
 
 

Board Meeting 

Wednesday 26 May 2021 at 5.45pm 

 

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 28 April 2021 (enclosed) 

   

4) Matters arising (paper enclosed)        

    

5) Business development 

a) Annual performance reporting – (paper enclosed) 

 

6) Housing management activity 

a) Minute of the Tenancy Matters Committee of 12 May 2021 (enclosed) 

 

7) Property maintenance activity 

• No additional items 

 

8) Financial matters 

• No Additional items 

 

9)   Operational matters (paper enclosed) 

a)  Working arrangements and human resources policy reviews (paper enclosed) 

b) Equalities and Human Rights annual report (enclosed) 

      

10)    Any other business 

a) Publication of Board papers 

b) Date of the next Board meeting – Wednesday 30 June 2021 
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Minute of the Board meeting held on Wednesday 28 April 2021 at 5.45pm via MS Teams 

 

Present:  Tenant Members 

   Alice Craig  

   Amanda Bryan 

   Anne Wason  

   Kenny George 

   Tommy Maughan 

         

   Community Members 

   Bobby Pyper  

   David Porte 

   Gemma Collins 

Mike Tomlinson  

Simon Leslie – Chair 

 

   In Attendance 

Alan Park  

Caroline Donald – until item 9a 

David McGivern 

Jacqueline Dunlop – until item 6b 

Jim Whiston  

Kirsty Broadfoot – Minutes 

Wendy Smith – until item 6b 

    

   

1. Welcome and apologies 

Simon welcomed everyone to the meeting. Apologies were received from Georgina 

Dawson and Rhonda Leith. 

 

Simon noted a change to the agenda, with items 6b and 9a to be covered after item 

4. 

 

2. Declarations of interest 

No matters were raised. 

 

3. Minute of the Board meeting held on Wednesday 31 March 2021 

 The Minutes of the meeting held on 31 March were accepted as a true record and 

were proposed by Amanda Bryan and seconded by Bobby Pyper. 

 

 

 

 
 

Board Meeting – Wednesday 26 May 2021 

 

Agenda Item: 3 

 

Subject: Minutes of Board Meeting Wednesday 28 April 2021 

 

Prepared by: Kirsty Broadfoot 
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4. Matters arising  

 Jim confirmed that the committee chairs item would be discussed as part of item 

9. 

 

6. Housing management activity 

 

 6b. Money Advice Service Annual Report 

  Simon invited Jacqueline to speak to the report. Jacqueline provided a 

 summary, noting that there had been a big increase in referrals due to the 

 pandemic. The team are dealing with around 160 cases, whereas this time 

 last year, they had around 100. Financial gains have risen considerably 

 throughout the year  and the demand for assistance from the team has 

 been extraordinary. Jacqueline went on to say that the benefits landscape 

 has changed a lot, particularly around disability. Finally, Jacqueline 

 discussed the table on page 42 of the papers which demonstrates how 

 much higher Universal Credit (UC) rent arrears are in comparison to non-UC.  

 

  Wendy then updated the Board on the emergency fuel fund which has been 

 introduced by SFHA and Scottish Government. This funding has been 

 introduced to help tenants who are in financial hardship with their fuel bills. 

 We have been successful in our bid to support 50 households with 

 payments of up to £100 per household. Payments are either top ups for    

 pre-paid meters or cash. The funding is only available until 14 May. Wendy 

 said that tenants who have received the payments already have been very 

 appreciative of the help. 

 

  Bobby and Simon expressed thanks to Jacqueline and Wendy for all their 

 hard work. 

 

9. Operational matters 

 

 9a. Board and Director effectiveness  

  Simon covered the report. He thanked the Board members for their time and 

 effort and to Caroline for organising and facilitating the reviews. He felt the 

 process was much easier through Teams than face to face. Overall, the 

 feedback is that our Board is well balanced, there is a 50/50 gender split 

 and a wide variety of skills and backgrounds. Caroline has collated the 

 training requirements, Simon noted that there is sometimes a lack of 

 confidence in some members to ask relevant questions, particularly around 

 finance and governance matters. There will be an improved induction 

 programme for new members with a buddy system to be set up to provide 

 support for those joining the Board.  There will be a report on the Director’s 

 performance in the June Board papers. 

 

5. Business Development 

 

 5a. Business Plan 

  Jim provided a summary noting that only a light revision of the plan was 

 needed. He highlighted that roles had been assigned against tasks in the 

full delivery plan. These would mostly be for staff but that Simon and the 

Board would have responsibility for some. Jim confirmed that the updated 

Business Plan would be published after the meeting. 
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 5b. Minute of the Development Committee of 14 April 2021 

  The Minute was noted. The error in the title block will be corrected before 

 the papers are uploaded to the website. 

 

6. Housing management activity 

 

 6a. Lettings Plan 2021-22 

  David summarised the report. He highlighted that we had achieved the 

 target of 50% of lettings being South Ayrshire Council nominations or 

Section 5 homelessness referrals. There had been a decrease in allocations 

from the transfer list due to  the Coronavirus pandemic and the focus had 

been on providing accommodation for the most vulnerable. David noted that 

we are exceeding the contribution expected through the targets set for 

nominations and section 5 referrals. David then spoke about Housing First. 

This is a UK wide initiative aimed at supporting vulnerable individuals into 

housing. Often those leading chaotic lifestyles end up in multiple tenancies 

due to their inability to manage their tenancy. Housing First aims to put 

supports in place so that the tenant is able to maintain their tenancy. David 

updated the Board that over the last year two lets had come under the 

Housing First scheme. Finally, David then provided a summary of the waiting 

list, noting that there  are around 3,000 people on the list proving that there 

is high demand for our services.  

 

   The Board noted the information and agreed to the proposed quotas for 

 2021-22.  

 

7. Property maintenance activity 

 No matters were discussed. 

 

8. Finance matters 

  

 8a. Management Accounts for the year ended 31 March 2021 

 Alan gave his report on the management accounts which are based on 

 current ledger figures – reconciliation to final accounts will be provided. He 

 commented on the fact that it had been a very unusual year and the fact 

 that rent arrears were 1% lower than last year is a credit to all staff 

 particularly housing management and money advice. Credit is also due to 

 tenants for the arrears position. Alan then summarised the various 

 accounts. Income and expenditure –rent variance due to a slightly better 

 Elba street position over budget. Voids and bad debts – there had been an 

 overspend on voids, this was higher than a normal year. Management 

 costs were in budget, this was due to homeworking, heating and lighting 

 costs for the office were lower. Service costs were up due to enhanced 

 close cleaning but there was an underspend in most other maintenance 

 areas. Depreciation was higher following the desk top valuation completed 

 for last year’s Annual Accounts.  Interest payable was lower than budget 

 due to low interest rates on variable element. This was £2.4M against 

 budget of £1.7M. Alan then covered the cash flow, no borrowing yet for 

 office due to underspends elsewhere in year. We had received £1.3M of 

 grants for our  developments. IT equipment was over budget, this was due 

 to purchasing  additional equipment for home working. Alan summarised 

 the performance indicators and covenants. Alan then noted that the 

 maintenance works which had not been able to take place last year would 
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 be carried out this year. Mike enquired about the sufficiency of budgets in 

 this year and Alan confirmed that we have sufficient cash reserves to 

 accommodate delayed work in the current year. Actual expenditure will be 

 reported periodically to the Board. 

 

  Following Alan’s report, the Board approved the Management Accounts. 

 

9. Operational matters 

Jim updated the Board on the various topics. Once again, the report to the SHR 

conveyed our excellent performance in rent arrears. The recent move to Tier 3 has 

meant that our repairs service can be geared up. There is a significant backlog of 

repairs to be dealt with and we will be asking for tenants’ patience until the backlog 

is cleared. Jim went on to note that there would be no change to home working for 

the foreseeable future as the 2-metre rule is still in place. Jim will report to the 

Board with an update on our longer-term plans at the May meeting. He noted that 

we may need to highlight these plans to our tenants. 

