ways to increase attendance at committees and to formalise the 

committee structure. 

 

Two members felt less confident with their scrutiny of finance and audit reports.  It was 

agreed that a training session would be organised with Alan Park to go through some of 

the reports he presents in “lay” terms.  

 

All members felt that annual training in Regulation and Governance was vital.  

 

Strategic Leadership and Compliance 

 

Scores remained consistent with last year’s review.  The Board overall feel confident in 

their roles and responsibilities.  They are keen to spend some time reviewing the format 

and content of Board papers/meetings with a view to spending more time focusing on their 

strategic objectives.  

 

Board members are aware of the importance of governance and regulation, even more so 

after this year’s Annual Assurance Statement.  All members feel they would benefit from 

annual training in these areas.   

 

Several Board members were keen to increase their knowledge in Housing and Technical 

Services.   It was noted that a session had be arranged with the Head of Housing and 

attendance at this session was encouraged.  

 

The new Development Committee has greatly improved Board members knowledge about 

the development process.  

 

Board members felt there was an urgent need to look in more depth at succession 

planning for Board members and senior staff.   

 

Effectiveness of the Board, Committees and Chairperson 

 

Scores in this area remained the same.  Board members are aware of their responsibilities 

in relation to meeting preparation and participation, but some members struggle to find 
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the time to review their papers prior to Board meetings.  Going forward it was agreed that 

the Chair would reiterate the importance of attendance and preparation for meetings and 

committees and meeting etiquette.  It was felt that this would be a useful annual exercise.  

 

All Board members were given a gentle reminder to address all questions through the Chair 

to ensure that all members are given an opportunity to be heard.   The Chair encouraged 

the “quieter” members of the Board to speak out more.   

 

Chair 

All Board members were positive about the role played by the Chair and his ability to 

conduct the meetings.  

 

Participation in Committees 

 

Board members were pleased that a timetable had been introduced for committee 

meetings but still feel that attendance could be improved.  Several members commented 

that the committees do not appear to have a formal structure – i.e., no appointed chair 

and different members attending each meeting.   

 

One Board member noted that the Tenancy Matters committee is currently an ad-hoc 

committee.  Cases come along and decisions are made at short notice.  They expressed 

concern that this could appear too casual given the serious nature of what is addressed 

at these committees.  There was a feeling that it would be better to schedule these 

meetings monthly and then cancel them if they are not required. 

 

The Board as a whole feel that a discussion around committees need to take place.  

 

TRAINING AND DEVELOPMENT PRIORITIES 

 

The table below highlights the individual, group and whole Board training/development 

needs identified through the review process. 

 

Individual 

Bespoke training to prepare for the role of vice-chair (carried over from 2019) 

Look into CPD sessions run through the Energy Agency. 

Basecamp and ICT training. 

Attendance at Eydent, conferences and other office bearer groups.  

Continue to expand knowledge through relevant publications.  

Role of the Chair.  

 

Group 

Session with Alan Park looking at financial statements.  

Training on how to chair meetings.  

Training on housing legislation.  

Pensions.  

Scottish Social Housing Charter.  

 

Whole Board 

Training on Governance and Regulation (annual) 

Role of Committees (for Board and Staff) 
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Annual Health & Safety briefing.  

 

BOARD DEVELOPMENT PRIORITIES 

 

Induction 

• Fine tune the induction process.  

• Establishment of a “Buddy System” – carried over from 2019 reviews. 

• Support for new members with meeting preparation. 

 

Board and Committee Meetings 

• Encourage participation for all.  

• Look at how we present development – visual representation would be beneficial, 

consider the use of a design board.  

• Reminder to all Board members about their commitment to attending Board and 

committee meetings.  

• Review of Committees. 

• Review of frequency of reporting and content of Board papers.  

• Basecamp group for office bearers. 

• Review of meeting etiquette.  

• Clarity for Board on senior staff objectives and performance management (carried 

over from 2019). 

• Review frequency or introduce more formal arrangements for the Tenancy Matters 

Committee (carried over from 2019). 

• Expenses forms to be issued with Board papers.  

• Staffing updates to be included in Board papers.  

• Overview of Board members backgrounds.  

• Look at community member (non-Board) skills, consider co-option if required.  

• Review of Board papers and frequency of reporting.  

 

Training 

• Develop on-line training options.  

• Shadowing for Board members.  

• Attendance at Eydent and other external training courses.  Consider longer-term 

Board members providing support for attendance.  

• Board training area within Basecamp. 

 

General 

• Improved networking.  

• Review format of Business Planning away day including mechanisms for feedback. 

• Succession planning for Board and senior staff (carried over from 2019) 

• Discussion about the Hub.  

• Review of our community engagement and increase community involvement.  

• Visit to Developments while on-site.  

• Trips to other housing associations.  

 

2019-2020 Training Plan Outcome 

The table below confirms that the training plan was largely delivered. It is recommended 

that the outstanding topics are delivered through inhouse and if required online briefings 

during the remainder of the 2019-2020 Board session. 
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 Topic Delivery Comment 

▲ Tendering and 

procurement 

Extended presentation of the 

annual Procurement Review. 

Delivered – April 

2019 

▲ Design standards Briefing with external speaker. Delivered – April 

2019 

▲ Framework for 

Development activity 

including the hub 

Briefing to set agenda for 

Development Committee.  

Delivered – April 

2019 

▲ Community Engagement Briefing or visit to another 

association. 

Briefing delivered 

– April 2019 

▲ Equality and human 

rights 

Extended presentation at the 

Audit Committee. 

Delivered – June 

2019 

▲ Life cycle costs Extended presentation of Asset 

Management Plan to the Board. 

Briefing session 

delivered – 

September 2019 

▲ Financial regulations and 

loan covenants 

Extended presentation as part 

of the Management Accounts 

presentation. 

Delivered – August 

2019 

▼ Chairing skills External trainer for briefing 

session.  

Outstanding 

▼ Board and staff roles Board and staff event. Outstanding 

▲ Regulatory Standards 

and Framework 

Review at October Board to 

coincide with the Assurance 

Statement and new Board 

session. 

Delivered (plus 

Eydent briefing) – 

October 2019 

▲ Standing orders, codes of 

conduct and benefits 

policy. 

Presentation during Board 

meeting. 

Delivered – 

November 2019 

▲ Health and safety Extended presentation within 

the Health and Safety 

Committee. 

