
 
 

Board Meeting 

Wednesday 27 January 2021 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. At the start of the 

meeting, there will be a presentation on developments in governance and regulation. 

 

Agenda 

1) Welcome and apologies 

 

2) Declarations of interest 

 

3) Minute of the Board meeting of 25 November 2020 (enclosed) 

   

4) Matters arising (paper enclosed)        

    

5) Business development 

a) Performance Digest for the period 1 April to 31 December 2020 (enclosed) 

b) Delivery Plan progress to date (paper enclosed) 

c) Minute of the Development Committee of 16 December 2020 (enclosed) 

 

6) Housing management activity 

• No additional items 

 

7) Property maintenance activity 

• No additional items 

 

8) Financial matters 

a) Management accounts for the period 1 April to 31 December 2020 (enclosed) 

 

9)   Operational matters (paper enclosed) 

a) Minute of the Audit Committee of 25 November 2020 (enclosed) 

b) Minute of the Health and Safety Committee of 9 December 2020 (enclosed) 

         

10)    Any other business 

a) Publication of Board papers 

b) Date of the next Board meeting – Wednesday 24 February 2021 
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Minute of the Board meeting held on Wednesday 25 November 2020 at 5.30pm via MS 

Teams 

 

Present:  Tenant Members 

   Amanda Bryan 

   Alice Craig 

   Kenny George 

   Tommy Maughan 

   Anne Wason (from item 4) 

             

   Community Members 

Simon Leslie – Chair 

   Gemma Collins 

   Rhonda Leith 

   David Porte 

   Bobby Pyper  

Mike Tomlinson 

    

   In Attendance 

Kirsty Broadfoot – Minutes 

   Jim Whiston  

David McGivern 

Alan Park  

   

1. Welcome and apologies 

Simon welcomed everyone to the meeting and in particular the new Board 

members. Introductions were made.  

 

Apologies were received from Georgina Dawson.  

 

2. Declarations of interest 

No matters were raised. 

 

3. Minute of the Board meeting held on Wednesday 28 October 2020 

 The Minutes of the meeting held on 28 October 2020 were accepted as a true 

record and were proposed by Amanda Bryan and seconded by Bobby Pyper. 

 

4. Matters Arising 

 Jim advised that the updated Board training handout had been issued. He then 

 made a presentation on governance and regulation as part of the Board's training 

 

 
 

Board Meeting – Wednesday 27 January 2021 

 

Agenda Item: 3 

 

Subject: Minutes of Board Meeting 25 November 2020 

 

Prepared by: Kirsty Broadfoot 
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 plan. He responded to questions raised. A copy of his slides will be posted on 

 Basecamp for reference. 

5. Business Development 

 

 5a. Minute of the Development Committee of 21 October 

Jim updated the Board that we now have planning consent for the 

development at South Harbour Street and that a builder has been confirmed 

for our Troon development. A first meeting is being arranged with the builder. 

 

The Board noted the Minute of the Development Committee. 

 

6. Housing management activity 

 

 6a. Consultation on a potential rent increase 

  Jim outlined the background to the consultation, advising that Alan looks 

  at the financial plan, we consider our stock growth and ongoing and  

  planned maintenance programme. This year we are looking to consult with 

  tenants on a 1.5% increase which seems to be in line with other  

  comparable landlords and will assure the level of service that tenants  

  seem to expect.  

 

  The Board agreed to the consultation. 

 

 6b. Minute of the Tenancy Matters Committee of 2 November 2020 

  The report was noted. 

 

9.  Operational Matters 

   

 Coronavirus issues 

 Jim confirmed that the latest report to the Scottish Housing Regulator has again 

 shown excellent performance, particularly around arrears, which are at a lower level 

 than this time last year. Lettings are also being progressed very effectively. Jim 

 thanked the Housing Management and Money Advice teams for their hard work 

 over the past 8 months. He went on to advise that we have reached near normal 

 levels of gas safety compliance. Jim then highlighted that, due to the Tier 4 

 restrictions being introduced on East and South Ayrshire, our maintenance service 

 has been limited to emergency and urgent repairs. However, pre-ordered works 

 including kitchen upgrades would be going ahead subject to the contractors’ health 

 and safety protocols. Jim confirmed that a second survey had been emailed to all 

 staff and that they would receive a Display Screen Equipment/Homeworking 

 assessment form shortly.  

 

 Eydent 

 A meeting will take place with the CEO’s and Chairs on 30 November. Jim advised 

 that it is hoped that the conference will take place in October 2021. 

 

 Staff pension schemes 

 We have received confirmation from SHAPS that we remain a low risk member, 

 following their risk assessment process.  
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 Community Engagement 

 Jim gave an update on the Supporting Communities Fund and advised he would 

 post an update on this to Basecamp in due course. 1 He is meeting with VASA on 

 1 December with regard to a follow-on bid. We have also supported Vics in the 

 Community with an additional grant.  

 

 Notifiable events and disposals 

 A settlement agreement as discussed at the last Board meeting has been notified 

 to the Scottish Housing Regulator. 

 

 Freedom of Information and Environmental Information Policy 

 No changes were required to the policy. Annual report to be made in June alongside 

 the complaints and compliments report. 

 

 9a. Minute of the Human Resources Committee of 28 October 2020 

  The Board noted the Minute. 

 

 9b. Quarterly Board and Director effectiveness report 

  Jim confirmed induction meetings had taken place with the three new  

  members. Declarations of Interest have now been sent to the Board  

  members and these should be returned to confirm if there has been a  

  change since last year. These can be emailed to Kirsty if easier than posting. 

  A report will be made to the Board in January. The Director’s quarterly review 

  took place on 18 November. 

 

10.  Any other business 

 Mike expressed his thanks to all our staff and contractors for their hard work and 

 felt that it would be nice to convey this to them. Alice also felt that the service had 

 been phenomenal. It was agreed that Simon would post on Basecamp to get some 

 comments from the Board which would then be passed to the staff team. It was 

 discussed that it would be nice to give a token of  appreciation to the staff. Jim will 

 think about this. Jim also agreed that we would send a copy of our tenant Christmas 

 card out to all community members. 2 

 

 10a.  Publication of Board papers  

It was agreed that all papers could be published in their entirety.  

 

10b. Date of next Board meeting  

Wednesday 27 January 2021. 

 

There was no further business and the meeting closed at 6.45pm with a vote of 

thanks to the Chair. 

 

 

 

Signed       Dated 

 
1 Jim to update on Supporting Communities Fund. 
2 Kirsty to organise. 
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Board Meeting – Wednesday 27 January 2021 

 

Agenda item: 4 

 

Subject:  Matters arising including outstanding matters from earlier meetings 

 

 Prepared by Jim Whiston 

 

 

  

 

Ref Date Subject Progress Complete? Due by Board: 

B493 25 November 

2020 

Reports Supporting 

Communities Fund and 

governance presentation 

 All posted on Basecamp Yes January 2021 

B494 25 November 

2020 

Christmas Card Sent to all Community members as well as 

tenants. 

Yes January 2021 

  

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. 
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PERFORMANCE DIGEST 

FOR THE 9 MONTHS  

TO 31st DECEMBER 2020 
 

 

This performance digest is intended to give Board members a clear picture of day to day activity 

against the Key Performance Indicators (KPIs) listed in the delivery plan section of our 

Business Plan. KPIs cover all the key areas for the association in terms of day to day service 

delivery and income generation. In addition, there are KPIs for financial performance, new 

business and governance. 

 

The KPIs for housing management and maintenance are intended to ensure that the 

standards set in the Scottish Social Housing Charter are met. Thus, in the Digest these 

indicators are listed under the relevant Charter outcomes. We report each year on our 

performance to the Scottish Housing Regulator in the Annual Report on the Charter (ARC). 

 

There are some Charter outcomes that cannot meaningfully be reported on a quarterly basis. 

This is particularly the case where the outcome sought is of a more qualitative nature. We will 

for example report on the following outcomes on an annual basis: equalities, tenant 

participation, tenancy sustainment, complaints and housing quality. 

 

We will also report more fully on business development performance as part of our quarterly 

and annual delivery plan reviews. 

 

If performance is below a KPI an explanation will be provided together with details of any 

corrective action in separate reports.  An up to date picture on gas maintenance issues arising 

from the Coronavirus restrictions, this is reported in a separate report.  

  

Agenda Item: 5a
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GETTING GOOD VALUE FROM RENTS AND SERVICE CHARGES 
 

CHARTER OUTCOME 13: VALUE FOR MONEY 

Social landlords manage all aspects of their business so that: 

- Tenants, owners and other customers receive services that provide continually improving 

value for the rent and other charges they pay. 