 

Board effectiveness and governance 

Jim ran through the various committee chairs. The first meeting of the community 

engagement committee takes place on 26 May. The committee will consider the 

types of projects which we support and also be a sounding board for the hub events. 

The tenancy matters panel now meets annually and the first meeting will be 12 

May. The panel will look at emerging issues and legislation. After discussion around 

the chair of the human resources committee, Jim agreed that he and Alan would 

set up a Teams meeting with Kenny to discuss the remit in more detail. 1 Simon 

then noted that Tommy had volunteered to chair the community engagement 

committee and Amanda was also interested in chairing either this or the tenancy 

matters committee. 

 

Eydent 

Jim updated the Board that a meeting of senior officers would take place on 30 

April to discuss next year’s conference. 

 

Disposals 

Jim highlighted that we are looking to sell a flat in Ayr which no longer meets our 

requirements. 

 

 9b. Review of the Procurement Strategy and annual procurement report 

 Jim covered the paper, highlighting the pertinent points. He noted that all 

 references to EU were to be removed and a reference to our Equalities and 

 Human Rights policy  should be included. Jim then went on to discuss 

 framework contracts  and that we look to work with contractors who 

 demonstrate a commitment to training and/or community benefits. He 

 noted that Cruden, who has  recently been awarded the North East Troon 

 contract, has a dedicated community benefits manager. Simon enquired if 

 we have an anti-slavery statement on our website. Jim said he would check 

 if we are required to have this. 2 Jim stated he would amend the 

 procurement  strategy if this change was needed. 

 

 
1 Jim to set up Teams meeting with himself, Alan and Kenny. 
2 Jim to check up on anti-slavery statement. 
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 The Board approved the updated strategy subject to an adjustment if 

 required concerning modern slavery. 

 

10. Any other business 

  

 10a.  Publication of Board papers  

It was agreed that all papers could be published in their entirety, apart from 

the usual covenant information. 

 

10b. Date of next Board meeting  

Wednesday 26 May 2021. 

 

There was no further business and the meeting closed at 7.10pm with a vote of 

thanks to the Chair. 

 

 

 

Signed       Dated 
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Board Meeting – Wednesday 26 May 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: 

B500 31/3/2021 Confirmation of Committee 

Chairs 

Chairs are now in place for all the 

Committees. 

Yes April 2021 

B501 28/4/21 Briefing for the Chair of the 

Human Resources Committee 

Still to be arranged. No May 2021 

B502 26/4/21 Include modern slavery 

reference in Procurement 

Strategy.  

Strategy amended and available for 

publication. 

Yes May 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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Board Meeting – Wednesday 26 May 2021 

 
Agenda Item: 5a 

 
Subject: Annual Performance Reporting 

 
Prepared by: Caroline Donald 

 
Recommendation: to agree the submission of the ARC 

 

The Performance Digest 

 
The Board receives quarterly digests showing  performance  against  the  Business Plan 

key  performance indicators  and the  Scottish  Social  Housing  Charter indicators. The 

attached digest shows performance over the twelve months to 31 March 2021. As well 

as the indicators reported quarterly, it includes information on tenancy sustainment and 

housing quality which can only be reported on meaningfully on a yearly basis. 

 
The digest complements the report that the Board received in March on performance on 

the Business Plan objectives. 

 
The Annual Report on the Charter (ARC) 

 
Much of the information for the above digest is taken from this return (also attached) 

which has to be sent to the Scottish Housing Regulator (SHR). These have been 

carefully checked for accuracy. Where there has been a reduction in performance due to 

the Coronavirus restrictions, this has been noted. These notes align with the monthly 

reports that the Board has been receiving on service delivery and risk management. 

 
Recommendation 

 
The Board is asked to agree that the ARC be submitted to the Regulator. 
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PERFORMANCE DIGEST 

FOR THE YEAR   

TO 31ST MARCH 2021 

 

 

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).   
 

We also reported more fully on business development performance as part of our quarterly and 

annual delivery plan review.  

 

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

corrective action in separate reports.   
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The figures used in Indicators 1, 2, 5, 7 and 25 are taken from our comprehensive Tenant 

Satisfaction Surveys (TSS) which are carried out every three years.   We carried out a survey in 

October/November 2019.  The 2019 responses are based on 600 tenants who took part in face-

to-face interviews, these figures which will be used again in this year’s return.  

 

ARC INDICATOR 1- Percentage of tenants satisfied with the overall service provided by Ayrshire 

Housing. 

 

 TSS 

Aug 2013 

TSS 

Dec 2016 

TSS 

Oct 2019 

Very Satisfied 283 311 324 

Fairly Satisfied 236 221 210 

Neither Satisfied or Dissatisfied 35 24 24 

Fairly Dissatisfied 24 17 18 

Very Dissatisfied 12 7 24 

No Opinion 0 0 0 

Percentage of tenants either very or fairly satisfied 87.9% 91.7% 89.0% 

 

ARC INDICATOR 2 - Percentage of tenants who feel their landlord is good at keeping them 

informed about their services and decisions 

 

 TSS 

Aug 2013 

TSS 

Dec 2016 

TSS 

Oct 2019 

Very Satisfied 319 319 312 

Fairly Satisfied 220 220 240 

Neither Satisfied or Dissatisfied 35 35 30 

Fairly Dissatisfied 0 0 12 

Very Dissatisfied 6 6 6 

No Opinion 0 0 0 

Percentage of tenants either very or fairly satisfied 93.0% 93.0% 92.0% 

 

ARC INDICATOR 5 - Percentage of tenants satisfied with the opportunities given to them to 

participate in their landlord’s decision-making process 

 

 TSS 

Aug 2013 

TSS 

Dec 2016 

TSS 

Oct 2019 

Very Satisfied 284 284 276 

Fairly Satisfied 197 197 246 

Neither Satisfied or Dissatisfied 93 93 54 

Fairly Dissatisfied 6 6 12 

Very Dissatisfied 0 0 12 

No Opinion 0 0 0 

Percentage of tenants either very or fairly satisfied 83.0% 83.0% 87.0% 

 

 

 

CUSTOMER SATISFACTION INDICATORS 
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ARC INDICATOR 7 - Percentage of tenants satisfied with the quality of their home.  

 

 TSS 

Aug 2013 

TSS 

Dec 2016 

TSS 

Oct 2019 

Very Satisfied 242 284 282 

Fairly Satisfied 242 226 246 

Neither Satisfied or Dissatisfied 47 29 24 

Fairly Dissatisfied 47 35 30 

Very Dissatisfied 12 6 18 

No Opinion 0 0 0 

Percentage of tenants either very or fairly satisfied 82.0% 87.9%  88.0% 

 

ARC INDICATOR 25 - Percentage of tenants who feel that the rent for their property represents 

good value for money. 

 

 TSS 

Aug 2013 

TSS 

Dec 2016 

TSS 

Oct 2019 

Very good value for money 230 261 258 

Fairly good value for money 253 244 258 

Neither good nor poor value for money 77 41 48 

Fairly poor value for money 18 23 30 

Very poor value for money 12 11 6 

Percentage of tenants who feel that their property 

represents very or fairly good value for money 

81.9% 87.1% 86.0% 

 

 

ARC INDICATOR 29 

Percentage of Factored Owners satisfied with the factoring service they receive. 

 

Satisfaction levels dropped from 50.00% in March 2020 to 33.33% in March 2021.  While we 

have previously tried to explain the association’s responsibilities, much of the negative feedback 

continues to be around matters which are not the direct responsibility of the association e.g. 

dog fouling, litter, maintenance of areas out with the association’s remit.  We will continue to 

seek feedback from owners and maintain common areas to an acceptable standard to ensure 

we and owners receive value for the money this service costs.  The graph below is based on the 

numbers of surveys which were returned.  
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NON-ARC 

 

  
 

 

• In the year to 31st March 2019, we carried out 54 visits of these 48 tenants were either 

very or fairly satisfied with their home when moving in (88.89%) 

• In the year to 31st March 2020, we carried out 113 visits of these 96 tenants were either 

very or fairly satisfied with their home when moving in (84.96%) 

• In the year to 31st March 2021, we spoke to 71 tenants, 57 tenants were either very or 

fairly satisfied with their home when moving in (80.28%) 

 

Levels of satisfaction remain fairly consistent with the previous year.  We will continue to aim to 

offer tenancies which meet the association’s lettable standard and address any areas of 

dissatisfaction where we have not met the standards which we aim to achieve.  It may be, 

however, that in some instances new tenants’ expectations are higher than the association’s 

standard and this can also lead to some irreconcilable differences and expressions of 

dissatisfaction. 