Briefing – March 

2020 

▲ Tenancy Management Briefing session to support 

members of Tenancy Matters 

Committee. 

Briefing – March 

2020 

▲ Insurances Include within the Budget 

presentation. 

Delivered – 

February 2020 

▼ Budget setting and 

controls 

Briefing session. 25/3/20 briefing 

cancelled due to 

office closure. 

▲ Risk management Extended presentation within 

the Business Plan review. 

Delivered – 

February 2020 

▼ Performance 

management/scrutiny 

Board presentation on 

performance framework and 

target setting. 

Due for delivery 

April 2020 

 
2020-2021 Training Plan 

It is recommended that the Board Effectiveness Policy is amended to align the delivery of 

the annual training plan with the Board session (ie October to September). This would allow 

the plan to sit neatly within the programme of meetings outlined in Board meetings and 
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development handout. It would also conveniently provide time for the outstanding 2019-

20 topics to be addressed.  

 

In the current policy, it states “Training Plan approved by the Board - May” (section 10.) It 

is suggested that this is changed to “The Training Plan for the forthcoming session 

approved by the Board – June”. 

 

On this basis a draft training plan would be presented in the next quarterly Board 

effectiveness report in June. This would be based on the topics identified in the individual 

reviews and include other local training opportunities, eg through the Energy Agency, 

Eydent and VASA. 

 

Committee structure 

A number of weakness in the existing structure have been identified:  

 

• Limited attendance. 

• A lack of core memberships. 

• In some cases, no standing chair.  

 

It is suggested that the following measures could be tried: 

 

• Attendance levels and membership consistency: utilise video conferencing either 

as a substitute for physical meetings or as a well-developed addition.  

 

• Chairs: appoint chairs at the June Board meeting including for those committees 

that meet infrequently (ie the Tenancy Matters and Community Grants 

Committees). Repeat this process in October for the 2020-21 session. 

 

• The Tenancy Matters and Community Grants Committees should meet at least once 

a year linked to training and policy development. They should be a particular focus 

for experimenting with online meetings to ensure larger and more consistent 

attendances at ad-hoc meetings.  

 

Director’s Review 

Following the timetable developed with the support of Karen Anderson, the 2020 review 

should be completed in May with a report on the process and the objectives agreed with 

the Director presented to the June Board meeting.  

 

Recommendation 

The Board is asked to note the satisfactory of outcome of the review process.  

 

It is recommended that the Board Effectiveness Policy is amended with regard to the 

timing of the training plan. It is also recommended that the Policy is next reviewed in 

January 2022 to align with the next major review of the Business Plan.  

 

The Board is also asked to consider the above proposals with regard to the Committee 

Structure.  
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Board Meeting – Wednesday 29 April 2020 

 

Agenda Item: 9b 

 

Subject: Annual Procurement Report 

 

Prepared by: Jim Whiston 

 

Recommendation: to approve the Report and to amend the Strategy accordingly. 

 

Introduction 

 

We are required to produce an annual report on our procurement activity. 

 
This report should be read in conjunction with the association’s procurement strategy. 

The report provides a summary of regulated procurement activity and associated practice 

development since the previous report which was published in April 2019. It also contains 

an action plan for the period 1 April 2020 to 31 March 2021. It is intended to replace the 

previous Procurement Report (and action plan) annexed to the Strategy. 

 
Reactive Repairs and planned maintenance 

 
The following table lists the current regulated procurements: 

 
Provision  Contractor End date 

(including 
options) 

Est. yearly 
spend 

Reactive repairs/small 
works (primary 
contractor) 

Turner Property Services April 2025 £730,000 

Reactive repairs/small 
works (secondary 
contractor) 

ACATCH Environmental & 
Property Services Ltd 

October 2023 £275,000 

Gas servicing 
 
 

James Frew Ltd 
 

September 2023 
 

£90,000 

Landscaping Tivoli Group Ltd April 2024 £50,000 

Legionella assessments Integrated Water Services February 2023 £14,000 

Asbestos sampling Vega Environmental 
Services 

March 2023 £9,000 

Fire control equipment Kilpatrick Blane Services March 2024 £9,000 

Close cleaning ACATCH Environmental & 
Property Services Ltd 

January 2024 £35,000 

EPC certificates Allied Surveyors Scotland 
PLC 

January 2024 £2,600 
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Provision  Contractor End date (including 
options) 

Est. yearly 
spend 

Electrical works and testing Invincible Fire & Security January 2024 £6,000 

Lift maintenance  Consultant Lift Services 
Ltd 

December 202 £5,600 

 
Tendering exercises are planned for bathroom, re-wiring, heating, door, window and 
kitchen replacements, and painter work (see actions below). 
 

 

General goods and services 
 

 

There have been no regulated procurements in these areas. 

 
As noted below in the Action Plan, any significant procurements will be identified as 

part of the 2021-22 budget preparation. At the present time, it is not envisaged that any 

regulated procurement exercises will require to be initiated in the period to 31 

March 2021. 

  
Built environment professional services 
 

 
Following 2018 tendering exercises, EU compliant frameworks are in place for: 

 

Consultant Architects (and principal designers): 

 

ARPL Architects * 

Austin-Smith:Lord * 

Do-Architecture * 

John Gilbert Architects * 

LMA Architects  

Page\Park * 

 

Consultant Structural Engineers: 

 

AJ Balfour Associates 

Clancy Consulting * 

David Narro Associates * 

G3 Consulting Engineers * 

 

Consultant Quantity Surveyors: 

 

Ewing Somerville Partnership * 

Langmuir and Hay * 

NBM Construction Cost Consultants * 

TCS Construction Consultants * 

Thomson Cost Consultants  

 

These frameworks have effect to June 2022. 

 

During 2020-2021, a call-off exercise selected Do-Architecture, Austin-Smith:Lord and John 

Gilbert Architects to provide architectural services for three forthcoming development 

projects. 
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*call-off award since framework was established. 

 
Major Works 

 

During 2019-20, an EU compliant framework for major works was created following a 

competitive process. The following contractors were appointed: 

 

3B Construction Ltd 

Ashleigh (Scotland) Ltd 

CCG (Scotland) Ltd 

Cruden Building and Renewals Ltd 

JR Construction (Scotland) Ltd 

McTaggart Construction Ltd 

Stewart and Shields Ltd 

 

The framework will have effect to January 2024 

 

There were no appointments (call-offs) during the year. 