 

 KPI: Current non-technical arrears no more than 1.75% of total gross rent.  

• For the year to 31st Mar 20 our current tenant non-technical arrears were 0.84%. 

• For the 3 months to 30th Jun 20 our current tenant non-technical arrears were 0.95% 

• For the 6 months to 30th Sep 20 our current tenant non-technical arrears were 0.75% 

• For the 9 months to 31st Dec 20 our current tenant non-technical arrears were 0.82% 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

NON-ARC INDICATOR 

 

The latest quarter’s figures, once 

again, continues to demonstrate 

the continued effectiveness of the 

organisation in terms of rent 

collection and arrears control. 

 

While we already had a very good, 

solid base figure at the start of 

lockdown, which would have helped 

mitigate the impacts of the 

pandemic, our work since then and 

the results displayed have 

continued to exceed expectations. 

 

It is worth noting that while arrears 

control and recovery are primarily 

the responsibility of the Housing 

Officers the excellent figures reflect 

on the levels of service and 

customer relations across the 

whole organisation e.g. in previous 

surveys most of our tenants 

indicated that they value a good 

repairs service as their main 

priority. It is likely therefore that if 

the organisation wasn’t providing 

an acceptable responsive repair 

service then some tenants might be 

less willing to engage and respond 

positively to their rent payment 

obligations. 

HOUSING MANAGEMENT PERFORMANCE 
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 KPI: Void rent loss for mainstream properties of no more than 0.8% of total rent due. 

• For the year to 31st Mar 20 our rent loss was 0.4% of the total rent due. 

• For the 3 months to 30th Jun 2020 our rent loss was 0.2% of the total rent due. 

• For the 6 months to 30th Sep 2020 our rent loss was 0.3% of the total rent due. 

• For the 9 months to 31st Dec 2020 our rent loss was 0.5% of the total rent due. 

 
 

 

INDICATOR 18 

 

As stated in the previous quarter’s 

Digest it was anticipated that void 

rent loss would continue to be 

above what we would normally 

have experienced. 

 

The Housing Assistants, with the 

input from the Maintenance 

section, are continuing to let as 

many empty properties as quickly 

as possible. However, we are 

conscious that many applicants 

are either reluctant to move or are 

finding the lockdown restrictions 

impacting on their capacity to move 

as quickly as otherwise would be 

the case. We have been exercising 

a degree of flexibility to allow for 

the impact of these restrictions 

which can then lead to higher rent 

loss. 

 

ACCESS TO HOUSING 
CHARTER OUTCOME 10: ACCESS TO SOCIAL HOUSING 

Social landlords ensure that: 

- People looking for housing find it easy to apply for the widest choice of social housing 

available and get the information they need on how the landlord allocates homes and on 

their prospects of being housed.  

 

 

ARC INDICATOR 17 - Percentage of lettable houses which became vacant in the last year. 

In the 9 months to 31st December 2020, 85 mainstream properties became vacant, 5.46% of 

our lettable stock.  Of the stock which became vacant: 

 

12 Transferred to another Ayrshire Housing property.  

08 Moved to a Local Authority house. 

11 Moved to a private let.   

01 Was evicted. 

22 Were as the result of the death of a tenant. 

04 Were as the result of financial hardship. 

10 Tenants moved to a care home. 

06 Purchased a property. 

05 Unknown.  

06 Moved in with family. 
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During this period, a further 24 properties became vacant - 10 were mutual exchanges, 10* 

temporary furnished and 4 lockups. These terminations are excluded from ARC indicators.  

 

*10 properties terminated as temporary furnished but 8 were let as temporary furnished.  This 

is due to the following:  2 properties were temporary furnished at the time of termination but 

are now mainstream (one was still void at 31st December) and 1 property was mainstream at 

the time of termination and is now temporary furnished. 

 

ARC INDICATOR C2 - the number of lets during the reporting year by source of let 

In the 9 months to 31st December 2020, we let 107 mainstream properties.  In the same period 

to 31st December 2020, we had let 164 properties.   These lets are broken down as follows: 

 

          
      

In addition, 8* temporary furnished lets and 2 lockups let were made during the 9 months to 

31st December. 

* See note about regarding the termination figure. 

 

 

 

KPI: Housing application processing within 10 days  

• Average processing time for the year to 31st Mar 20 was 6 days (98% within target).   

• Average processing time for the 3 months to 30th Jun 20 was 5 days (100% within 

target).   

• Average processing time for the 6 months to 30th Sep 20 was 5 days (98% within 

target).   

• Average processing time for the 9 months to 31st Dec 20 was 5 days (95% within 

target).   

 

1,187 applications were processed during the 9 months to 31st December 20.  

 2,922 applicants were on our waiting list at 31st December 20. 

 

KPI: 40% of applications made online. 

• For the year to 31st Mar 20 – 35% of applications were online. 

• For the 3 months to 30th Jun 20 – 80% of applications were online. 

• For the 6 months to 30th Sep 20 – 73% of applications were online.  

• For the 9 months to 31st Dec 20 – 68% of applications were online. 
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KPI: Void re-let time 16 days or less. 

• For the year to 31st Mar 20 our average re-let time was 16.7 days. 

• For the 3 months to 30th June 20 our average re-let time was 44.2 days. 

• For the 6 months to 30th Sep 20 our average re-let time was 44.5 days. 

• For the 9 months to 31st Dec 20 our average re-let time was 35.5 days 

 

In addition, we let 8 temporary furnished properties with an average re-let time of 43 and 2 

lockup with 0 relet days.  These lets are not included in the above KPI.  

 

 

 

 
 

INDICATOR 30 

These figures show a reduction in 

the average relet times of 9 days 

compared to the previous quarter 

but continue to reflect the impact of 

the pandemic on lettings processes, 

including internal and external, on 

the overall relet times. 

 

NEIGHBOURHOOD AND COMMUNITY 
CHARTER OUTCOME 6: ESTATE MANAGEMENT, ANTI-SOCIAL BEHAVIOUR, NEIGHBOUR 

NUISANCE AND TENANCY DISPUTES 

 

Social landlords, working in partnership with other agencies, help to ensure as far as reasonably 

possible that: 

- Tenants and other customers live in well-maintained neighbourhoods where they feel 

safe.  

 

 

ARC INDICATOR 22 To 31st 

Dec 19 

To 31st 

Dec 20 

• The total number of court actions initiated during the reporting year. 

• The number of properties recovered (rent had not been paid).   

• The number of properties recovered (anti-social behaviour) 

• The number of properties recovered (other reasons) 

5 

0 

0 

0  

0 

0 

1 

0 

 
• During the 9 months to 31st December 2020, 23 Notice of Proceedings were issued.   

• 1 Order for Recovery of Possession was granted during this period, this resulted in 1 

eviction (see above).  
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ARC INDICATOR 22 

 

It should be noted that the Scottish Government introduced legislation effectively forbidding any 

evictions due to arrears or financial difficulties associated with the pandemic. In effect, only 

Decrees for Repossession in cases of serious antisocial behaviour, criminal activity and 

domestic abuse will be considered by the Courts. 

 

The Scottish Government also introduced legislation extending the Notice period before legal 

action can be raised for rent arrears from 1 month to 6 months. This means that after we serve 

a Notice advising a tenant of our intention to raise Court action for the recovery of their arrears 

we have to wait 6 months before that action can be taken. 

 

While both of these changes were introduced to protect tenants from the risk of losing their 

homes as a result of financial hardships caused by covid-19 many organisations have 

commented on the consequential increase in arrears that will accrue while no action can be 

taken regarding repossession. While our performance indicates that this has not had a major 

impact on us compared to some other organisations it is worth noting the potential for such an 

impact in future. 

 

 

ARC INDICATOR 15 

 

Anti-social behaviour complaints cover a variety of issues.  We aim to respond to these within 

specific timescales.  The vast majority of these complaints are resolved during the reporting 

period.  However, on occasion due to the nature of the behaviour and ongoing relationships 

between neighbours it can prove difficult to resolve them within a set target and in such 

instances it requires a lengthy process of monitoring and management before the case can be 

“closed”.    

 

During the reporting period we resolved 242 (97.98%) of ASB cases reported. With the exception 

of 1 case which was due to close in December and remains open, the remaining open cases 

were due to be resolved during January 2021. 