 

It remains worth noting, however, that the vast majority of new tenants were fairly or very 

satisfied with the standard of their home when they moved in. 

 

 

 

 
 

 

 

  

KPI – 95% of tenants satisfied with the quality of their home and our services when 

moving in.  Results are based on New Tenant Visits carried out over the reporting 

period. 
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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: Void rent loss for mainstream properties less than 0.80% of rent due. 

• For the year to 31st March 2019 our rent loss was 0.39% of the total rent due.  

• For the year to 31st March 2020 our rent loss was 0.40% of the total rent due. 

• For the year to 31st March 2021 our rent loss was 0.71% of the total rent due.  
 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

INDICATOR 18 

 

The increase in void rent loss is due 

mainly to the restrictions on lettings 

activities imposed during the 

pandemic. Initial government 

guidance was that lettings should 

have been restricted to lets to 

homeless persons. That guidance 

was widened to “essential” lets 

which allowed for an increase in our 

lettings as the year progressed. 

However, the processes for each 

part of the lettings activity take 

more time than pre-pandemic – 

cleaning, inspecting, repairing, 

allocating, viewing and sign-ups all 

take longer due to the risk 

management procedures which 

must be followed.   

 

  

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

• For the year to 31st March 2019 our current tenant non-technical arrear was 0.85%.   

• For the year to 31st March 2020 our current tenant non-technical arrear was 0.84%.   

• For the year to 31st March 2021 our current tenant non-technical arrear was 0.80%.   
 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

NON-ARC INDICATOR 

 

To reduce the arrears figures for this 

indicator is exceptional during a year 

where the impact of the pandemic on 

household incomes was sudden and 

significant. In the early months 

following lockdown many of our 

tenants lost their employment and 

had to claim Universal Credit. Most 

had no previous experience of 

making claims through the benefits 

system and required intensive 

support from our Housing 

Management staff who had the 

additional challenge of working 

remotely and providing much of the 

support and assistance by telephone. 

The team have for several years been 

encouraging tenants to make sure 

their rent was paid one month in 

advance as stated in the tenancy 

agreement. This work helped mitigate 

the short-term impact on tenants 

moving from employment to 

Universal Credit as the month in 

advance helped make up the gap in 

payments while tenants awaited their 

initial Universal Credit payments. The 

team’s ongoing efforts and diligence 

throughout the year has resulted in 

this outstanding performance. 
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ARC INDICATORS 26 AND 27 

 
Indicator 26 – This generally reflects 

our efficiency in collecting ongoing rent 

from tenants along with outstanding 

arrears from current and former 

tenants. 

 

 

 

 

 

 

 

 

Indicator 27 – The main element of 

gross arrears which we can influence is 

Current Tenants’ non-technical arrears 

and these have decreased this year 

despite the pressures on our tenants’ 

incomes as a result of the introduction 

and increased reliance on Universal 

Credit and other welfare reforms. 

 

 

 

 

 

 

    

 
 

 

 

  Indicator C5 – Rent Increase  

Percentage average weekly rent increase to be applied in the next reporting year.  

18/19 19/20 20/21 

3.0% 2.9% 1.5% 
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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 year to 31st March 2021, 107 properties became vacant, 6.73% of our lettable stock.  Of 

the stock which became vacant: 

 

20 Transferred to another Ayrshire Housing property. 

09 Moved to another local authority.  

01 Moved to another RSL. 

13 Moved to a private let.  
26 As the result of the death of a tenant. 

01 Was evicted. 

05 As a result of financial hardship. 

10 Moved to a care home.  

11 Moved in with family. 

06 Purchased their own property. 

05 Unknown.  

 

During this period, a further 30 properties became vacant – 13* were temporary furnished, 5** 

were lockups, 12 were Mutual Exchanges.  These terminations are excluded from ARC 

indicators.  

 

*13 properties terminated as temporary furnished but 10 were let as temporary furnished.  2 

properties were temporary furnished at the time of termination but are now mainstream and 1 

property was mainstream at the time of termination and is now temporary furnished. 2  

temporary furnished properties were void at the year end.  

 

**4 lockups were let during the year, 1 was void at the year end. 

 

 

 

 

 

 

KPI: Housing application processing within 10 days and 40% of applications made online. 

• Average processing time for the year to 31st March 2019 - 7 days (92% within target) 

• Average processing time for the year to 31st March 2020 – 6 days (98% within target). 

• Average processing time for the year to 31st March 2021 – 7 days (89% within target). 

 

1,666 applications were processed during the reporting year.  

 2,986 applicants were on our waiting list at, 31st March 2021. 

 1,501 applicants were cancelled from our waiting list during the period 
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ARC INDICATOR 20 - Percentage of new tenancies sustained for more than a year, by source of 

let.  

 

 18/19 19/20 20/21 

Existing Tenants 24 Began 

23 Sustained 

95.8% 

11 Began 

10 Sustained 

90.9% 

23 Began 

22 Sustained 

95.7% 

Statutory Homeless 8 Began 

7 Sustained 

87.5% 

19 Began 

16 Sustained 

84.2% 

27 Began 

23 Sustained 

85.2% 

Housing List 65 Began 

55 Sustained 

84.6% 

52 Began 

47 Sustained 

90.4% 

71 Began 

62 Sustained 

87.3% 

Nomination  24 Began 

22 Sustained 

87.5% 

21 Began 

20 Sustained 

95.2% 

48 Began 

46 Sustained 

95.8% 

Other   1 Began 

1 Sustained 

100.0% 

 

 

 

Our tenancy sustainment levels remain high with over 90% of new tenants staying with us for 

longer than 12 months. We will continue to seek the reasons why tenancies are terminated to 

establish if there are any reasons which the association should be addressing.  In many cases 

though individual circumstances may change which could prompt a decision to move to a new 

house irrespective of the support and assistance we can offer.  

 

 

 

 

90.5% of all new tenancies were sustained for more than 12 months  

 

 

  

New applications remained extremely high (averaging 32 each week). 

 

 

 
 

 

We will continue to encourage applicants to apply online. This may be 

particularly relevant if restrictions to accessing our office remain in 

place longer-term. 

68% of applications were completed online, against our 

annual target of 40%.  This is a massive increase from 35% 

reported last year. 

KPI - 90% of tenancies sustained for more than 12 months 
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ARC INDICATOR C2 - The number of lets during the reporting year by source of let 

 

In the year to 31st March 2021, we let 147 mainstream properties.  In the same period to 31 

March 2020, we had let 197 properties.   

 

145 properties were let as Scottish Secure Tenancies (SSTs) and 2 were let as Short Scottish 

Secure Tenancies (SSSTs).  

 

During the year 27 properties at Elba Street came off site and 5 “off-the-shelf” properties were 

purchased.   

 

The lets for both years are broken down as follows: 

 

         

 

In addition, 10* temporary furnished properties and 4* lockups were let during the reporting 

year. 

 

* See note regarding the termination figure. 

 

 

 

C3 – Number of Lets during the reporting year, split between general needs and supported 

housing.  

 

[Please note this indicator excludes the 12 Mutual Exchanges]. 

 

General Needs 101 

Wheelchair Housing 3 

Ambulant Disabled 31 

NUMBER OF LETS, SPLIT BY NEED 135 
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ARC INDICATORS 19, 20 & 21 

Number of Households currently waiting for adaptations to their home – Amended 19/20 

Total cost of adaptations completed in the year by source of funding (£) – New 19/20 

The average time to complete adaptations – Amended 19/20 

 

The numbers of adaptations completed and the numbers of “approved” applications remains 

consistent with previous years. It is worth noting that the average time to complete approved 

adaptations has decreased this year, This, however, is influenced by the gap between the 

association receiving an OT referral (an approved application) and grant funding being made 

available to the association to cover the cost of such works. 