 

Community benefits 

 

All regulated procurement tenderers are assessed on their commitment to provide 
community benefits. Benefits include employment and training opportunities, school and 
college liaison and general community support.  

 

During 2019-20 the following benefits were given by CCG as part of a new build project: 

 

• Two jobs specifically recruited locally through the Ayr Job Centre. 
• Education engagement with the adjacent nursery and Ayr College. 
• Provision of design and management services for a social services project at no 

additional cost.  

 

Fair work practices 

 

All regulated procurement tenders are assessed on their fair working practices. Three 
suppliers are currently Living Wage Foundation accredited – Do-Architecture, John Gilbert 
Architects, and Page\Park.  

 

Action Plan 

 
The following work continues to ensure the application of the association’s           

Procurement Strategy.  

 

This follows the headings of the previous years’ action plans.  

 

Practice development 

• We continue to use the Procurement Journey to ensure that each 

regulated procurement reflects best practice. 

 

• We continue to implement the following recommendations of an audit of our processes 

by Scottish Excel: 
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• Procurement responsibilities should be included in all relevant job descriptions and 

inclusion of procurement to induction process. 

 

Action: Job descriptions and inductions for new appointments have been adjusted 

accordingly.  

 

• Contract and Supplier Management approach should be embedded throughout the 

organisations.  

 

Action: Contract administration arrangements are in place for all service and works 

contracts. These provide for regular review and quality assurance meetings with 

contractors. 

 

• Tender evaluation process should include segregation of duties to ensure quality 

and cost submissions are scored separately.  

 

Action: procedures have been introduced to ensure such a separation. These are 

being included in a revision to the tendering procedures. 

 

• Evaluation and recording of commercial decisions to help determine value for 

money and develop understanding of detailed spend decisions.  

 

Action: Board reporting with regard to service and financial performance has been 

extended. With the recent tendering exercises, the majority of significant 

expenditures have been subject to detailed quality and price assessments. A 

standalone Development Committee allows a greater focus on specification and 

value for money, for example through an up to date Design Guide. 

 

• We apply a matrix of desired community benefits to encourage and monitor 

their delivery in regulated contracts and call-offs from individual frameworks.  

 

• We maintain a contracts register on PCS to allow easy public access. There is a link 

from the association’s website to ensure easy access for the general public. A full 

list of all current and recent suppliers of whatever scale is included within the 

Entitlements, Payments and Benefits Policy available on the website. In addition, a 

return is made to the Scottish Government on procurement activity. 
 
Reactive Repairs and planned maintenance 
 
• We are considering tendering exercises for bathroom, re-wiring, heating, door, window 

and kitchen replacements, and painter work 
 
Major works 
 

• Subject to funding and approvals, we may make approximately 3 call-offs from the above 

framework. These are likely to have a value of £15 millions. There will potentially be a 

similar level of activity in the following three years. 
 

One-off and general procurements 

 
• We will identify regulated procurement activity as part of the 2021-2022 budget 

preparation. 
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• We will continue to review whether any longstanding service arrangements should be 

subject to retendering based on an assessment of the value for money of the 

current suppliers. 

 

Recommendation 

 

It is recommended the Procurement Strategy is amended to include the above report as an 

annex.  
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Board Meeting – Wednesday 29 April 2020  

 

Agenda Item: 9c 

 

Subject: Social Media Policy  

 

Prepared by:  Caroline Donald  

 

Recommendation: to approve the Policy. 

 

Ayrshire Housing’s Social Media Policy and associated Guidelines will provide a framework 

for Board and staff members to assist them when using our social media platforms. The 

Policy is designed to protect our online reputation, privacy, confidentiality and the interests 

of our current, past and potential projects, employees, Board members and stakeholders.   

 

Although the Policy covers all social media platforms, we only currently engage with 

Facebook and Twitter.  

 

The Policy aims to encourage employees and Board members to get involved in sharing 

information. We will use our social media platforms to:   

 

• provide information about the association’s activities and services; 

• seek feedback on the services we provide and on our performance; 

• share related information which may be of use to our tenants and other stakeholders; 

• share our achievements and success stories; 

• contribute to campaigns and debates on housing related matters; 

• increase our access to harder to reach groups who may be more active online; and 

• promote discussion with our tenants and other stakeholders on topics related to our 

service delivery.  

 

The Policy will be reviewed every three years or earlier where there is a requirement or 

legislative change.  

 

The Board are asked to approve the Policy and associated Guidelines. 
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SOCIAL MEDIA POLICY 
 

1. Introduction 

 

1.1 Each day thousands of people take part in online conversations through social 

media platforms.   

 

Ayrshire Housing recognises the importance of these platforms as a business tool 

to assist us to participate in online conversations with our tenants and other 

stakeholders.  

 

We are committed to ensuring that our staff and Board members use social media 

in the right way just as we would do with traditional media.    

 

1.2 This Policy should be read in conjunction with our Social Media Guidelines 

(Appendix 1). 

 

1.3 This Policy and its associated Guidelines apply to both Ayrshire Housing social 

media and staff and Board member personal social media accounts.  

 

2. Definitions 

 

2.1 ‘Social media’ is the term used to describe forms of electronic communication 

(such as websites for social networking) through which users can interact with each 

other in various ways, through sharing content, opinions, knowledge and interests.   

 

In doing so, it offers the potential for direct, two-way communication and 

engagement.   

 

The association currently use Facebook and Twitter. 

 

2.2 ‘Named staff’ are employees who have been trained in social media for business 

use and have been assigned the role of administrators.  Only ‘named staff’ will be 

permitted to represent us on social media platforms.  These employees are the: 

 

• Director; 

• Performance & Quality Manager; 

• Performance & Quality Assistant; and 

• Administration Assistant.  

 

2. Policy Statement and Objectives 

 

2.1 We will use our social media presence to post regular content covering the following 

areas: 

 

• information about the association’s activities and services; 

• to seek feedback on the services we provide and on our performance; 
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• to share related information which may be of use to our tenants and other 

stakeholders; 

• to share our achievements and success stories; 

• to contribute to campaigns and debates on housing related matters; 

• to increase our access to harder to reach groups who may be more active 

online; and 

• to promote discussion with our tenants and other stakeholders on topics 

related to our service delivery.  

 

2.2 This Policy sets out how we will use social media.  It lists the standards, for staff 

and Board members to follow when using social media for business purposes.   