 

 Cases Reported Resolved in the 

Year or Reporting 

Period 

Year to 31st March 2020 241 236 

Period to 30th June 2020 84 69 

Period to 30th Sep 2020 178 156 

Period to 31st Dec 2020 247 242 

 

The ARC no longer looks at cases resolved within locally agreed targets, but we continue to 

record this.  In the 9 months to 31st December 2020, 223 complaints were resolved within 

locally agreed targets (90.28%). 

 

 

Comment:  It should be noted that there has been an increase in cases of around 20% compared 

to last year.  This increased caseload, along with the current working practices and restrictions 

around working from home, is placing considerable challenges and demands on staff to be able 

to respond effectively to reports of antisocial behaviour. 
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HOUSING QUALITY AND MAINTENANCE 
 

CHARTER OUTCOME 5: REPAIRS, MAINTENANCE AND IMPROVEMENTS 

Social landlords manage their business so that: 

- Tenants’ homes are well maintained, with repairs and improvements carried out when 

required, and tenants are given reasonable choices about when work is done.  

 

 KPI: 97% attendance within 4 hours and average emergency completion time within 3 hours. 

• For the year to 31st Mar 20 we completed 92.3% of emergency jobs on time and the 

average completion time was 2.8 hours. 

• For the 3 months to 30th Jun 20 we completed 79.5% of emergency jobs on time and 

the average completion time was 26.9 hours. 

• For the 6 months to 30th Sep 20 we completed 77.6% of emergency jobs on time and 

the average completion time was 21.9 hours. 

• For the 9 months to 31st Dec 20 we completed 77.7% of emergency jobs on time and 

the average completion time was 25.2 hours. 

 

 

 

 
 

 

 

 

 

 

 

ARC Indicator 8 

The ongoing pandemic continues to 

present issues for the maintenance 

section and our contractors. Our 

contractors have slowly brought back 

their staffing numbers to pre-lockdown 

levels, however there have been 

occasions that key operatives have been 

self-isolating which has hampered 

attendance or required operatives from 

outwith our area to attend which had 

impacted response times. There has 

also been an issue in the correct 

reporting of completion times for 

emergency repairs and the figures 

reported don’t reflect the actual 

response times.  The Technical Services 

Manager has discussed this issue with 

our main responsive repair contractor in 

order to ensure that the correct time is 

recorded when the emergency repair is 

made safe. The introduction of an 

integrated repairs reporting system 

should allow real time reporting on 

completion times and will give a true 

reflection of the actual completion 

times. It is worthwhile however noting 

that we are still completing three out of 

four emergency repairs within target. 

 

     REPAIRS & MAINTENANCE PERFORMANCE 
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 KPI: 96% of non-emergency repairs (NER) completed on time and an average NER 

completion time within 6 days.  

• For the year to 31st Mar 20 we completed 87.5% of NER jobs on time and the 

average NER time was 7.2 days. 

• For the 3 months to 30th Jun 20 we completed 86.0% of NER jobs on time and the 

average NER time was 8.3 days. 

• For the 6 months to 30th Sep 20 we completed 86.4% of NER jobs on time and the 

average NER time was 7.9 days. 

• For the 9 months to 31st Dec 20 we completed 83.2% of NER jobs on time and the 

average NER time was 8.4 days. 

 

 

 

ARC Indicator 9 

As explained in indicator 8 the ongoing 

pandemic is having an effect on the response 

times of our contractors. Our contractors are 

continually trying to maintain a level of 

performance whilst working within the 

restrictions imposed by Covid-19. This has 

resulted in longer response times as a result 

of new methods of work that ensure the heath 

and safety of our tenants as well as 

contractors. The time taken to complete 

repairs is having an effect on the number of 

jobs that can be completed each day thereby 

having a detrimental effect on our completion 

times. 

 

 KPI: 90% of all applicable repairs completed Right First Time (RFT).   

• For the year to 31st Mar 20 we completed 85.6% of all applicable repairs RFT. 

• For the 3 months to 30th Jun 20 we completed 86.0% of all applicable repairs RFT. 

• For the 6 months to 30th Sep 20 we completed 86.8% of all applicable repairs RFT. 

• For the 9 months to 31st Dec 20 we completed 82.9% of all applicable repairs RFT. 

 

 

 

 

ARC Indicator 10 

While reported performance for this indicator 

continues to show performance above 80% 

albeit lower than the target the issues 

highlighted with regards to this indicator 

stated in the previous Digest remain.  It is also 

to be noted that the majority of reactive 

repairs being ordered during most of 

lockdown have been emergency works not 

covered by this indicator.  It is also worth 

noting that a number of organisations 

represented by the GWSF have raised 

concerns about the relevance and 

appropriateness of having to report on this 

indicator during this reporting year. The GWSF 

intend raising this matter, along with other 

indicators such as non-emergency repairs 

and void relet times, with the Scottish 

Housing Regulator. 
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KPI: 95% of all appointments kept.   

 

• For the year to 31st March 20 we kept 96.8% of repairs appointments. 

• For the 3 months to 30th Jun 20 we kept 100.0% of repairs appointments. 

• For the 6 months to 30th Sep 20 we kept 77.8% of repairs appointments.   

• For the 9 months to 31st Dec 20 we kept 80.5% of repairs appointments.   

 

KPI: 60% of all jobs have an appointment. 

 

• During 9 months to 31st December 2020, 41 appointments were made and 33 were 

kept.  

 

 

 

 

 

 

 

 

Comment: The figures reported reflect the reality whereby the new contract was only 

commenced at the start of April coinciding with the spread and the consequent impacts of the 

pandemic.  The administrative arrangements required e.g. to make appointments at the point 

of ordering repairs has, so far, not been possible. However, discussions with our contractors are 

ongoing to introduce this process. 

 

 

  

KPI: 90% satisfaction with the repairs service. 

 

• For the year to 31st Mar 20 tenant satisfaction with the repairs service was 93.1%. 

• For the 3 months to 30th Jun 20, no tenant satisfaction surveys were issued or 

returned.   

• During the 6 months to 30th Sep 20, 9 tenant satisfaction surveys were returned.  

77.8% of tenants were either very or fairly satisfied with the repairs service. 

• During the 9 months to 31st December 20, 37 tenant satisfaction surveys were 

returned.  81.1% of tenants were either very or fairly satisfied with the repairs service. 
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MER SATISFACTION INDICATORS 

 

 

 

 

 

 

 
 

19 surveys were issued to tenants who had contact with our Money Advice Service and whose 

cases were closed prior to 31st October 2020, 5 responded (26.3%). 

 Yes No 

Would you use the Money Advice Service again? 25% 75% 

Have you felt any benefits from your involvement with our Money Advice 

Service? 

100% - 

Were you satisfied with the outcome? 100% - 

 

 Very 

Satisfied 

Fairly 

Satisfied 

Neither Fairly 

Dissatisfied 

Very 

Dissatisfied 

Were you satisfied with the time it 

took for your Money Advice Officer 

to get in touch with you? 

100% - - - - 

Were you satisfied with your 

appointment and the options that 

you were given to get in contact 

with the Money Advice Staff? 

100% - - - - 

Were you satisfied that your 

Money Advice Officer was 

professional, courteous and 

knowledgeable? 

100% - - - - 

 

 

  

MONEY ADVICE 

CUSTOMER SATISFACTION INDICATORS 

“Wonderful, I can’t thank her enough” 

“Very professional, courteous and experienced in this 

field.  I cannot express how helpful she was.  Thank 

you” 

“So professional and friendly, would highly recommend 

her advice” 

“Helped my husband tremendously” 

“Have received a higher rate of award” 
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NEW TENANT VISITS 

 

13 New Tenant Visits were carried out between October to December 2020.  

 

THE ALLOCATION PROCESS 

 

 

How did you complete your housing application form?   

Paper Form 8 61.5% 

Online Form 5 38.5% 

 

Did you find the ‘Getting Ready to Move” leaflet helpful?   

Yes 10 76.9% 

No 3 23.1% 

 

Did you find the ‘Guide To Recent Allocations” leaflet helpful?   

Yes 11 84.6% 

No 2 15.4% 

 

How satisfied were you with the information given to you at the point of offer?   

Very Satisfied 11 84.6% 

Fairly Satisfied 2 15.4% 

Neither Satisfied nor dissatisfied 0 - 

Fairly Dissatisfied 0 - 

Very Dissatisfied 0 - 

 

How satisfied were you with the viewing arrangements?   

Very Satisfied 12 92.3% 

Fairly Satisfied 0 - 

Neither Satisfied nor dissatisfied 0 - 

Fairly Dissatisfied 1 7.7% 

Very Dissatisfied 0 - 

 

How satisfied were you with the helpfulness of Ayrshire Housing staff during 

the allocation process? 