 18/19 19/20 20/21 

Indicator 19 

*Number of approved applications on the list for adaptations 

as at the start of the reporting year, plus any new approved 

applications during the reporting year. 

57 57 43 

Number of approved applications completed between the 

start and end of the reporting year. 

39 34 19 

The total number of households waiting for applications to be 

completed at the end of the reporting year – NEW 19/20 

 23 24 

Indicator 20 – NEW 19/20 

The cost (£) that was landlord funded. £1,401 £789 

The cost (£) that was grant funded. £58,473 £65,115 

The total cost (£) of all adaptations undertaken in the reporting year £59,874 £65,904 

Indicator 21 

**Total number of working days take to complete individual 

adaptations. 

8,687 7,273 6,242 

***Total number of adaptations completed during the 

reporting year. 

43 36 21 

Average time to complete approved adaptations (in days) 228.61 202.03 297.24 

 

* applications are approved from the date of assessment by an “appropriate person”.  For 

example, a doctor or occupational therapist.  An application can consist of more than 

one medical adaptation as long they were approved on the same assessment.  

 

** this is the aggregated number of days taken to complete approved applications during 

the reporting year.  The count is taken from the date the referral was received by Ayrshire 

Housing until the date work is completed by the contractor.  For previous years, the count 

was taken from the date of assessment by an “appropriate person”.  The average time 

taken to complete approved applications is more realistic.  

 

*** total number of adaptations counts each individual medical adaptation completed 

during the year.  
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KPI: Void re-let time 16 days or less. 

• For the year to 31st March 2019 our average re-let time was 20.6 days. 

• For the year to 31st March 2020 our average re-let time was 16.7 days. 

• For the year to 31st March 2021 our average re-let time was 37.2 days.  

 

 

 

 
 

 

 

 

 

      

ARC Indicator 30 

 

(Comments as per Indicator 18 – 

Void Rent Loss – above) 

 

The increase in average relet times 

is due mainly to the restrictions on 

lettings activities imposed during 

the pandemic. Initial government 

guidance was that lettings should 

have been restricted to lets to 

homeless persons. That guidance 

was widened to “essential” lets 

which allowed for an increase in our 

lettings as the year progressed. 

However, the processes for each 

part of the lettings activity takes 

more time than pre-pandemic – 

cleaning, inspecting, repairing, 

allocating, viewing and sign-ups all 

take longer due to the risk 

management procedures which 

must be followed.   
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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 14 

Percentage of Tenancy Offers Refused 

 

• During the Year to 31st March 2019, 168 mainstream tenancy offers were made.  Of 

those 168, 35 were refused (20.83%). 

• During the Year to 31st March 2020, 203 mainstream tenancy offers were made.  Of 

those 203, 50 were refused (24.63%). 

• During the Year to 31st March 2021, 169 mainstream tenancy offers were made.  Of 

those 169, 35 were refused (20.71%). 

 

We continue to analyse reasons for refusals and take account of any trends which might merit 

further action.   

 

 

ARC INDICATOR 22 

Percentage of Court Actions Initiated Which Resulted in Eviction and the Reasons for Eviction 

 

 To 31st 

March 

2020 

To 31st 

March 

2021 

 

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

• The number of properties recovered (reason for recovery – rent had 

not been paid).   

• The number of properties recovered (reason for recovery – anti social 

behaviour).   

• The number of properties recovered (other reasons) 

 

 

5 

0 

 

0 

 

1 (20%) 

 

3 

1 

 

0 

 

1 (33%)* 

 
Of the 3 court actions initiated in the period to 31st March 2021: 

• 1 case has a court date of May 2021. 

• 2 decrees for eviction were granted in April 2021. 

 

*One tenant was evicted for rent arrears and anti-social behaviour.  Court action was initiated in 

the previous year.  

 

During the reporting period, 34 Notice of Proceedings (NOPs) were issued, 31 for rent arrears 

and 3 for anti-social behaviour.  

 

1 order for Recovery of Possession was granted.   
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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 INDICATORS 3 and 4 - percentage of 1st and 2nd stage complaints responded to in full.  

 

The number of complaints recorded this year has decreased from last year.   

 

The Scottish Public Services Ombudsman (SPSO) have issued an updated Model Complaints 

Handling Procedure for Registered Social Landlords which has been adopted by Ayrshire 

Housing and was implemented on 1st April 2021. In addition, a new database has been 

developed to streamline the complaints reporting process. Going forward complaint reporting 

will be monitored on a weekly basis and reported to the Board quarterly through the Digest.   We 

will continue to review our complaints handling procedures to ensure they meet the SPSO 

requirements and provide an effective means of monitoring and improving our standards of 

service and levels of tenant satisfaction.  

 

The SPSO sets out guidelines to respond to every complaint from service users.  For First Stage 

complaints a response should be sent within 5 working days and within 20 working days for 

Second Stage complaints.  All Stage 1 and Stage 2 complaints were responded to within these 

timescales.  

 

 Stage 1 Stage 2 

Complaints received in the reporting year 50 2 

Complaints carried forward from the previous reporting year 0 0 

All complaints received and carried forward 50 2 

Number of complaints responded to in full by the landlord in the reporting 

year 

50 2 

Time taken in working days to provide a full response 90 26 

The percentage of all complaints responded to in full  100% 100% 

The average time in working days for a full response 1.80 13.00 
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ARC INDICATOR 15 

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

within specific timescales.  Most 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 as such they require a 

lengthy process of monitoring and management before the case can be “closed”.  During the 

reporting year we resolved 309 (95.67%) of ASB cases reported.  14 cases remained open on 

31st March 2021, 11 were closed during April 2021 and 3 remained “live” at the time of 

reporting.  

 

 Cases Reported Resolved in the 

Year 

Year to 31st March 2019  263 254 

Year to 31st March 2020 241 236 

Year to 31st March 2021 323 309 

 

 
 

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

record this.  During the reporting year, 287 complaints were resolved within locally agreed 

targets (88.85%). 
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CHARTER OUTCOME 4: QUALITY OF HOUSING 

Social landlords manage their business so that: 

- tenants’ homes, as a minimum, meet the Scottish Housing Quality Standard (SHQS) when 

they are allocated; are always clean, tidy and in a good state of repair; and also meet the 

Energy Efficiency Standard for Social Housing (EESSH) by December 2020. 

 

ARC INDICATOR 6 - Percentage of homes meeting the Scottish Housing Quality Standard 

(SHQS) at the end of the reporting year 

 

 18/19 19/20 20/21 

Total properties within the scope of SHQS 1,520 1,569 1,600 

Total properties meeting SHQS 1,477 1,532 1,408* 

Percentage of stock meeting SHQS  97.2% 97.6% 88.0% 

 

*4 properties are exempt.  8 properties are under abeyance and 180 properties fail SHQS.  

The 180 properties which currently fail, all are on the grounds of energy efficiency.  It is 

intended that 17 of these properties will be brought up to standard during the reporting year 

to 31st March 2022.  

 

 

 

c  

     REPAIRS & MAINTENANCE PERFORMANCE  

ARC INDICATOR C10 – Percentage of homes meeting the EESSH 

 

Number of properties Meeting EESSH 1,414 

Number of properties which Do Not meet EESSH 182 

Number of properties which are Exempt from EESSH 4 

Number of self-contained properties within the scope of EESSH 1,600 

 

 

The image below provides a breakdown of 

our stock by its current energy rating.  

0.0% 

11.8% 

70.3%

% 17.4%

% 0.4%

% 0.1%

% 
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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.  

 

 

 

 

ARC Indicator 11 

The number of times in the reporting year that you did not meet your statutory obligation 

to complete a gas safety check within 12 months of a gas appliance being fitted or its last 

check (INDICATOR AMENDED FOR 19/20) 

 

- On 184 occasions we were unable to complete a gas safety check within the 12-

month anniversary.  This was in the main due to the Government restrictions in 

response to the Covid-19 Pandemic.   