 

2.3 The Policy will help to mitigate some of the risks associated with the use of social 

media.  It is designed to protect the reputation, privacy, confidentiality and interests 

of Ayrshire Housing and our current, past and potential projects, employees, Board 

members and stakeholders.  

 

3. Links to Other Policies 

 

3.1 This Policy should be read in conjunction with the following policies: 

 

• Corporate Complaints Handling Procedure; 

• Staff Code of Conduct; 

• Board Code of Conduct; 

• Dignity at Work Policy; 

• Freedom of Information and Environmental Information Policy; 

• Guide to Information; 

• Equalities and Human Rights Policy; 

• General Privacy Notice; 

• Disciplinary Policy; and  

• Tenant Participation Strategy. 

 

4. Scope of the Policy 

 

4.1 This Policy applies to all staff and Board members.   

 

4.2 A core of ‘named staff’ will be responsible for the management of all social media 

content produced on behalf of the association.  This is to ensure that the content 

is consistent with our mission, values and vision and that it does not conflict with 

information already being communicated through more traditional media.  

 

4.3 ‘Named staff’ will be given appropriate training to ensure they feel confident posting 

online. 

 

4.4 The association will ensure that resources are provided to monitor our social media 

interactions and to ensure that any contact is responded to in a prompt and 

accurate manner. 
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5. Roles and Responsibilities 

 

5.1 The Director will have overall responsibility for the association’s social media 

platforms. 

 

5.1 ‘Named staff’ will: 

 

• Be aware and recognise their responsibilities as defined within this Policy 

and comply with the association’s Social Media Guidelines (Appendix 1); 

• Take personal responsibility for any content published on any form of social 

media.  

• Not use Ayrshire Housing’s social media for personal reasons.   Any reports 

of inappropriate activity will be investigated.  

• Ensure they are confident about the nature of information they publish.  

Social media sites are within the public domain.  Permission must be sought 

if you wish to publish or report on meetings or discussions that are meant 

to be private.   

• Ensure that individuals are not identified without their approval and ensure 

that the correct consent has been obtained.  

• Ensure that any posts comply with the data protection principles. 

• Report any safeguarding concerns about other site users; 

• Ensure that they do not use insulting, offensive or racist language or engage 

in any conduct that would not be acceptable in the workplace.  Staff should 

show consideration for others’ privacy and for topics that may be considered 

objectionable or inflammatory – such as politics or religion.  

• Identify themselves as part of the association and only use email addresses 

provided to them by Ayrshire Housing.  In doing so, they should be aware 

that any views expressed by them will reflect on the association.  

• Report any threats, abuse or harassment from members of the public using 

the association’s accident, incident or near miss reporting procedures.  

• Remove, as soon as it is discovered, any contact which is rude, offensive or 

insulting.  

• Not download any software, shareware or freeware from any social media 

sites.  

• Understand that ownership of all Ayrshire Housing social media accounts 

rests with the association and that they will not be able to take any accounts, 

networks or contacts established as part of their role with them should they 

leave Ayrshire Housing’s employment.   

• Not create social media accounts without the agreement of the Director. 

• Respect any copyright, fair-use and financial disclosure laws.  

 

Personal Social Media Accounts 

 

5.2 Personal social media accounts are the responsibility of the individual who creates 

and uses them, and Ayrshire Housing takes no responsibility for these.  However, if 

you choose to make your personal profile public, be mindful that your digital identity 

could be traced back to your work with Ayrshire Housing.  Staff and Board members 

should be cautious before putting anything on posts which may damage our 

reputation or breach our Social Media Guidelines.  Social media is just another form 
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of communication but with one exception, this communication is much more public 

and is accessible to both solicited and unsolicited views.    

 

5.3 You must not use your personal social media account(s) to criticise your colleagues, 

Board members, our tenants or other stakeholders.  You must not say anything 

which would bring Ayrshire Housing and its work into disrepute. 

 

5.4 You must not reveal private, confidential or “in confidence” information relating to 

Ayrshire Housing. 

 

5.5 Ayrshire Housing’s logo is the property of the association and should not be used 

on any personal social media accounts. 

 

6. Disciplinary Action 

 

6.1 Staff and Board members should be aware that any reports of inappropriate activity 

linked to them will be investigated.   Any breaches of this Policy or Guidelines may 

lead to Ayrshire Housing’s social media access being withdrawn and action being 

taken under the codes of conduct and our Disciplinary Policy.   

 

Serious breaches of this Policy by staff will amount to gross misconduct and may 

result in dismissal.   

 

6.2 Disciplinary action may be taken regardless of whether the breach of these 

guidelines is committed during working hours and regardless of whether you used 

personal equipment to access social media platforms.  Anyone suspected of 

committing a breach of the Social Media Policy or Guidelines will be expected to 

cooperate with investigations.  

 

6.3 Staff or Board members may also be required to remove any online postings which 

are deemed to constitute a breach of the Social Media Policy or Guidelines.  Failure 

to comply may result in action being taken against the individual against the codes 

of conduct or the Disciplinary Policy.  

 

6.4 The following areas will be considered as a breach and could result in disciplinary 

action (these areas refer to both the association and personal social media 

accounts): 

 

• Posting comments or images which could be found by others to be offensive; 

• Causing a serious breach of security or confidentiality (including misuse or 

disclosure of confidential information); 

• Using social media in a way that could bring the association into disrepute; 

• Making negative comments about the association’s business activities. 

Board members or employees; 

• Posts which could cause offence or damage to the reputations of our 

tenants and other stakeholders; and  

• Deliberate misuse of the association’s property. 

 

This list is not exhaustive.  
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7. Freedom of Information  

 

7.1 A person or organisation has the right to request information and Ayrshire Housing, 

as a “public body” has a legal obligation to comply with this requirement under the 

Freedom of Information (Scotland) Act 2002. 

 

7.2 Ayrshire Housing has systems in place to handle these requests and an email 

address through which information requests can be submitted.  However, it is still 

possible that Ayrshire Housing’s social media accounts might be used to submit a 

Freedom of Information request.   

 

7.3 ‘Named staff’ should screen all social media content.  If they constitute a valid 

request for information these should be passed immediately to the Head of 

Finance.  A valid request must state the name of the applicant and an address for 

correspondence. It must also describe the information being requested.  