  

Very Satisfied 12 92.3% 

Fairly Satisfied 0 - 

Neither Satisfied nor dissatisfied 0 - 

Fairly Dissatisfied 1 7.7% 

Very Dissatisfied 0 - 

 

How satisfied were you with the information provided at sign up?   

Very Satisfied 11 84.6% 

Fairly Satisfied 1 7.7% 

Neither Satisfied nor dissatisfied 0 - 

Fairly Dissatisfied 1 7.7% 

Very Dissatisfied 0 - 

 

 

 

NEW TENANT VISITS 
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MOVING IN 

 

How satisfied were you with the quality of your home when you moved in?   

Very Satisfied 8 61.5% 

Fairly Satisfied 2 15.4% 

Neither Satisfied nor dissatisfied 0 - 

Fairly Dissatisfied 1 7.7% 

Very Dissatisfied 2 15.4% 

 

Have you looked at the ‘Tenant’s Handbook’?   

Yes 10 76.9% 

No 3 23.1% 

I haven’t looked at it 0 - 

 

If yes, have you found it useful?   

Yes 10 76.9% 

No 0 - 

I haven’t looked at it 3 23.1% 

 

 

REPAIRS 

 

 

 

 

 

 

 

 

 

 

Have you reported a repair since moving in?   

Yes 7 53.8% 

No 6 46.2% 

 

If yes, how satisfied were you with the process?   

Very Satisfied 2 15.4% 

Fairly Satisfied 1 7.7% 

Neither Satisfied nor dissatisfied 2 15.4% 

Fairly Dissatisfied 0 - 

Very Dissatisfied 2 15.4% 

I haven’t reported a repair 6 46.1% 

 

 

If yes, how satisfied were you with the repairs/s?   

Very Satisfied 5 38.5% 

Fairly Satisfied 1 7.7% 

Neither Satisfied nor dissatisfied 1 7.7% 

Fairly Dissatisfied 0 - 

Very Dissatisfied 0 - 

I haven’t reported a repair 6 46.1% 
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FEEDBACK 

 
“Communication was really 
good throughout, calls and 
emails answered promptly” 

“Over the moon to get the 
property – highly delighted” 

  
“Some decoration   

issues and a couple of 
holes in floorboards 

which had to be fixed but 
other than that ok”. 

“Handbook is really  
helpful. 

My Home is excellent” 

“Everything went well 
considering the  

Covid restrictions” 

“Absolutely  
brilliant” 
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                         PROJECTS (BUSINESS DEVELOPMENTS) 
 

 

 

 

 

 

Performance Indicator Internal Target To  

30th Jun  

To 

30th Sep 

To  

31st Dec 

To 

31st Mar 

Status 

Development Pipeline 

 

50+ plots secured 84 86 45    

Acquisitions and completions 50 a year 0 0 27   
 

In Progress 

Neighbourhood Initiatives Minimum of 2 supported a year 0 0 1   

 
In Progress 

Collaborations with communities 

and councils 

Minimum of 1 joint project a year 1 2 2   

 

My Home 20% year on year increase in 

users 

524 to 

553 

(5.5% 

increase) 

524 to 

598 

(14.1% 

increase) 

598 to 

604 

(15.3%) 

   

 

In Progress 

 

  

  OTHER BUSINESS PLAN KPIs 
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GENERAL OPERATIONAL MATTERS 

 

 

 

 

Performance Indicator Internal Target To  

30th Jun  

To 

30th Sep 

To  

31st Dec 

To 

31st Mar 

Status 

Board meetings quorate per session (AGM to AGM) 

 

100% 100% 100% 100%    

Board attendance per session (October to August) Average of 

75% 

75% 75% 86%   

 

 FINANCIAL MATTERS 

 

Performance Indicator Internal Target To 

30th Jun 

To 

30th Sep 

To 

31st Dec 

To 

31st Mar 

Status 

Staff/Admin costs Less than 24% of turnover 

 

23.3 22.7 24.2    

Administration cost/tenancy Less than £1,082 per tenancy £1,067 £1,049 £1,101   

 

Liquidity – current assets: current 

liabilities 

(exc. development o/d) 

1.10:1 3:23:1 6.67:1 6.43:1   

 

Liquidity – cash: current liabilities 

(exc. development o/d) 

1:1 3.08:1 6.53:1 6.32:1   

 

Interest cover – operating surplus: 

interest payable 

(adjusted for depreciation) 

1.1:1 5.21:1 5.10:1 4.31:1   

 

Debt per unit 

 

Maximum of £25,000 £13,868 £13,787 £15,168   
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Board Meeting – 27 January 2021 

Agenda Item: 5b 

Subject: Delivery Plan – progress to date 

Prepared by: Jim Whiston 

 

2020 – 2021 Delivery Plan progress 

The Board requires regular reports on progress in achieving the tasks set out in the Delivery Plan. Whilst the Delivery Plan has a three-year 

timeframe following the Business Plan, it is adjusted annually, for example to roll forward milestone dates. The current one is incorporated 

as an appendix to the 2019-2022 Business Plan (April 2020 edition). 

Progress Reports are scheduled for the August, October, January and March Board meetings. The March report provides an overview of the 

year’s performance. 

The Board is asked to review the attached report. Generally, good progress continues to be achieved against the tasks.  

With regard to the key performance indicators, the Board is referred to the quarterly performance reports for a fuller commentary. Year-end 

figures are reported in the May performance report. 

Where possible each “indicator of success” has been colour coded from green through yellow to red. This indicates respectively task 

complete, work in hand at a satisfactory rate, and either outstanding or requiring further work.  
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Providing 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  Progress to date 

Engagement 

and service 

assurance 

Support for scrutiny 

panel 

Active group – at least one topic a 

year. 

March 2021 The panel continues to be supported by 

the Tenants Information Service (TIS). 

Settling-in visits 95% of tenants satisfied with the 

quality of their home and our services. 

March 2021 See performance report of new 

reporting format. New log developed on 

My Home for ease of record keeping 

and analysis. 

Charter report Active tenant engagement to ensure 

its relevance. 

September 

2020 

Report distributed to all tenants. 

Increase breadth of 

satisfaction 

reporting 

Quarterly reporting to include 

feedback from new tenants, on aids 

and adaptations and money advice. 

March 2021 See tables in the performance report. 

Annual rent review At least 25% increase on previous 

tenants’ response rate. Board 

decision reflects tenants’ feelings on 

value. 

March 2020 62% increase in responses over 

previous two years. Current 

consultation underway 

Three yearly 

independent surveys 

2022 commissioned to build on the 

2019 survey. 

 

March 2022 Will form part of the 2021-22 Delivery 

Plan. 

My Home 20% year on year increase in users 

(532 users at 1 April 2020). 

March 2021 Currently, 604 active users (14% 

increase). 
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Work area Task  Indicator of success When  Progress to date 

Engagement 

and service 

assurance 

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 See performance report for the most 

recent position. Service delivery has 

been effected by the Coronavirus 

restrictions. With the support of our 

contractors we were returning to 

services levels nearer the norm before 

the introduction of the Tier 4 

restrictions in December. 

 

 

Repairs 

appointments 

50% of all jobs. March 2021 See the quarterly performance report. 

 

Work area Task  Indicator of success When  Progress to date 

Sustaining 

tenancies 

 
 

Integrated tenancy 

management 

Current arrears at 1.75% of gross 

rent. 

90% of tenancies sustained for more 

than 12 months. 

March 2021 See the quarterly performance report. 

Aids and Adaptations Grant fully utilised.  

Fully recorded on SDM. 

March 2021 New grant allocation received form the 

Scottish Government. 

Accessing housing 

support and other 

services 

Signposting and service agreements 

in place. 

March 2021 Being maintained via newsletters, 

website and social media, and personal 

contact. Additional information on 

domestic abuse. 

Maximising our 

tenants’ income and 

financial welfare 

Number of cases. 

Demonstrate financial gains. 

March 2021 Continued excellent performance.  
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Work area Task  Indicator of success When  Progress to date 

Access to 

housing 

Accessible 

application process  

Feedback within 10 days of applying. 

40% online. 

March 2021 See quarterly performance reports 

Turning around lets Average re-let time less than 16 

days.  

Rent loss less than 0.8% of rent due. 

March 2021 Very good performance in current 

circumstances, see the performance 

report. 

Assisting the Council 

in meeting needs of 

the homeless  

25% referrals in overall lets. March 2021 Continuing to work with SAC to support 

a Housing First project. 