 

 Of the 184: 

 

• 153 were serviced late but were undertaken during the reporting year. 

• 2 properties were serviced in April 2021. 

• Our Gas maintenance contractor has been unable to undertake the 

statutory gas safety checks in 29 properties.   

   

KPI: 100% of properties with a current gas safety record. 

For the year to 31st March 2021, 86.26% of our properties had a gas safety record.  

 

 

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

completion time within 6 days.  

• For the year to 31st March 2019, we completed 96.0% of NER jobs on time and the 

average NER time was 5.0 days. 

• For the year to 31st March 2020, we completed 87.5% of NER jobs on time and the 

average NER time was 7.2 days. 

• For the year to 31st March 2021, we completed 84.6% of NER jobs on time and the 

average NER time was 7.7 days. 

 

 

 
 

ARC Indicator 9 

 

Throughout the pandemic there 

have been lengthy periods when 

restrictions on non-emergency 

repairs were in place. These 

restrictions meant a reduction in 

the volume of such repairs being 

ordered and completed. However, 

even factoring in the additional risk 

assessments and risk 

management processes the 

average time taken to complete 

such works remained close to last 

year’s performance. 

 

25



18 

 

 

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

• For the year to 31st March 2019, we completed 94.5% of emergency jobs on time and 

the average completion time was 2.4 hours. 

• For the year to 31st March 2020, we completed 92.3% of emergency jobs on time and 

the average completion time was 2.8 hours. 

• For the year to 31st March 2021, we completed 77.7% of emergency jobs on time and 

the average completion time was 17.92 hours. 

 

 

 
 

 

 

 

 

 

ARC Indicator 8 

 

During the early stages, we 

experienced a fall-off in 

contractor performance effected 

to some degree by workers self-

isolating. Additionally, and more 

significantly, our main contractor 

was recording the overall 

completion time for each job 

rather than the “made safe” time. 

This resulted in completion times 

being recorded which were much 

longer than the actual time that 

the operative had attended and 

dealt with the initial emergency. 

We have had several meetings 

with the contractor to ensure that 

they report the correct time for 

making safe in line with the ARC 

Technical Guidance. We are also 

developing an integrated 

reporting system which should 

allow for “real time” reporting 

while the operative is on site 

which should provide for a true 

reflection of actual completion 

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

• For the year to 31st March 2019, we completed 91.9% of all applicable repairs RFT. 

• For the year to 31st March 2020, we completed 85.6% of all applicable repairs RFT. 

• For the year to 31st March 2021, we completed 82.7% of all applicable repairs RFT.  

 

 

 
 

 

ARC Indicator 10 

 

We are aware of how important it 

is for our repairs to be carried out 

as quickly as possible. We have set 

a target to have 90% of our jobs 

completed “Right First Time” and 

we completed 82.68% of our jobs 

”Right First Time” which is a slight 

drop on last year’s performance 

where we completed 85.7% within 

target. We will continue to work 

with our contractors to improve 

performance against this target as 

restrictions ease, particularly with 

regard to supply chain issues. 

 

 KPI: 95% of all appointments kept 

• For the year to 31st March 2019, we kept 98.3% of repairs appointments. 

• For the year to 31st March 2020, we kept 96.8% of repairs appointments.  

• For the year to 31st March 2021, we kept 80.0% of repairs appointments.  

 

[NEW] KPI: Appointments made for 60% of all jobs [based on Emergency and non-emergency 

(NER) repairs] 

• For the year to 31st March 2021, 3873 Emergency and NER repair lines were 

completed, 50 of those lines had appointments 1.3%. 

 

 

 
 

NON-ARC INDICATOR 

 

As restrictions continue to be 

eased we will work with our 

contractors to maximise the 

number of repairs appointments 

made as we aim to carry out work 

at times which are agreed and are 

most suitable for our tenants. We 

will also be looking at ways where 

we can capture and record 

appointments that are made 

directly by the contractor and the 

tenant. 

 

 

 

 

27



20 

 

 KPI: 90% satisfaction with the repairs service. 

• For the year to 31st March 2019 tenant satisfaction with the repairs service was 94.6%. 

• For the year to 31st March 2020 tenant satisfaction with the repairs service was 93.1%. 

• For the year to 31st March 2021 tenant satisfaction with the repairs service was 72.5%.  

 

 

 

 

Based on last job only: 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

ARC Indicator 12 

 

47 paper and 0 text responses 

were received over the year to 31st 

March 2021. This is a 

considerable drop from last year 

where 444 responses were 

received.  

 

To calculate this indicator, we only 

look at the “last job” carried out by 

our contractors.  This graph is 

based on 40 “last job” responses.  

 

Of the 40 responses: 

 

• 24 tenants were very satisfied. 

• 5 tenants were fairly satisfied. 

• 4 tenants were neither satisfied 

nor unsatisfied. 

• 1 tenant was fairly dissatisfied. 

• 6 tenants were very dissatisfied. 

 

To enable us to determine if any 

improvements in service delivery 

are required, we continue to 

contact every tenant who 

expresses dissatisfaction.  

 

Over the year, we have been 

restricted by workload and 

administration issues in operating 

our largely postal based 

satisfaction surveying. As 

restrictions ease satisfaction 

survey activity is returning to 

previous levels. We are also 

reviewing the process with the use 

of our My Home tenant’s online 

account service, email or text and 

less reliance on postal 

questionnaires. 
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NEW TENANT VISITS 

 

71 New Tenant Visits were undertaken for tenants moving into properties between 1st April 2020 

and 31st March 2021.  Due to Covid-19 these “visits” were carried out by telephone rather than 

a home visit.  

 

THE ALLOCATION PROCESS 

 

 

How did you complete your housing application form?   

Paper Form 51 71.8% 

Online Form 20 28.2% 

 

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

Yes 64 90.1% 

No 7 9.9% 

 

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

Yes 64 90.1% 

No 7 9.9% 

 

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

Very Satisfied 60 84.5% 

Fairly Satisfied 10 14.1% 

Neither Satisfied nor dissatisfied 1 1.4% 

Fairly Dissatisfied 0 - 

Very Dissatisfied 0 - 

 

How satisfied were you with the viewing arrangements?   

Very Satisfied 61 85.9% 

Fairly Satisfied 9 12.7% 

Neither Satisfied nor dissatisfied 0 - 

Fairly Dissatisfied 1 1.4% 

Very Dissatisfied 0 - 

 

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

the allocation process? 

  

Very Satisfied 67 94.4% 

Fairly Satisfied 2 2.8% 

Neither Satisfied nor dissatisfied 1 1.4% 

Fairly Dissatisfied 1 1.4% 

Very Dissatisfied 0 - 

 

 

TENANT SATISFACTION INDICATORS 

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

Very Satisfied 63 88.7% 

Fairly Satisfied 6 8.5% 

Neither Satisfied nor dissatisfied 1 1.4% 

Fairly Dissatisfied 1 1.4% 

Very Dissatisfied 0 - 

 

MOVING IN 

 

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

Very Satisfied 52 73.2% 

Fairly Satisfied 5 7.0% 

Neither Satisfied nor dissatisfied 2 2.9% 

Fairly Dissatisfied 7 9.9% 

Very Dissatisfied 5 7.0% 

 

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

Yes 55 77.5% 

No 16 22.5% 

I haven’t looked at it 0 - 

 

If yes, have you found it useful?   

Yes 54 76.1% 

No 0 - 

I haven’t looked at it 17 23.9% 

 

REPAIRS 

 

 

 

 

 

 

 

 

 

 

 

Have you reported a repair since moving in?   

Yes 47 66.2% 

No 24 33.8% 

 

If yes, how satisfied were you with the process?   

Very Satisfied 30 42.3% 

Fairly Satisfied 5 7.0% 

Neither Satisfied nor dissatisfied 5 7.0% 

Fairly Dissatisfied 7 9.9% 

Very Dissatisfied 4 5.6% 

I haven’t reported a repair 20 28.2% 
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If yes, how satisfied were you with the repairs/s?   