 

8. Equalities and Human Rights 

 

8.1 Ayrshire Housing is committed to equal and fair treatment of all sections of the 

community.  Accordingly, no person will be discriminated against during the 

implementation of this Policy on the grounds of age, disability, gender 

reassignment, marriage and civil partnership, pregnancy and maternity, race, 

religion or belief, sex or sexual orientation.  In delivering this Policy, Ayrshire 

Housing’s staff will comply fully with the requirements of the association’s 

Equalities and Human Rights Policy.  

 

9. Monitoring  

 

9.1 The content of our ICT resources and communication systems are the property of 

Ayrshire Housing and staff should have no expectation of privacy in any social 

media post, conversation or message.   

 

9.2 We reserve the right to monitor, intercept and review without notice staff activities 

which use our ICT resources or systems.  

 

9.3 We will regularly review the level of activity and effectiveness of our social media 

presence.  

 

10. Complaints 

 

 Any individual who is dissatisfied with the service they have received should be 

encouraged to provide feedback.  Complaints regarding the implementation of this 

Policy will be dealt with in accordance with the association’s Corporate Complaints 

Handling Policy and associated procedures.  

 

11. Review 

 

This Policy will be reviewed every three years or earlier where there is a requirement 

or legislative change.  
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APPENDIX ONE 

SOCIAL MEDIA GUIDELINES  
 

Social media is an effective tool which provides opportunities to participate in interactive 

discussions and to share information.  However, the use of social media can pose risks to 

our confidential information, our reputation and can also jeopardise our compliance with 

legal obligations.  

 

To minimise risk, we expect all staff and Board members to adhere to these Guidelines as 

well as the main content of our Social Media Policy.   

 

Only ‘named staff’ are authorised to post comments on the association’s social media. 

 

‘Named staff’ must follow these Guidelines and if they are in any doubt about posting they 

should speak to the Director.   

 

All social media accounts must have at least two members of staff who can access them 

to enable continued use during periods of leave or sickness absence. 

 

Employees, other than ‘named staff’ are not authorised to speak on behalf of Ayrshire 

Housing or represent that they are doing so unless they have been given express 

permissions by the Director.  

 

Posts should have a balance of corporate and informative messages and where 

appropriate some entertaining, fun posts. 

 

When using images, you must be aware and comply with any copyright, data protection or 

other legal constraints that may restrict their use.  Remember that not everyone wants to 

appear online! 

 

BE RESPONSIBLE 

 

If you are responsible for the set-up, content and maintenance of our social media 

accounts be aware that your posts will be interpreted as the opinions of Ayrshire Housing 

and therefore they should reflect the aims, values and vision of the association.   

 

You are responsible for any posts you make on behalf of Ayrshire Housing.  You must 

ensure that these posts are accurate and not misleading.  If you are in any doubt about 

whether you should post a comment, this may mean that the comment is not appropriate. 

If in doubt, seek advice.  

 

Posts should be professional but consider your tone and style.  Write in Plain English and 

try to avoid being too formal or bureaucratic.  Avoid the use of jargon! 

 

Do not publish or disclose any information which is confidential. 

 

Exercise good judgement and common sense when making comments online. 
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You should NEVER: 

 

• Post disparaging or defamatory statements about employees, Board members, 

tenants or other stakeholders 

• Post content which may contain anything illegal; 

• Reveal confidential, ‘in confidence’ or sensitive information about yourself, your 

colleagues, Board Members or the association; 

• Claim ownership of something that is not yours.  If you are using content owned by 

someone else, make certain that they are credited for it in your post and that they 

approve of you using their content.  

• Post anything which your colleagues, Board members, tenants and other 

stakeholders would find offensive; and 

• Make any comments which could be misinterpreted as demeaning, judgemental or 

inflammatory or which could cause injury or upset to another person. 

 

ENCOURAGE DEBATE AND VALUE COMPLAINTS  

 

We will encourage tenants and other stakeholders to visit our Facebook page and other 

platforms by posting questions or seeking opinions.   

 

We will check our social media platforms regularly throughout the day and try to respond 

promptly to all suggestions, comments and feedback.  Our response times will not be 

longer than the standards which are applied to other traditional media.  

 

Positive and negative responses should be encouraged.  These are signs of engagement.   

 

We welcome engagement and will, wherever possible, endeavour to join the conversation 

however the association will not as a matter of course respond to negative comments.  

Where appropriate, the complainant will be advised that a member of the association’s 

staff will contact them directly to discuss the matter and provide a timescale for response.    

 

Where a complaint is received through our social media platforms, the complainant will be 

directed to our Complaint Handling Procedure.  We will seek to ensure that everyone has 

equal access to this procedure.  Complaints received through social media will be recorded 

against the association’s Complaints Handling Procedure.   

 

The association will not respond to any posts on social media which contain offensive 

language or sectarian, sexist or racist comments.  These posts will be removed and will 

not be approved for public viewing.  

 

BE USEFUL AND ACCURATE  

 

If you can contribute constructively join in the conversation.   

 

Add posts with direct links to websites which you think might be helpful.   

 

When posting it can sometimes be useful to try to communicate the wider policy objectives 

of the association.  For example, stories about rent changes could be linked to investments 

in stock and how they are improving tenant’s lives.  

 

81



Always identify yourself and your connection to Ayrshire Housing to ensure transparency 

and credibility.  

 

Be mindful of spelling and grammar.  

 

Be sure that anything you post is accurate and truthful. Check information before posting, 

if in doubt don’t post! 

 

Avoid hurried posts, these could contain mistakes which could damage tenant and 

stakeholders’ perceptions of the association.   

 

If you do make a mistake, correct it promptly and honestly.  Admitting your mistake and 

putting the record straight will go a long way to fixing the problem.   

 

Do not delete any posts if they have already been ‘liked’ or commented on.  

 

If your post cannot fit into a character restricted space (such as on Twitter) provide a link 

to an online space where the message can be expressed completely and accurately.  

 

The internet remembers and records what you do.  Always pause before posting.  If you 

delete a post or tweet the chances are someone has retweeted or shared it.  Remember 

by deleting it from the association’s profile you have not deleted it from any shares which 

have already taken place.  

  

SHARE 

 

Share information from other organisations where this would be useful.  This is a good way 

to build up relationships as well as disseminate information.  Always be sure that the 

information is reliable and accurate before you share it on any social media platforms.  

 

Try to share or retweet information which you think will be of interest or use to our tenants 

and stakeholders.  Do not retweet or share information which could be seen as an 

endorsement of a particular view, individual or organisation as it is important that we 

remain impartial.  