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 We worked in partnership to provide a 

core and cluster of 12 flats at Elba 

Street with the South Ayrshire Health 

and Social Care Partnership. Service 

level agreement in place. Good 

feedback to date. 
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Quality homes 

We will: 

• Maintain our houses to the highest standard 

• Create new homes of quality 

Work area Task Indicator of success When  

Maintaining our 

houses to the 

highest 

standard 

Ensuring 

compliance with 

SHQS 

Fully funded Asset Management Plan. June 2020 Revision of the Plan approved in 

June.  

Preparing for 

EESSH 2 

Action plan put in place. June 2020 Enhanced section in plan with a 

commitment to a full strategy review 

in June 2021. 
 

Work area Task Indicator of success When  

Creating new 

homes  

Secure a 

pipeline of 

developments 

Maintain at 50 plots a year. March 

2021 

Currently 45 plots with 71 at a pre-

construction stage and 52 being 

built. 

Meeting 

aspirations cost 

effectively 

In use feedback informs Design Guide. 

Awards secured. 

March 

2021 

Revised feedback form prepared and 

used at Peebles Street 

Sustainable 

programme of 

acquisitions and 

completions 

50 a year. March 

2021 

Good progress to date with 27 

additions. 
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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 Progress to date 

Excellent 

neighbourhoods 

Maintaining the 

amenity of our 

estates 

70% tenants satisfied.  

Tenant informed improvement 

scheme in place. 

 

March 

2021 

Further development and 

promotion of the devolved budget 

committed to. 

 

Work area Task Indicator of success When Progress to date 

Empowering our 

communities 

Active 

engagement 

One collaboration with communities 

or the Councils. 

March 

2021 

The partnership working with SAC 

on housing first and with the 

SAHSCP on supported housing. In 

addition the collaboration with 

VASA to provide digital access to 

tenants. The latter was facilitated 

by winning a Scottish 

Government grant for this and to 

other projects. 

Supporting 

resident 

initiatives 

through our work 

Two neighbourhood initiatives 

supported each year. 

 

March 

2021 

Continued financial support for 

youth football coaching in North 

Ayr. 

Supporting our 

tenants’ 

participation in 

50% of grants to organisations in 

which our tenants are active. 

 

March 

2021 

Continuing to promote the grant 

scheme with a focus on 

supporting activity in response to 

the current crisis. 
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community 

activity 

Community 

benefits through 

procurement  

50% of framework contracts with 

benefits. 

March  

2021 

Current April 2020 Procurement 

Report records good progress. 

Ensure equal 

access to our 

services 

Equalities action plan and 

engagement strategy in place. 

March 

2021 

Policy revised with a commitment 

to finalise an engagement 

strategy. 

 

Work area Task Indicator of success When Progress to date 

Inclusive 

communities 

Capacity building Grants allocated. 

Other grants levered in. 

Number benefiting. 

Usage of the hub (days). 

March 

2021 

Successful in obtaining a Scottish 

Government Supporting 

Communities grant to support 

three Coronavirus related 

projects. Report in October to the 

Development Committee on the 

hub’s promotion.  
 

Work area Task Indicator of success When Progress to date 

Partnerships with 

the educational 

and voluntary 

sectors 

Joint projects  Thirty-five individuals supported. 

Usage of the hub (days). 

March 

2021 

See above. 
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A forward looking and sustainable association 

To ensure that our Board and staff can: 

• Respond positively to change 

• Always be open to feedback and new ideas 

• Ensure fairness in our work 

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

Work area Task Indicator of success When Progress to date 

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 

Competition for community places.  

 

Five new community mand three new 

tenant members. 

Well attended 

and effective 

Board 

meetings 

Minimum 75% attendance (with remote 

communication facility). 

100% participation in Board review 

process. 

September  

2020 

New Board effectiveness action plan in 

place. 

 

 

Work area Task Indicator of success When Progress to date 

Equality of 

access 

Ensure 

fairness in our 

work 

Services compliant through regular 

auditing and benchmarking. 

March 2021 Equalities and Human Rights policy 
updated.

 

Necessary 

skills  

Annual equalities plan for Board and 

staff. 

October 2020 Next review due in May 2022. 
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Work area Task Indicator of success When Progress to date 

A 

knowledgeable 

and energetic 

staff team 

Valuing our 

staff 

Positive wellbeing results. 

HWL “Gold” award maintained 

Four community engagements. 

March 2021 HWL award being maintained.  

Increasing 

capacity  

One training day equivalent - each 

Board and staff member. 

March 2021 Online opportunities being encouraged. 

Work area Task Indicator of success When Progress to date 

A more 

productive 

team 

Technological 

innovation 

Year on year increase in fieldwork using 

tablets with linkage to My Home 

promotion. 

 

March 2021 My Home administration being 

enhanced.  

 

Use of digital communication tools to 

support homeworking. 
 

Work area Task Indicator of success When Progress to date 

Promoting our 

achievements 

Revisiting 

successful 

projects 

Enhanced recognition by partners and 

the sector. 

March 2021 Publicity event planned for Elba Street 

partnership once the current restrictions 

ease. 

Developing 

our social 

media 

presence 

Number of Board and staff teams 

‘generating copy”. 

March 2021 ICT working group formed and active 

use of social media as a communication 

tool during the current situation. 
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Underpinned by  

The Asset Management Plan 

Objective  Task  Indicator of success By when  Progress to date 

Plan fit for 

purpose 

Stock surveys c20% resurvey a year. June 2021 New survey tools being 

commissioned. 

Amended for 

EESSH 2 

Implementation strategy included in Plan. June 2020 Enhanced section in plan pending  

a full review in 2021. 

Procurement  100% of work in contract. 

Contract management in place for all 

framework and main support contractors. 

March 2021. In place. 

 

The Design Guide  

Objective Task  Indicator of success When Progress to date 

Inspiring but 

deliverable 

Publish Content fully reflected in practice. March 2021 Being reflected in project briefs. 

Board 

engagement  

Each project actively sponsored. March 2021 Development Committee fulfilling 

role. 

Incorporate 

project and user 

feedback 

Each scheme reviewed. March 2021 Peebles Street review pending. 

Quality assurance 180o reviews with consultants and 

contractors. 

KPIs achieved. 

March 2021 New format to be developed. 
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Financial Planning, Value for money and risk management 

Objective Task Indicator of success When Progress to date 

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 KPIs being monitored quarterly 

alongside covenant compliance 

(see Management Accounts). 

Value for money Management costs better sector 

benchmarks. 

March 2021 Set benchmarks being met. 

Annual budget Consistent with financial plan and 

delivered within acceptable parameters. 

March 2021 Being monitored by the Board 

through the quarterly 

management accounts. 
 

Work area Task Indicator of success When Progress to date 

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 Quarterly covenant compliance 

reports to the Board. 

 

Governance compliance and development 

Objective Task Indicator of success When Progress to date 

Meeting 

Regulatory 

Standards 

Annual self-

assessment 

“Clean” assurance statement. October 2020 Published - covers Coronavirus 

mitigation. 

Financial health 

check 

“Clean” assurance statement. March 2021 Will inform 2021 assurance 

statement. 
 

 

 

Work area Task Indicator of success When Progress to date 
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A strong 

Board 

Application of 

the Board 

effectiveness 

policy 

Demonstrate appropriate skills mix and 

personal development by Board and the 

Director. 

June 2020 The 2020 reviews for the Board 

and Director have been 

completed in accordance with the 

policies. 
 

Work area Task Indicator of success When Progress to date 

Equalities 

and diversity  

Annual action 

plan based on 

revised policy 

Plan implemented. March 2021 Policy updated. 

 

Objective Task Indicator of success When Progress to date 

Governance 

and process 

assurance  

Internal Audit 

programme 

Action points cleared within 12 months of 

each report. 

March 2021 Progress being monitored by the 

Audit Committee. 

 

Work area Task Indicator of success When Progress to date 

A safe 

working 

environment  

Health and 

safety 

compliance 

Meet ACS audit assessment. 

 

Positive wellbeing survey response. 

March 2021 

 

March 2021 

Compliance being maintained. 

Facilities manual adopted. 

Survey to be scheduled for 

2020/21. 
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Development Committee Minute – 16 December 2020 

 

Prepared by: Jim Whiston 
 
 
 
 

Minute of the Development Committee held on Wednesday 16 December 2020 at 

10.30am as a MS-Teams meeting. 
 