Very Satisfied 36 50.7% 

Fairly Satisfied 6 8.5% 

Neither Satisfied nor dissatisfied 3 4.2% 

Fairly Dissatisfied 6 8.5% 

Very Dissatisfied 0 - 

I haven’t reported a repair 20 28.1% 

 

  

“Was all very quick, having to make a decision there and then, but 

the lady who did the viewing and kept in contact with me via email 

was very helpful throughout”. 

“Can't thank them enough - allocated very quickly after a traumatic 

experience at previous address - very thankful especially as my 

daughter was struggling and is now thriving”. 

“Helpfulness through the process and being able to contact 

allocations staff easily”. 

“Condition of the property - poor standard and still waiting on repairs 

getting done since moving in. Property not clean. Several leaks 

since moving in.  Old hut left, slabs dangerous”. 

“Repairs were easy to report and completed on time and to a good 

standard”. 

“Over the Moon”. 
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 154 surveys were issued to tenants who had contact with our 

Money Advice Service and whose cases were closed between 1st April 2020 and 31st March 

2021, 35 responded (22.7%). 

 Yes No 

Would you use the Money Advice Service again? 97.1% 2.9% 

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

Service? 

94.3% 5.7% 

Were you satisfied with the outcome? 97.1% 2.9% 

 

 Very 

Satisfied 

Fairly 

Satisfie

d 

Neither Fairly 

Dissatisfied 

Very 

Dissatisfied 

Were you satisfied with the time it 

took for your Money Advice Officer 

to get in touch with you? 

88.6% 8.6% 2.8% - - 

Were you satisfied with your 

appointment and the options that 

you were given to get in contact 

with the Money Advice Staff? 

91.4% 5.7% 2.9% - - 

Were you satisfied that your 

Money Advice Officer was 

professional, courteous and 

knowledgeable? 

97.1% - 2.9% - - 

 

 

 

 

MONEY ADVICE 

 We have had some very positive feedback from tenants who have used our 

Money Advice service over the past year. 

  

  

“A real asset to 

Ayrshire Housing.” 

“Very grateful, 

staff couldn’t be 

more helpful.” 

“Extremely friendly, 

courteous and very 

knowledgeable 

which put us at 

ease. Don’t know 

what we would have 

done without her.” 

“Keep this service 

going as it is helpful 

to everyone.” “Unfortunately, 

Ayrshire Housing 

cannot help much 

with Covid-19 but 

they can and will help 

in any other way to 

make this horrible 

situation better.” 

“I suffer from anxiety 

which is eased a lot 

thanks to the help 

I've received.  This 

service is fantastic, 

and I can't speak 

highly enough of it.”  
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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 45  
 

In Progress   

Acquisitions and completions 50 a year 0 0 27 32  
 

In Progress  

Neighbourhood Initiatives Minimum of 2 supported a year 0 0 1 1  
 

In Progress  

Collaborations with communities 

and councils 

Minimum of 1 joint project a year 1 2 2 2  

 

My Home 20% year on year increase in users 515 to 

544 

(5.6% 

increase) 

515 to 

588 

(14.2% 

increase) 

515 to 

632 

(22.7% 

increase) 

515 to 

670 

(30.1% 

increase) 

  

 

 

 

  

  OTHER CORPORATE 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% 100%   

Board attendance per session 

(October to August) 

Average of 75% 75% 75% 86% 90%  

 

 

 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% 23.9%   

Administration cost/tenancy Less than £1,082 per tenancy £1,067 £1,049 £1,101 £1,079  

 

Liquidity – current assets: current 

liabilities 

(exc. development o/d) 

1.10:1 3:23:1 6.67:1 6.43:1 6.33:1  

 

Liquidity – cash: current liabilities 

(exc. development o/d) 

1:1 3.08:1 6.53:1 6.32:1 6.23:1  

 

Interest cover – operating surplus: 

interest payable 

(adjusted for depreciation) 

1.1:1 5.21:1 5.10:1 4.31:1 4.71:1  

 

Debt per unit 

 

Maximum of £25,000  £13,868 £13,787 £15,168 £15,001  
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Approval 

 

 Date approved  

 Approver  

Approver job title  

 Comments 

 

  

Ayrshire Housing

304

18/05/2021 10:18:08
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Social landlord contextual information 

 

Staff 

 

Staff information, staff turnover and sickness rates (Indicator C1) 

 

C1.1 the name of Chief Executive  

C1.2.1 C1.2 Staff employed by the RSL: 

 

the number of senior staff 

 

C1.2.2 the number of office based staff  

C1.2.3 the number of care / support staff  

C1.2.4 the number of concierge staff  

C1.2.5 the number of direct labour staff  

C1.2.6 the total number of staff  

C1.3.1 Staff turnover and sickness absence: 

 

the percentage of senior staff turnover in the year to the end of the reporting year 

 

C1.3.2 the percentage of total staff turnover in the year to the end of the reporting year  

C1.3.3 the percentage of days lost through staff sickness absence in the reporting year  

  

Mr. Jim Whiston

3.00

23.07
0.00
0.00
0.00

26.07

0.00%

3.75%
4.50%
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Social landlord contextual information 

 

Lets 

 

Number of lets during the reporting year, split between ‘general needs’ and ‘supported housing’ (Indicator C3) 

 

C3.1 The number of ‘general needs’ lets during the reporting year  

C3.2 The number of ‘supported housing’ lets during the reporting year  

 

Indicator C3  

 

  

101
34

135
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The number of lets during the reporting year by source of let (Indicator C2) 

 

C2.1 The number of lets to existing tenants  

C2.2 The number of lets to housing list applicants  

C2.3 The number of mutual exchanges  

C2.4 The number of lets from other sources  

C2.5.1 C2.5 The number of applicants who have been assessed as statutorily homeless 

by the local authority as: 

 

section 5 referrals  

 

C2.5.2 nominations from the local authority  

C2.5.3 other  

C2.6 the number of other nominations from local authorities  

C2.7 Total number of lets excluding exchanges  

  

14
53
12
0

23

45
0
0

135
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 Comments (Social landlord contextual information)
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Overall satisfaction 

 

All outcomes 

 

Percentage of tenants satisfied with the overall service provided by their landlord (Indicator 1) 

 

1.1.1 1.1 In relation to the overall tenant satisfaction survey carried out, please state: 

 

the number of tenants who were surveyed 

 

1.1.2 the fieldwork dates of the survey  

1.1.3 The method(s) of administering the survey:  

 

Post 

1.1.4 Telephone 

1.1.5 Face-to-face 

1.1.6 Online 

1.2.1 1.2 In relation to the tenant satisfaction question on overall services, please state 

the number of tenants who responded: 

 

very satisfied 

 

1.2.2 fairly satisfied  

1.2.3 neither satisfied nor dissatisfied  

1.2.4 fairly dissatisfied  

1.2.5 very dissatisfied  

1.2.6 no opinion  

1.2.7 Total  

 

Indicator 1  

  

600

10/2019

324

210
24
18
24

0
600

89.00%
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Comments (Overall satisfaction) 

 
Indicator 1 - this return is based on the information collected in the comprehensive tenant satisfaction survey carried out in 
September and October 2019.
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The customer / landlord relationship 

 

Communication 

 

Percentage of tenants who feel their landlord is good at keeping them informed about their services and 

decisions (Indicator 2) 

 

2.1 How many tenants answered the question "How good or poor do you feel your 

landlord is at keeping you informed about their services and decisions?" 

 

2.2.1 2.2 Of the tenants who answered, how many said that their landlord was: 

 

very good at keeping them informed 

 

2.2.2 fairly good at keeping them informed  

2.2.3 neither good nor poor at keeping them informed  

2.2.4 fairly poor at keeping them informed  

2.2.5 very poor at keeping them informed  

2.2.6 Total  

 

Indicator 2  

  

600

312

240
30
12

6
600

92.00%
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Participation 

 

Percentage of tenants satisfied with the opportunities given to them to participate in their landlord’s decision 

making processes (Indicator 5) 

 

5.1 How many tenants answered the question "How satisfied or dissatisfied are you 

with opportunities given to you to participate in your landlord's decision making 

processes?"  