 

Look out for compliments and criticism.  All staff are vital assets in monitoring social media.  

If you come across positive or negative remarks about Ayrshire Housing that you believe 

are important, please share them with one of the ‘named staff’.  In the case of negative 

comments, avoid the temptation to respond yourself, pass the post along! 

 

Tag other relevant organisations in your posts.  This is a good way to ensure that your posts 

are seen by a wider audience.  They may share your post on their page! 

 

It is ok to say you do not know.  In this case ‘tag’ someone who may be able to help.  This 

helps to open the conversation up to others.  It is better to check than share incorrect 

information.  

 

LIKING AND FOLLOWING 

 

Try to follow people or organisations who provide information that is pertinent to our work 

and which can provide a benefit to our community.  It is also acceptable to like or follow 
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an account in order to take part in conversations.  If we like or follow someone, retweet or 

share their information, this does not mean that we endorse them.   

 

AVAILABILITY 

 

We will update and monitor our social media platforms during office hours.  Occasionally 

this may extend to evenings and weekends, but this is the exception rather than the norm.  

There will be occasions when our social media accounts are unavailable or unattended. 

 

PLANNING 

 

Is important to ensure we have an effective social media presence.  We aim for quality 

over quantity, there is no need to post every day. 

 

Staff are encouraged to submit stories, photographs or information to ‘named staff’ as 

soon as possible.  It is important that our social media accounts remain active to attract 

as many followers as possible.   
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Equality and Human Rights Impact Assessment 
 
1. Reasons, responsibilities and monitoring 

 

Title of Policy 

Social Media Policy  

Relevance to Annual Delivery Plan and 3-year Business Plan: 

Ayrshire Housing has developed this Policy to help promote the responsible use of social 

media.  The policy outlines the key principles of conduct expected of all employees and 

Board members when using social media both for business and personal use, either 

through Ayrshire Housing or private equipment.  It will help employees and Board 

members to make appropriate decisions regarding their use of social media.   

 

The objectives of this Policy are: 

 

• To increase the convenience of communication to the benefit of our tenants 

without undermining more “traditional” means. 

• To protect staff, Board members, tenants and other stakeholders as well as the 

reputation of Ayrshire Housing by providing a framework for the effective and 

safe use of social media. 

Name of Lead Person Caroline Donald, Performance & Quality 

Manager 

Date EqHRIA completed April 2020 

Review Date and Frequency of Reviews 

 

April 2023 

3 years 

 

2. Scoping 

 

What is the purpose of the proposed policy 

(or changes to be made to the policy)? 

 

 

The Social Media Policy is intended to 

provide clear guidance regarding the 

acceptable use of social media by 

employees and Board members both 

within and outside of work.  As well as 

addressing the acceptable use of social 

media by tenants when contacting the 

association.  

Who is affected by the policy or who is 

intended to benefit from the proposed 

policy and how? (stakeholders) 

 

 

All employees and Board members who 

use social media either at work or in a 

personal capacity as well as tenants and 

other stakeholders who come into or are in 

regular contact with the association.  

What human rights are engaged? 

 

Article 8: Respect for your private and 

family life. 

Article 9: Freedom of thought, belief and 

religion. 

Article 10: Freedom of expression. 

Article 14: Protection from discrimination.  
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How will this policy impact on the equal 

enjoyment of human rights? 

 

 

Broadening Ayrshire Housing’s means of 

communication should have a positive 

effect on the welfare of our tenants and 

other stakeholders. It extends the 

opportunities to comment on and 

influence the work of the association. 

In what way is the Equality Duty engaged? 

 

 

The Policy aims to: 

• eliminate unlawful discrimination, 

harassment and victimisation and 

other conduct prohibited by the 

Equality Act 2010.   

• To advance equality of opportunity 

between people who share a protected 

characteristic and whose who do not. 

• Foster good relations between people 

who share a protected characteristic 

and those who do not.  

How will this policy impact on compliance 

with equality duties? 

 

This policy meets our requirements to 

comply with the “general equality duty” 

under the Equality Act (2010). 

In general, social media sites themselves 

such as Facebook and Twitter are 

designed to be and are inherently 

accessible to anyone and everyone.  With 

functions such as the ability to include 

image descriptions and subtitles to videos 

as well as automatic translations they 

remove many barriers when compared to 

more traditional methods of 

communication such as leaflets and 

booklets. 

Social media sites have assistive 

technologies built in to make them more 

accessible to people with disabilities.  The 

policy itself has been written in plain 

English to make it easy to understand – 

even for someone who does not use social 

media. 

The policy aims to protect the association 

but also to protect staff and Board 

members’ interests.  By raising awareness 

that people who fall under one or more of 

the “protected characteristics” are often 

on the receiving end of harassment and 

hate crime from social media users.  This 

Policy aims to stamp this out and if 

employees or Board members are found to 

be guilty of such behaviour, they will face 

disciplinary action.  
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3. Evidence 

 

Do you have information on:  

Age Yes √ No  

Disability 

 

Yes √ No  

Sex (including pregnancy and maternity) Yes √ No  

Lesbian, Gay, Bisexual & Transgender Yes  No √ 

Race Yes √ No  

Religion and Belief Yes  No √ 

Staff Yes √ No  

Tenants Yes √ No  

Those on Waiting List Yes √ No  

The local Community Yes √ No  

 

4. Is this information sufficient? Yes/No 

 

If no, outline when and how it will be sourced before moving to Question 5. 

 

5. Impact 

 

What does the information you have tell you about how this policy might impact positively 

and/or negatively on your stakeholders? 

 

The policy should have a positive impact, for example, on those with limited mobility due 

to physical or social reasons.   

The policy actively encourages Ayrshire Housing, our staff and Board members to engage 

with our diverse communities. Social media allows more people than ever from different 

backgrounds to engage with one another. 

The policy will be mandatory for all employees and Board members to ensure a 

consistent approach is applied to our social medial presence.  

 

6. Please summarise the results of the EqHRIA. 

 

It is anticipated that this policy will have a positive impact on some of the Protected 

Characteristics groups including disability and age and will have no negative impacts on 

any of them. 

 

7. What is your recommended course of action? 

 

Outcome 1: Proceed – no potential for unlawful discrimination, and no adverse 

impact or breach of human rights articles has been identified. 

√ 

Outcome 2: Proceed with adjustments to: address discrimination, remove barriers 

to the advancement of equality of opportunity and fostering good relations, address 

breaches of human rights. 