 

Present:  

 Amanda Bryan 

 Gemma Collins 

 Alice Craig 

 Kenny George 

 Mike Tomlinson -Chair 

  

In attendance:  

 David Glennon 

 Jim Whiston – Minutes 

  
 

1. Apologies 

 

Apologies were received from Rhonda Leith, David Porte and Bobby Pyper 

 
2. Declarations of Interest 

 

No matters were disclosed. 
 

3. Minute of the meeting held on 21 October 2020 

 

This were noted. There were no matters arising. 
 
5.        Development Report 

 

Jim spoke to the report. The steps are now being taken to respond to the recently 

announced change in the Building Regulations to require the fitting of sprinklers in 

all social housing. Whilst South Harbour Street would be the first project to be 

formally affected by the change, Jim advised that it would be prudent to consider 

their installation at Carrick Street and northeast Troon. The cost implications of the 

change had still to be quantified. Jim will report further at the next meeting of the 

Committee 

 

Jim reported on a number of development leads including a potential additional 

affordable housing (Section 75) opportunity.   

 
6. Any other business 

 

Date of next meeting – Wednesday 10 February 2021 at 4.30pm. 

 

The meeting closed at 11.20am 

Agenda Item: 5c
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Board Meeting – 27 January 2021 

Agenda item: 8a

Subject: Financial Matters 

Prepared by Alan Park 

 

Commentary to accompany the Management Accounts for the nine months to 31 

December 2020. 

 

Balance Sheet (Statement of Financial Position) 

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

December 2020. 

 

Rental debtors have decreased since the year end and stand at 1.8% of gross 

rent receivable compared to 2.2% at the end of the financial year. This reflects a 

double month of housing benefit receipts – in December we received total HB and 

UC payments of £555k compared to the normal level of around £320k.  This is 

because benefit payments are made every 4 weeks which means that there are 

13 payments in a calendar year.  Of course, our housing and money advice staff 

continue to work tirelessly to contain the arrears figures and their efforts are 

reflected in the overall figures as well.   Other debtors have decreased slightly and 

includes prepayments for services paid for during the year which carry into the 

next financial year. Our cash balance is £8.2M higher than at the start of the year 

due to increased borrowing through bond finance to fund the development 

programme 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 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. 

This will be repaid in 5 equal annual instalments. 

 

General creditors are lower 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 repayments per 

the loan agreements.  

 

Both pension fund deficits reduced in the year to 31 March 2020 with the SHAPS 

Scheme actually reducing to zero. 

 

Cash Flow Statement (Statement of Cash Flows) 

 

The cash flow statement for the nine months shows that we have generated 

£2.6M 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. 
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The full development cost added to our asset base in the nine months was £1.2M 

which was £247k for improvement works to our existing stock and £954k on 

development expenditure. Our ability to complete the planned improvement works 

will obviously depend on the pandemic and measures in force regarding work in 

tenant’s homes. We also used cash generated to pay for the office extension 

works of £365k and to pay Interest of £744k and to partially fund the payments 

for pipeline development projects and the capital works mentioned above. We 

also repaid £741k of loans in line with the repayment schedules in our overall 

loan portfolio. 

 

At the end of the nine months the organisation had £8.2M more physical cash 

than it started the year with.   

 

 

Income and Expenditure Account (Statement of Income) 

 

The Income and Expenditure Account discloses a surplus of £1,853k against the 

budgeted level of £1,295k for the nine months.  

 

The main variances to budget are highlighted below: 

 

Rent receivable is higher than budgeted by £16.3k due to our continuing 

involvement in the provision of temporary furnished accommodation and income 

from some properties acquired on the open market after the budget for this year 

was set.  

 

Void loss and bad debt is slightly lower than the budgeted figure for the nine 

months at 0.9% (budget for voids 1% with 0.25% for bad debts).  The budget 

figure includes the element for bad debt write off but no proposed write off has 

yet been made as this is usually completed in the final quarter of the year.   

 

Management costs are higher than budget by £22k due to unforeseen 

expenditure on consultancy support.  We anticipate that the full year outturn for 

management costs will be close to, but above, the budgeted level.   

 

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 £204k. This is due to the various 

measures in place in response to the pandemic which restrict the operational side 

of delivering this service.  There may be a carry forward of demand in to next 

financial year which we will have to monitor closely as revenue expenditure has an 

influence on our covenant position.   

 

Void repairs are under budget by £30k. Given the increase in the number of voids 

it is possible that this expenditure will outturn above the budget for the year but 

again is dependent on tradesmen being allowed to continue such work.   

 

Cyclical repairs are under budget by £64k which should outturn in line with 

budget.  
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Open Space Maintenance is under budget by £15k. It is anticipated that this 

budget will be fully consumed by year end as these works can continue under 

current measures. 

 

Interest payable is under budget by £221k.  The UK’s Monetary Policy Committee 

(MPC) voted to reduce the base rate to 0.1% (from 0.25%) on 19 March 2020 

having reduced it from 0.75% to 0.25% only a week earlier. On 21 May 2020, the 

governor of the Bank of England said that base rate could be reduced even 

further, possibly becoming negative in future.  At their meeting on 17 December, 

the MPC decided to keep the base rate at 0.1%. This is the lowest interest rate 

the UK has ever seen. 

 

Interest Receivable is slightly above budget.   

 

Illustration of ‘where the money’ has been spent: 

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

follows: 

 

Expenditure 2020/21 %age 2019/20  

At 9 months 

Management costs 24.2% 21.5% 

Insurance costs 1.1% 1.0% 

Service costs 2.1% 1.7% 

Routine maintenance (inc voids) 12.7% 14.8% 

Cyclical and Planned maintenance 2.8% 4.4% 

Depreciation 11.4% 11.6% 

Operating Surplus 45.7% 45.0% 

 

Thus, just under 46p in every £ earned, remained to fund interest 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 4.31:1.     

 

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

6.32:1.  

 

Recommendation: 

 

The Board is asked to approve the Management Accounts for the nine months 

ended 31 December 2020. 
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AYRSHIRE HOUSING

BALANCE SHEET AS AT 31 DECEMBER 2020

(STATEMENT OF FINANCIAL POSITION)

9 Months to Year to 

TANGIBLE FIXED ASSETS 31 December 2020 31 March 2020

Housing, land and Buildings

At valuation 69,204,149                 68,664,354          

Non housing assets 974,857                       606,776               

70,179,006                 69,271,130          

CURRENT ASSETS

Rental debtors 133,653      154,998      

Investments -               -               

Other debtors and  prepayments 121,879      133,247

Money market deposits 14,637,727 6,484,784

Cash at Bank 61,094 39,767        

Cash in Hand 600 600              

14,954,952 6,813,395

CURRENT LIABILITIES

Rents pre-paid (422,248) (312,382)

Retentions (121,075) (172,463)

Loans due within one Year (1,251,343) (1,170,861)

Other current liabilities (530,111) (674,766)

(2,324,777) (2,330,471)

NET CURRENT ASSETS/(LIABILITIES) 12,630,175                 4,482,924  

TOTAL ASSETS LESS CURRENT LIABILITIES 82,809,181                 73,754,054          

CREDITORS over one year

Long term loan finance (31,800,327) (24,598,527)

Deferred Income - Grants (3,422,426) (3,422,426)

Other Loans (166,716) (166,716)

Government Loan (240,000) (240,000)

SHAPS Pension Liability 0 0

Strathclyde Pension Liability (602,000) (602,000)

46,577,712               44,724,385        

CAPITAL AND RESERVES

Accumulated Reserves 26,812,191                 24,958,864          

Revaluation Reserve 19,765,521                 19,765,521          

46,577,712               44,724,385        
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AYRSHIRE  HOUSING - CASH FLOW STATEMENT FOR THE 9 MONTHS ENDED 31 DECEMBER 2020

(STATEMENT OF CASH FLOWS)

9 months to

Cash flow statement for the 9 months ended 31 December 2020 31 Dec 2020

£ £

Operating surplus for the 9 months to 31 December 2020 2,563,067

Depreciation 661,500

(Increase)/decrease investments 0

(Increase)/decrease debtors 32,713

Increase/(decrease) in creditors (86,176)

(Decrease)/increase in other loans (122,518)

485,519

Cash flow from operating activities 3,048,586

Returns on investments and servicing of finance:

Interest received 8,963

Interest paid (743,524)

Net cash (out) inflow from returns on investment and finance (734,561)

Capital expenditure and financial investment:

Acquisition and construction of housing properties (953,999)

Inprovements to properties (246,991)