 

5.2.1 5.2 Of the tenants who answered, how many said that they were: 

 

very satisfied 

 

5.2.2 fairly satisfied  

5.2.3 neither satisfied nor dissatisfied  

5.2.4 fairly dissatisfied  

5.2.5 very dissatisfied  

5.2.6 Total  

 

Indicator 5  

  

600

276

246
54
12
12

600

87.00%
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 Comments (The customer / landlord relationship)

Indicators 2 &  5 - these returns are based on the information collected in the comprehensive tenant satisfaction survey 
carried out in September and October 2019.
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Housing quality and maintenance 

 

Quality of housing 

 

Scottish Housing Quality Standard (SHQS) – Stock condition survey information (Indicator C8) 

 

C8.1 The date your organisation's stock was last surveyed or assessed for 

compliance with the SHQS 

 

C8.2 What percentage of stock did your organisation fully assess for compliance in 

the last five years? 

 

C8.3 The date of your next scheduled stock condition survey or assessment  

C8.4 What percentage of your organisation's stock will be fully assessed in the next 

survey for SHQS compliance 

 

C8.5 Comments on method of assessing SHQS compliance. 

 

  

03/2021

52.69

03/2022

20.00

Due to the restrictions put in place in response to the Covid 19 pandemic it was not possible to undertake on-site surveys to 
ensure the health and safety of our tenants and our staff. Instead a desk top review of the current data was undertaken 
based on our inhouse knowledge. Based on this we consider that our overall SHQS compliance remains as previously 
stated. We will to restart our on-site surveys as soon as the current restrictions are eased. 
 
The development of software to allow the surveys to be completed digitally is ongoing and is expected to be complete later 
this year. 
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Scottish Housing Quality Standard (SHQS) – Stock summary (Indicator C9)   

 

  

End of the 

reporting year 

End of the next 

reporting year 

C9.1 Total self-contained stock   

C9.2 Self-contained stock exempt from SHQS   

C9.3 Self-contained stock in abeyance from SHQS   

C9.4.1  Self-contained stock failing SHQS for one criterion   

C9.4.2  Self-contained stock failing SHQS for two or more criteria   

C9.4.3 Total self-contained stock failing SHQS   

C9.5 Stock meeting the SHQS   

  

1,600 1,606

4 3

8 8

180 163

0 0

180 163

1,408 1,432
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C9.6 Total self-contained stock meeting the SHQS by local authority 

 

  

End of the 

reporting year 

End of the next 

reporting year 

Aberdeen City   

Aberdeenshire   

Angus   

Argyll & Bute   

City of Edinburgh   

Clackmannanshire   

Dumfries & Galloway   

Dundee City   

East Ayrshire   

East Dunbartonshire   

East Lothian   

East Renfrewshire   

Eilean Siar   

Falkirk   

Fife   

Glasgow City   

Highland   

Inverclyde   

Midlothian   

Moray   

North Ayrshire   

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

16 16

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

2 2
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North Lanarkshire   

Orkney Islands   

Perth & Kinross   

Renfrewshire   

Scottish Borders   

Shetland Islands   

South Ayrshire   

South Lanarkshire   

Stirling    

West Dunbartonshire   

West Lothian   

Totals   

  

0 0

0 0

0 0

0 0

0 0

0 0

1,390 1,414

0 0

0 0

0 0

0 0

1,408 1,432
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Percentage of stock meeting the Scottish Housing Quality Standard (SHQS) (Indicator 6) 

 

6.1.1 The total number of properties within scope of the SHQS: 

 

at the end of the reporting year 

 

6.1.2 projected to the end of the next reporting year  

6.2.1 The number of properties meeting the SHQS: 

 

at the end of the reporting year 

 

6.2.2 projected to the end of the next reporting year  

 

Indicator 6 - Percentage of stock meeting the SHQS at the end of the reporting year  

Indicator 6 - Percentage of stock meeting the SHQS projected to the end of the next 

reporting year 

 

  

1,600

1,606

1,408

1,432

88.00%

89.17%
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Percentage of tenants satisfied with the quality of their home (Indicator 7) 

 

7.1 How many tenants answered the question "Overall, how satisfied or dissatisfied 

are you with the quality of your home?" 

 

7.2.1 7.2 Of the tenants who answered, how many said that they were: 

 

very satisfied 

 

7.2.2 fairly satisfied  

7.2.3 neither satisfied nor dissatisfied  

7.2.4 fairly dissatisfied  

7.2.5 very dissatisfied  

7.3 Total  

 

Indicator 7  

  

600

282

246
24
30
18

600

88.00%
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Repairs, maintenance & improvements 

 

Average length of time taken to complete emergency repairs (Indicator 8) 

 

8.1 The number of emergency repairs completed in the reporting year  

8.2 The total number of hours taken to complete emergency repairs  

 

Indicator 8  

  

1,916
34,338

17.92
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Average length of time taken to complete non-emergency repairs (Indicator 9) 

 

9.1 The total number of non-emergency repairs completed in the reporting year  

9.2 The total number of working days taken to complete non-emergency repairs  

 

Indicator 9  

  

1,957
15,078

7.70
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Percentage of reactive repairs carried out in the last year completed right first time (Indicator 10)  

 

10.1 The number of reactive repairs completed right first time during the reporting 

year 

 

10.2 The total number of reactive repairs completed during the reporting year  

 

Indicator 10  

  

1,618

1,957

82.68%
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How many times in the reporting year did not meet your statutory duty to complete a gas safety check (Indicator 

11). 

 

11.1 The number of times you did not meet your statutory duty to complete a gas 

safety check. 

 

11.2 if you did not meet your statutory duty to complete a gas safety check add a note in the comments 

field  

 

 

Indicator 11  

  

184

We have endeavoured with the support of our contractor to carry out gas safety checks over the year taking account of 
health and safety and public health considerations (including the needs of shielding and isolating tenants.) We have followed 
a risk-based approach to prioritise servicing where there have been access issues. 

184
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Percentage of tenants who have had repairs or maintenance carried out in last 12 months satisfied with the 

repairs and maintenance service (Indicator 12)  

 

 Of the tenants who had repairs carried out in the last year, how many answered 

the question "Thinking about the LAST time you had repairs carried out, how 

satisfied or dissatisfied were you with the repairs service provided by your 

landlord?"  

 

  

 

very satisfied 

 

 fairly satisfied  

 neither satisfied nor dissatisfied  

 fairly dissatisfied  

 very dissatisfied  

 Total  

 

Indicator 12   

  

40

24

5
4
1
6

40

72.50%
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EESSH 
 

Percentage of properties meeting the EESSH (Indicator C10) 

 

C10.1  Number of self contained properties 

  Gas Electric 
Other 
fuels Total 

Flats     

Four-in-a-block     

Houses (other than detached)     

Detached houses     

Total     

   

C10.2  Number of self contained properties not in scope of the EESSH 

  Gas Electric 

Other 

fuels Total 

Flats     

Four-in-a-block     

Houses (other than detached)     

Detached houses     

Total     

   

C10.3  Number of self contained properties in scope of the EESSH 

  Gas Electric 

Other 

fuels Total 

Flats     

Four-in-a-block     

Houses (other than detached)     

Detached houses     

Total     

 

C10.4  Number of properties in scope of the EESSH where compliance is unknown 

  Gas Electric 
Other 
fuels Total 

Flats     

Four-in-a-block     

Houses (other than detached)     

Detached houses     

Total     

  

493 51 0 544
37 6 0 43

807 170 32 1,009
4 0 0 4

1,341 227 32 1,600

0 0 0 0
0 0 0 0
0 0 0 0
0 0 0 0
0 0 0 0

493 51 0 544
37 6 0 43

807 170 32 1,009
4 0 0 4

1,341 227 32 1,600

0 0 0 0
0 0 0 0
0 0 0 0
0 0 0 0
0 0 0 0
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C10.4.21 Where EESSH compliance is unknown for any properties, please explain why 

 

 
C10.5  Number of properties in scope of the EESSH that do not meet the standard 

  Gas Electric 
Other 
fuels Total 

Flats     

Four-in-a-block     

Houses (other than detached)     