 

Outcome 3: Continue despite having identified some potential for adverse impact 

or missed opportunity to advance equality and human rights (justification to be 

clearly set out). 

 

Outcome 4: Stop and rethink as actual or potential unlawful discrimination or 

breach of human rights articles has been identified. 

 

86



8. Please explain how you will monitor and evaluate this policy to measure progress: 

 

How, Who and When ……. 

 

The outcomes of this policy will be monitored at an operational level by the Director. 

 

9. Who will you share this EQHRIA with? 

 

Our service users and the wider public.  

 

10. How will you share this EQHRIA? 

 

By appending this impact assessment to the policy which is available on our website.  

 

AUTHORISATION TO IMPLEMENT THE POLICY 

 

Authorisation date:  

Authorisation Manager: 
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Board Meeting – Wednesday 29 April 2020 

 

Agenda item: 9d  

 

Subject: Unacceptable Behaviour Policy 

 

Prepared by: David McGivern 

 

Recommendation: approve and publish 

 
Introduction 

 

The attached draft policy is intended to ensure that staff and Board members are both 

protected from unacceptable behaviour and respond to occurrences in a fair way.  

 

It should be read alongside the Complaints Handling Procedure, the Equality and Human 

Rights Policy, the Dignity at Work Policy and the Codes of Conduct. Given that it fully 

takes account of the principles of these policies, it is not considered that a full equalities 

impact assessment is required. 

 

Recommendation 

 

The Board is asked to consider the policy and agree that it be published. 
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UNACCEPTABLE BEHAVIOUR POLICY 
 

1. Introduction 

 

1.1 On a daily basis we encounter individuals from all walks of life, and with varying 

personal circumstances.  It is inevitable that some will be classed as vulnerable, 

while others may exhibit behaviour or actions that we may consider as being 

challenging.  Our staff can be confronted by a range of difficult situations and are 

trained and experienced in dealing with these.  There can be occasions however, 

where individuals display behaviour or actions that make dealing with them and 

providing or continuing to provide a service particularly problematic. 

 

1.2 We recognise that such behaviour or actions can arise for a number of reasons and 

be attributable to various factors.   In some cases, there may be underlying social 

or health related problems.  In other instances, an individual may have a complaint 

about us that involves particularly emotive issues or causes them undue stress or 

frustration. Others may have difficulty expressing themselves as a result of 

disability or language issues. 

 

1.3 Notwithstanding this, it is essential that we can identify where behaviour is 

unacceptable or unreasonable; and that we have appropriate arrangements in 

place for managing such situations.    

 

1.4 This Policy sets out how we define unacceptable behaviour and the principles we 

will apply in dealing with it. 

 

2 Policy Implementation 

 

2.1 This Policy aims to complement our Complaints Policy and Complaints Handling 

Procedures.  In accordance with these we will always do our best to resolve any 

dissatisfaction that a member of the public may express about our action or lack of 

action, or about standards of service they receive from us.  We do not view 

complaints in themselves as unacceptable and indeed recognise their value in 

helping us improve our services.  We will offer all complainants an equal right to be 

heard, understood and respected.  It is the way in which an individual 

communicates with us in relation to a complaint however, that may be considered 

as unacceptable behaviour. 

 

2.2 To this end we are acutely aware of the rights of staff members and the duty of care 

Ayrshire Housing has as an employer.  In particular, this Policy aims to balance the 

need to respect the rights and expectations of individual service users and provide 

effective, consistent and responsive services, with the over-riding need to protect 

staff from all forms of abuse and harassment in the course of their duties. 

 

2.3 The Policy aims to ensure the steps we take to address instances of unacceptable 

behaviour are proportionate to the nature and seriousness of the circumstances 

arising.  We retain the right to restrict or change access to our services or determine 

how an individual can access our services.   
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3 Defining Unacceptable Actions 

 

3.1 People may act out of character in times of trouble or distress.  For example, they 

may have faced upsetting or distressing circumstances leading up to a complaint.  

We do not view behaviour as unacceptable just because an individual is forceful or 

determined in their approach to us.  However, the actions of customers who are 

angry, demanding or exceptionally persistent may result in unreasonable demands 

being placed on our time and resources or unacceptable behaviour being directed 

towards staff.  It is these actions that we consider unacceptable and aim to manage 

under this Policy.  We group these actions under three broad headings.  

 

Aggressive or Abusive Behaviour  

 

3.2  We understand that customers may have genuine cause to be angry, if for example 

they feel we have failed to meet their expectations or caused them unnecessary 

difficulties. We consider it unacceptable however, if that anger escalates into 

aggression towards staff.  Aggression can include physical acts of violence that may 

result in harm or injury.  It also includes behaviour or language (whether verbal or 

written) that may cause staff to feel afraid, threatened or abused.  This can include 

threats, physical violence, personal verbal abuse, derogatory remarks and 

rudeness.  We also consider inflammatory statements and unsubstantiated 

allegations to be abusive behaviour.  

 

3.3  We will not tolerate any form of violence or abuse towards staff and expect all 

customers to display courtesy and respect. 

 

Unreasonable Demands  

 

3.5  Individuals may make what we consider unreasonable demands on staff, as a 

result of the amount of information or assistance they seek, the nature and scale 

of service they expect or the levels of contact they make or maintain with us.  

Identifying demands as unreasonable is dependent on the circumstances 

surrounding the behaviour.  It may also, for example, depend on the seriousness of 

the issues raised through a complaint.  

 

3.6  Examples of actions grouped under this heading include repeatedly demanding 

responses within an unreasonable timescale, insisting on seeing or speaking to a 

particular member of staff, continual telephone calls, letters or emails, or 

repeatedly raising unsubstantiated complaints.  

 

3.7  We consider these demands as unacceptable and unreasonable if they start to 

impact substantially on the work of staff, including taking up an excessive amount 

of time to the disadvantage of other service users. 

 

Unreasonable Persistence  

 

3.8 We recognise that some customers will not or cannot accept that we are unable to 

meet their demands or provide a level of service other than that provided already.  

Others may persist in disagreeing with a decision we have taken.  This may result 

in the same issue being raised with us repeatedly, or persistent requests regarding 

the same matter. 
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3.9  Examples of actions grouped under this heading include persistent refusal to 

accept a decision made, persistent refusal to accept explanations relating to what 

we can or cannot do or accept the reasonableness of our published timescales, 

and continuing to pursue a complaint or other matter without presenting any new 

information.  (In such circumstances we will remind customers of the provisions of 

our Complaints Handling Procedures.)  The way in which these customers approach 

us may be entirely reasonable, but their persistent behaviour in continuing to do so 

is not.  