Housing association grants received 22,195

Other grants received 0

Sale of housing properties 24,821

Sale of non housing properties 0

Housing association grants repaid 0

Purchase of non housing assets (390,581)

 

(1,544,555)

Cash (out) inflow before use of liquid resources and financing 769,470

Management of liquid resources 0

Financing

Housing loans received 8,145,593

Housing loans repaid (740,793)

Repayment of finance lease obligations 0

Non Housing loans repaid 0

7,404,800

(Decrease)/increase in cash and cash equivalents 8,174,270
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AYRSHIRE HOUSING 

INCOME AND EXPENDITURE FOR THE 9 MONTHS ENDED 31 DECEMBER 2020

(INCOME STATEMENT)

ANNUAL BUDGET Actual Budget Variance Annual

£ £ £ £ Per Unit

INCOME

7,503,908 Rent receivable 5,622,974      5,606,668      16,306

93,799 Voids and Bad Debts 49,716           70,349           20,634

7,410,109 5,573,258      5,536,319      36,939

14,371 Garage income 10,778           10,778           0

24,000 Owners recoveries 22,911           24,000           (1,089)

7,448,480 5,606,947     5,571,097     35,850

OPERATING COSTS

1,778,003 Management 1,355,566      1,333,503      (22,064) 1,101£  24.2%

62,400 Insurance Costs 59,995           62,400           2,405 49£        1.1%

144,510 Service Costs 119,932         108,383         (11,549) 97£        2.1%

946,850 Routine Maintenance 505,775         710,138         204,363 411£      9.0%

150,000 Cyclical Maintenance 48,642           112,500         63,858 39£        0.9%

164,285 Open space maintenance 107,868         123,214         15,346 88£        1.9%

315,580 Void Repairs 207,102         236,685         29,583 168£      3.7%

852,000 Depreciation - Housing Properties 639,000         639,000         0 519£      11.4%

4,413,628 3,043,880     3,325,821     281,941 54.3%

3,034,851 OPERATING SURPLUS 2,563,067     2,245,276     317,791 45.7%

0 Gain/(Loss) on Sale of properties 24,821 0 24,821

3,034,851 2,587,888      2,245,276      342,612

(1,286,778) Interest Payable (743,524) (965,083) 221,559

20,000                              Interest Receivable 8,963 15,000           (6,037)

(1,266,778) (734,561) (950,083) 215,522

1,768,074                      Overall Surplus 1,853,327     1,295,193     558,135

1,768,074                      Retained in General Reserve 1,853,327     1,295,193     558,135    
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AYRSHIRE HOUSING

FINANCIAL PERFORMANCE INDICATORS

FOR THE 9 MONTHS TO 31 DECEMBER 2020

9 Months to 6 Months to 3 Months to Year to Year to Year to Year to TARGET INDICATES

31 December 2020 30 September 2020 30 June 2020 31 March 2020 31-Mar-19 31-Mar-18 31-Mar-17 High/Low

KEY FINANCIAL INDICATORS

Current assets : Current liabilities 6.43 6.67 3.23 2.90 2.58 2.43 3.67 High Ability to pay short term debts

Cash : Current liabilities 6.32 6.53 3.08 2.73 2.41 2.24 3.41 High Ability to pay short term debts

Gearing Ratio (loans divided by reserves) 0.71 0.72 0.56 0.57 0.60 0.64 0.79 Low Financial strength

Income on lettings : Interest payable 7.56 8.38 8.25 7.73 7.53 5.18 5.74 High Ability to repay interest

Average Cost of Capital 3.19% 3.19% 3.67% 3.67% 3.96% 4.06% 4.20% Low Financial strength

Average debt per unit for completed projects £15.1K £13.78K £13.86K £14.01k £13.43k £14.1k £16.8k Low Financial strength

Operating Surplus : Interest payable 3.45 4.14 4.26 6.81 3.49 2.34 2.57 High Ability to repay interest

Operating surplus plus depreciation : Interest payable 4.31 5.10 5.21 7.72 4.38 2.95 3.25 High Ability to repay interest

Operating surplus % turnover 46% 49% 52% 61% 46% 45% 45% High Operating efficiency

CORE BUSINESS INDICATORS

Rent arrears % annual rent receivable 1.8% 2.4% 2.6% 2.2% 2.2% 2.2% 2.0% Low Efficiency of rent collection

Void losses % rent receivable 0.88% 0.90% 0.98% 0.58% 0.4% 0.6% 1.2% Low Efficiency of lettings

Bad debts % rent receivable 0.00% 0.00% 0.00% 1.11% 0.2% 0.2% 0.6% Low Efficiency of rent collection

Management costs % rental income 24.18% 22.70% 23.27% 15.23% 21.5% 21.6% 21.2% Low Cost effectiveness of management

All Maintenance costs % rental income 17.6% 14.8% 10.0% 20.9% 19.4% 20.4% 20.3% Low Adequacy/efficiency of repairs programme
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Board Meeting – Wednesday 27January 2021 

 

Agenda Item: 9 

 

Subject: Operational matters 

 

Prepared by: Jim Whiston  

 

For noting 

  

Coronavirus issues (including health and safety) 

 

The monthly report continues to be made to the Scottish Housing Regulator on the 

financial and operational impact. The next report covering December and January will be 

made in early February. These are being made available to Board members as they are 

submitted to the Regulator. To date, they show excellent performance with respect to 

arrears and letting, including support for homelessness provision.  

 

With the imposition of the Tier 4 restrictions from December, we have reduced our 

repairs service once again to a more limited range of emergency and urgent repairs and 

checks (including for gas safety). We are working with our contractors to maintain 

services with respect to external repairs, landscape maintenance and enhanced close 

cleaning.  

 

Our gas safety performance continues to be carefully monitored to ensure that we are 

following the latest advice from 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 are carefully recorded with our contractor to ensure 

that we are taking reasonable steps (based on risk assessments) to comply with the 

regulations in the current circumstances. Notwithstanding this, we are now achieving 

near normal levels of compliance by applying our standing procedures rigorously. 

 

The office working arrangements have been further tightened to reflect the heightened 

concerns about infection. 

 

As previously reported, a second homeworking staff wellbeing survey has been carried 

out. Overall, we seem to be still working well from home. Based on the comments there a 

number of areas for improvement which are being addressed: 

 

Working environment 

 

• At home: to help maintain a safe working environment, we have also issued 

health and safety questionnaires to everyone. The results of these are being 

correlated and will then be responded to.  

• In the office: the importance of working to the rules issued has been  re-

emphasised.  

• Home and estate visits: refresher guidance from managers will be given at team 

meetings. 
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Flexi-time 
 
Further guidance on a modified flexi-time system, to help with time management on a 

non-compulsory basis, has been issued. 

 

Communication 

 

There are mixed views on communication channels and volumes whether general, team 

based or one to one.  

 

Here are some of the issues that have been raised with suggestions for improvement: 

 

• Think of phoning a colleague before emailing – it fosters that social connection. 

• Equally, if you get an email from a colleague, reply even if it’s just to say thanks. 

• Ensure individual review meetings are held regularly. 

• Action points from team meetings should always be produced. 

• Develop project-based MS-Teams groups both to work on new ideas (including the 

 fuller use of Teams itself) and to foster social interaction beyond the formal 

 teams. 

• Develop an online social programme for, hopefully, the final months. 

• Provide sound and camera options for desktops and laptops. 
 

Zoom use 

 

Given its popularity for online training, we know that our policy has caused issues for 

some. We have now amended our homeworking guidance to facilitate its controlled use.  

  

The long term  

  
There is near uniform support for more flexible working arrangements in the future.  

  

A number have raised the importance of increasing the digital communication options for 

tenants. This can be a topic for an across department project.  

 

Board effectiveness and governance 

 

The next report is due in February. The next quarterly review meeting with the Director 

will be held over the next few weeks.  

 

All Board and staff members have reviewed their declarations of interest.  

 

Eydent  

 

A meeting of the chairs and chief officers was held on 18 January. This considered 

options for the 2021 joint housing conference given the ongoing uncertainty about a 

return to normality. 

 

Placement opportunities within Ayrshire Housing 

 

This activity is in abeyance for the time being. 
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Staffing issues 

 

See the note above under Coronavirus issues. 

 

Staff pension schemes 

 

Nothing further to report. 

 

Audit Committee  

 

See the attached minute. 

 

Community engagement and publicity  

 

We have been successful in a bid to the Scottish Government’s Communities Recovery 

Fund for a grant of £25,000. Together with £3,000 pledged from ourselves, this will 

allow continuing support for Care and Share’s outreach work and an extension to the 

digital inclusion project in partnership with VASA. 