 

3.10  We consider the actions of persistent complainants to be unacceptable if they start 

to impact substantially on the work of staff, including taking up an excessive 

amount of time to the disadvantage of other service users.  

 

4  Managing Unacceptable Actions  

 

4.1  We anticipate that customers displaying unacceptable behaviour or actions will be 

a relatively rare occurrence.  Our response to such incidents will vary on a case by 

case basis, depending on the nature, extent and impact of the behaviour.  It can 

also vary according to the relationship an individual has with us.  For example, 

where the customer is a tenant, we are able to consider the extent to which tenancy 

conditions have been breached and follow the prescribed course of action.  In all 

cases however, the following guiding principles will be used to help us decide on an 

appropriate means of handling the situation. 

 

Aggressive or Abusive Behaviour 

 

4.2  The threat or use of physical violence, verbal abuse or harassment towards staff is 

likely to result in the ending of all direct contact with the customer.  Such incidents 

will normally be reported to the police.   

 

4.3 We will however be sympathetic in other instances where an individual is identified 

as being particularly vulnerable or has personal support requirements and will seek 

to accommodate these.  This may involve directing future contact via a third party.   

 

4.4 We will not deal with correspondence (letter, fax or electronic) that is abusive to 

staff or contains allegations that lack substantive evidence.  When this happens, 

we will tell the complainant that we consider their language offensive, unnecessary 

and unhelpful.   

 

We will ask them to stop using such language and state that we will not respond to 

their correspondence if they do not stop.  We may require future contact to be 

through a third party.  

 

4.5  Staff will end telephone calls if the caller is considered aggressive, abusive or 

offensive. The staff member taking the call has the right to make this decision, tell 

the caller that the behaviour is unacceptable and end the call if the behaviour does 

not stop.  

 

4.6 In all cases where aggressive or abusive behaviour is experienced, we will record 

relevant details on our housing and document management systems.  This will 

include an appropriate level of factual information about spoken words and 
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physical actions.  As far as possible the outcome of the contact should also be 

recorded.   

 

 Unreasonable Persistence or Demands 

 

4.7 Where the behaviour or actions are not aggressive or abusive, but instead adversely 

affects our ability to maintain normal business and provide a service to others, we 

will consider restricting contact in order to manage the situation.  We will aim to do 

this in a way, wherever possible, that allows a customer to retain fair, reasonable 

and equal access to our services when required.  We will be sympathetic in 

instances where an individual is identified as being particularly vulnerable or has 

personal support requirements.  This may involve directing future contact via a third 

party.      

 

4.8 We may restrict contact to methods including in person, by telephone, fax, letter or 

electronically or to any combination of these.   

 

In addition, we may: 

 

• only take telephone calls at set times on set days or put an arrangement in 

place for only one member of staff to deal with calls or correspondence in the 

future; 

• require the individual to make an appointment to see a named member of staff 

before visiting the office or that contact with the office is in writing only;   

• return any documents we consider irrelevant or excessive to the individual or, 

in extreme cases, advise that further irrelevant documents will be destroyed; 

and 

• take other action that we consider appropriate. 

 

4.9  Where an individual continues to correspond on a wide range of issues, and this 

action is considered excessive, then the individual may be told that only a certain 

number of issues will be considered in a given period and asked to limit or focus 

their requests accordingly.  

 

4.10 In all cases, we will try to maintain at least one form of contact.  In extreme 

situations, we may tell the customer or complainant in writing that they will not be 

permitted any personal contact with members of staff.  This means that they must 

restrict contact with our office to either written communication or through a third 

party. 

 

4.11 In the case of complaints, we will similarly aim to enable a complaint to progress 

through our complaints process to completion.  In accordance with the provisions 

of our Complaints Handling Procedures we will not consider an attempt to reopen 

a previously concluded complaint or to have a complaint reconsidered where we 

have already given our final decision.  Notwithstanding this, as detailed in our 

Complaints Handling Procedures, individuals retain the right to raise such issues 

with the Scottish Public Services Ombudsman. 
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5  Deciding to Restrict Contact  

 

5.1  Staff who directly experience aggressive or abusive behaviour from an individual 

have the authority to deal immediately with that behaviour in a manner they 

consider appropriate to the situation and in line with this Policy.  This can include 

terminating a telephone call; ending a face to face discussion or interview; 

withdrawing their services or generally removing themselves from the situation. 

 

5.2  With the exception of such immediate decisions taken at the time of an incident, 

decisions to restrict contact with us will only be taken after careful consideration of 

the situation by the relevant head of service.  Wherever possible, we will give the 

individual an opportunity to modify their behaviour or action before a decision is 

taken.  Individuals will be told in writing why a decision has been made to restrict 

future contact, the restricted contact arrangements and, if relevant, the length of 

time that these restrictions will be in place.  They will similarly be advised that we 

will review our decision as and when they demonstrate a more acceptable 

approach.  We will record all decisions to restrict contact, and any associated 

conditions or arrangements, in our housing and document management systems. 

 

6 Equalities and Human Rights 

 

6.1 Ayrshire Housing is committed to equal and fair treatment of all sections of the 

community. Accordingly, no person will be discriminated against during the 

implementation of this policy on the grounds of age, disability, gender 

reassignment, marriage and civil partnership, pregnancy and maternity, race, 

religion or belief, sex and sexual orientation.  In delivering this policy, Ayrshire 

Housing’s staff will comply fully with the requirements of the association’s 

Equalities and Human Rights Policy. 

 

7 Complaints or Disagreement with a Decision to Restrict Contact  

 

7.1 We do not operate a specific appeals process relating to decisions to restrict 

contact.  Expressions of dissatisfaction with our action or disagreement with our 

decision are within the scope of our detailed Complaints Handling Procedure.  In 

such situations, individuals will be advised that they may pursue the matter in 

accordance with this Procedure and request a Stage 2 Investigation. 

 

7.2 Any individual who is dissatisfied with the service experienced should be 

encouraged to provide feedback. Complaints regarding the implementation of this 

policy will be dealt with in accordance with the association’s Corporate Complaints 

Handling Policy and associated procedures. 
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