 

We are actively using social media to communicate with our tenants and the general 

public, and to promote the work of our partners. 

 

A press release is being issued with the contractor for the Northeast Troon project. 

 

Notifiable events and disposals 

 

As noted above a return is submitted each month to the Scottish Housing Regulator on 

the impact of the Coronavirus restrictions. This covers information on arrears, voids and 

our cash position and, from June on, any legal actions. 

 

There have been no disposals or notifiable events since the November meeting. 

 

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

Audit Committee in February 2021.  

 

45 



 
 
Minutes of the Audit Committee meeting held on Wednesday 25 November 2020 at 

4.30pm via MS Teams 

 

 

Present: Gemma Collins (Chair) 

 Amanda Bryan 

  Alice Craig  

 Kenny George  

 Tommy Maughan 

  Bobby Pyper 

 Mike Tomlinson 

      

In attendance:   Jim Whiston 

 Alan Park 

Kirsty Broadfoot (Minutes) 

 

1. Apologies 

 

Apologies were received from Rhonda Leith, Simon Leslie, Anne Wason, Georgina 

Dawson and David Porte. 

2. Minutes of Audit Committee Meeting 26 August 2020 

 

The Minute of the above meeting were proposed by Bobby Pyper and seconded by 

Kenny George. 

 

At this point, the Chair of the Committee welcomed Tommy and Alice and introductions 

were made. 

 

3. Audit Plan 2020 21 

 

a. External review and validation of major repairs 

 

 Alan began by giving an overview of the audit process for the benefit of the new 

 members. He went on to summarise the key points of the external review, 

 highlighting the scale, cost and timing of the proposed works. He emphasised the 

 importance of regularly reviewing our planned expenditure for improvement works 

 to ensure that the figures within the 30-year financial projections remained 

 accurate. Alan suggested that a physical inspection of 10% of our stock could be 

 undertaken. Bobby asked Alan if he had an external consultant in mind for the 

 works. Alan advised that another association had just tendered on the 

 Procurement Scotland portal and had only received one note of interest so we may 

 have to revert to approaching individual companies. We have one in mind and will 

 hopefully identify others and it is therefore unlikely that we would use the 

 Procurement Scotland portal for this exercise. In  response to a query from 

 Amanda, Alan also confirmed that any expenditure recorded in the accounts for any 

 year must match the works or services completed or received in the same year. 
 

Agenda Item: 9a
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 The Committee approved the review and the selection of a suitably experienced 

 consultant. 

 

4. Internal Audit 2019 20 

 

a. Allocations and Waiting List review – Action Plan  

 

  Jim summarised the main points, highlighting that we need to both conform with 

  the guidelines and provide a fair and accessible service to applicants looking for 

  housing. He went on to outline the improvements to be carried out and that these 

  would be presented to the Audit Committee in June 2021. Jim advised there would 

  be a short-term review of the Allocations Policy and a fuller review in 2022/23. He 

  mentioned that some changes were needed to the joint application service that we 

  manage in conjunction with South Ayrshire Council, these include some wording 

  changes to the Information Booklet and our Housing Online website. Jim advised 

  that Caroline would be able to provide an overview of the Internal Audit system for 

  any interested Committee members. 1 

 

  The Committee noted the report. 

 

5. Treasury Management Report as at 30 September 2020 

  

 Alan summarised the main points of the report and discussed the table in the paper 

 which explains the various borrowings in our portfolio. Alan then explained that LIBOR, 

 the overnight lending rate, will cease from next financial year and that we would switch 

 to SONIA. Alan will report back on developments at the next Audit meeting. 

 

The Committee noted the report. 

 

6. Review of Risk Management Strategy 

 

 Alan summarised the main points of the strategy and the Committee noted the report. 

 

 

The Chair thanked all for their attendance and contributions. 

  

The meeting closed at 5.10pm. 

 

Signed 

 

Dated 

 

 
1 Caroline to organise training on internal audit system. 
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Minutes of the Health & Safety Committee meeting held on Wednesday 9 December 
2020 at 4.30pm via MS Teams 

 

Present: Bobby Pyper (Chair) 

 Mike Tomlinson 

  Amanda Bryan 

 David Porte 

 Tommy Maughan 

  Alice Craig 

  Anne Wason 

    

In attendance:   Jim Whiston 

    Jim Purvis 

   Kirsty Broadfoot (Minutes) 

 

  

 

1. Appointment of Chair, welcome and apologies 

It was agreed to appoint Bobby as Committee chair. Bobby then welcomed everyone 

to the meeting. No apologies were logged. 

2. Declarations of Interest                                                                                       

There were no declarations of interest. 

 

3. Minutes of Health and Safety Meeting held on Wednesday 12 February 2020 

The Minutes were accepted by the Committee. 

 

4. Update on General Risk Assessment 

Jim Whiston gave an overview of the role of the committee for the benefit of Tommy, 

Anne and Alice, in particular he highlighted the H&S Audit carried out by ACS and 

the two H&S manuals (the employee focused Health & Safety Manual and the 

Landlord Manual), explaining the differences between them. Jim went on to advise 

that guidance notes from EVH, ACS and HSE had been circulated to all staff in 

relation to home working. 1Jim updated the committee that a second staff wellbeing 

survey had been issued recently and that we have also issued a Display Screen 

Equipment questionnaire. This questionnaire is intended to assist staff with setting 

up their work area and pc correctly. We will look at the results of this and can assist 

staff members who are having issues. Jim went on to discuss the Healthy Working 

Lives award and advised that we are committed maintaining our Gold award.  

 

Jim advised that a full review of the General Risk Assessment would be carried out 

once the new extension was completed. It was agreed that the assessment could 

be passed to the committee for review in March or April 2021. Jim advised that the 

current risk assessment was contained in the last committee papers.  

 

 
1 Jim W agreed to post these guidance notes on Basecamp. 
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Jim advised that the Lone Working policy had been reviewed in light of the move to 

more flexible working. The committee approved the updated policy. 

 
5. Report on Compliance Issues – Landlord Facilities Health and Safety Manual 

Jim W began by providing background into the manual. He invited Jim P to give an 
update on the various areas.  

 

a) Asbestos management 
Jim P advised that asbestos management surveys are now being carried out in 
conjunction with the kitchen refurbishment programme. 
 

b) Legionella management 
Jim P discussed the key points of the association’s legionella management plan, 
confirming that Integrated Water Services had been appointed in February 2019 
to undertake maintenance and risk assessment works for all cold-water storage 
systems that we have responsibility for. The risk assessment is valid until 2020 
and will now be reviewed to reflect the extension of the office premises due to 
be completed early in the New Year. 
 

c) Fire Risk Assessment 
Jim P advised that, following the Grenfell Tower fire, the association was taking 
further steps to implement a policy to ensure closes are kept free from storing 
items such as mobility scooters etc. As well as information in a recent tenant 
newsletter, Jim confirmed that he will be writing out to all tenants reminding 
them of the need to keep closes clear of personal belongings. He also advised 
that the close cleaning contractor has been instructed to take photos of the 
close areas on a regular basis. Jim then advised that a new programme to install 
fire doors and windows would be rolled out.  
 
Jim W updated the committee that new government build standards have been 
brought forward to February 2021 which include the introduction of sprinkler 
systems in all new build developments. This will affect our pipeline projects. A 
reserve will need to be factored into the financial plan to deal with the ongoing 
purchase and service costs associated with this. Amanda enquired as to the 
potential for water damage in the event that the sprinklers were set off in a non-
emergency, Jim P confirmed that they would only activate at very high 
temperatures. 
 

d) CDM Regulations, construction, design and management. 
Jim W gave an overview of the regulations, advising that we appoint a principal 
designer and then principal contractor for each contract; both having to prove 
they can meet the regulations regarding health and safety. Tommy asked if there 
is an audit process for our contractors to follow. Jim confirmed that health and 
safety is one of the criteria in selecting consultants and contractors. 
 

6. Any other business 

It was agreed that the revised GRA could be dealt with virtually without the need 
for an additional committee meeting in spring 2021.  

 

David enquired whether risk assessments are undertaken prior to home visits being 
carried out. Jim W confirmed that wherever possible, matters are being dealt with 
without the need to visit tenants. However, prior to any visits, tenants are being 
asked the standard COVID-19 symptom questions and then again before staff or 

49 



contractors enter their homes.  

 

The Chair thanked all for their attendance and contributions. 

  

The meeting closed at 5.13pm 

 

 

Signed 

 

 

 

 

Dated 
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