Detached houses     

Total     

 

C10.6  Number of properties in scope of the EESSH that are exempt the standard 

  Gas Electric 
Other 
fuels Total 

Flats     

Four-in-a-block     

Houses (other than detached)     

Detached houses     

Total     

   

C10.7  Number of properties in scope of the EESSH that meet the standard 

  Gas Electric 
Other 
fuels Total 

Flats     

Four-in-a-block     

Houses (other than detached)     

Detached houses     

Total     

 

C10  

  

N/A

21 21 0 42
2 1 0 3

112 25 0 137
0 0 0 0

135 47 0 182

1 1 0 2
0 0 0 0
0 1 1 2
0 0 0 0
1 2 1 4

471 29 0 500
35 5 0 40

695 144 31 870
4 0 0 4

1,205 178 31 1,414

88.4%
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Anticipated exemptions from the EESSH (Indicator C11) 

 

C11.1 
Number of properties anticipated to require an exemption from the first EESSH milestone 
in the next reporting year 

  Gas Electric 
Other 
fuels Total 

Flats     

Four-in-a-block     

Houses (other than detached)     

Detached houses     

Total     

 

C11.2  
The reasons properties anticipated to require an 
exemption 

  

Number 
of 

Properties 

Technical  

Social  

Excessive cost  

New technology  

Legal  

Disposal  

Long term voids  

Unable to secure funding  

Other reason / unknown  

Total  

 

C11.3  If other reason or unknown, please explain  

 

  

1 1 0 2
0 0 0 0
0 1 1 2
0 0 0 0
1 2 1 4

1
3
0
0
0
0
0
0
0
4

N/A
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Energy Performance Certificates (EPCs) (Indicator C12)  

 

C12.1  EPC rating  

  

The number of 
properties with a 

valid EPC 

The number of 
EPCs lodged in 

the reporting 
year 

A   

B   

C   

D   

E   

F   

G   

Total   

 

C12.2  

Of the properties with a valid EPC, please 
state which version of the SAP was used for 
generating the EPCs 

  
Number of 
Properties 

SAP 2001  

SAP 2005  

SAP 2009  

SAP 2012  

Other procedure / unknown  

Total  

 

C12.3  If other procedure or unknown, please explain  

 

Indicator C12  

0 0
170 27
494 35
178 10

6 2
1 0
0 0

849 74

0
161
168
510

10
849

10 properties were independently assessed by a specialist contractor in order to provide an efficient platform for 
data collection and assessment of our domestic Energy Performance Certificates.  Any recommendations 
highlighted in these reports were taken into consideration and where required improvements made.  These 
certificates are Stroma. 

53.1%
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Investment in the EESSH (Indicator C13) 

 

C13.1 
The total number of properties brought up to the EESSH during the reporting 
year  

C13.2  
Of the total amount invested in bringing properties up to the EESSH, please 
state how much came from  

C13.2.1  Subsidy  

C13.2.2  The landlord’s own financial resource  

C13.2.3  Another source  

C13.2.4  Total amount invested in bringing properties up to the EESSH  

  

C13.3  Please give reasons for any investment which came from another source  

31

£0
£59,511

£0
£59,511

N/A
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Comments (Housing quality and maintenance)
 

  

Indicator 7 - this return is based on the information collected in the comprehensive tenant satisfaction survey carried out in 
September and October 2019. 
 
Indicator 8 - During the early stages of lockdown, we experienced a fall-off in contractor performance affected to some 
degree by workers self-isolating. Additionally and more significantly, our main contractor was recording the overall 
completion time for each job rather than the “made safe” time. This resulted in completion times being recorded which were 
much longer than the actual time that the operative had attended and dealt with the initial emergency. We have had several 
meetings with the contractor to ensure that they report the correct time for making safe in line with the ARC Technical 
Guidance. We are also developing an integrated reporting system which should allow for “real time” reporting while the 
operative is on site which should provide for a true reflection of actual completion times. 
 
Indicator 12 - Over the year, we have been restricted by workload and administration issues in operating our largely postal 
based satisfaction surveying. As restrictions ease we hope satisfaction survey activity will return to normal levels. We also 
reviewing the process with the use of our My Home tenant’s online account service, email or text and less reliance on postal 
questionnaires. 
 
Indicator 9 - During this year because of the Covid 19 restrictions, our contractors have experienced a number of difficulties 
in attending to repairs requests as quickly as they would have expected to. We have pressed them to appropriately 
administer and resource our contract and are now seeing reasonable improvements in performance. 
 
Indicator 10 - We are aware of how important it is for our repairs to be carried out as quickly as possible. We have set a 
target to have 90% of our jobs completed “Right first Time” we completed 82.68% of our job” Right First Time” which is a 
slight drop on last year’s performance where we completed 85.7% within target. We will continue to work with our 
contractors to improve performance against this target as restrictions ease particularly with regard to supply chain issues. 
 
Indicator C10 -  We continue to improve our stock condition through investment in external wall insulation, new and more 
efficient boilers and improved heating in our non-gas properties. We will continue our investment in these improvements via 
our major works programmes in order to work towards national goals on energy efficiency and fuel poverty. 
 
Indicator C11 - We will continue to engage with the tenants of these properties in order to try and agree on how best we can 
work together to bring these properties up to standard.
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Neighbourhood & community 

 

Estate management, anti-social behaviour, neighbour nuisance and tenancy disputes 

 

Percentage of all complaints responded to in full at Stage 1 and percentage of all complaints 

responded to in full at Stage 2. (Indicators 3 & 4) 

 

 1st stage 2nd stage 

Complaints received in the reporting year   

Complaints carried forward from previous reporting year   

All complaints received and carried forward   

Number of complaints responded to in full by the landlord in the reporting 
year   

Time taken in working days to provide a full response   

 

Indicators 3 & 4 - The percentage of all complaints responded to in full at Stage 1  

Indicators 3 & 4 - The percentage of all complaints responded to in full at Stage 2  

Indicators 3 & 4 - The average time in working days for a full response at Stage 1  

Indicators 3 & 4 - The average time in working days for a full response at Stage 2  

  

50 2

0 0

50 2

50 2

90 26

100.00%
100.00%

1.80
13.00
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Percentage of tenants satisfied with the landlord’s contribution to the management of the neighbourhood they 

live in (Indicator 13) 

 

13.1 How many tenants answered the question "‘Overall, how satisfied or dissatisfied are 

you with your landlord’s contribution to the management of the neighbourhood you 

live in?’" 

 

13.2.1 Of the tenants who answered, how many said that they were: 

 

very satisfied 

 

13.2.2 fairly satisfied  

13.2.3 neither satisfied nor dissatisfied  

13.2.4 fairly dissatisfied  

13.2.5 very dissatisfied  

13.2.6 Total  

 

Indicator 13  

  

600

312

222
36
18
12

600

89.00%
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Percentage of tenancy offers refused during the year (Indicator 14) 

 

14.1 The number of tenancy offers made during the reporting year  

14.2 The number of tenancy offers that were refused  

 

Indicator 14  

  

169
35

20.71%
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Percentage of anti-social behaviour cases reported in the last year which were resolved (Indicator 15)  

 

15.1 The number of cases of anti-social behaviour reported in the last year  

15.2 Of those at 15.1, the number of cases resolved in the last year  

 

Indicator 15  

  

323
309

95.67%
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Abandoned homes (Indicator C4) 

 

C4.1 The number of properties abandoned during the reporting year  

  

0
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Percentage of the court actions initiated which resulted in eviction and the reasons for eviction (Indicator 22) 

 

22.1 The total number of court actions initiated during the reporting year  

22.2.1 The number of properties recovered: 

 

because rent had not been paid 

 

22.2.2 because of anti-social behaviour  

22.2.3 for other reasons  

 

Indicator 22 - Percentage of the court actions initiated which resulted in eviction because 

rent had not been paid 

 

Indicator 22 - Percentage of the court actions initiated which resulted in eviction because of 

anti-social behaviour 

 

Indicator 22 - Percentage of the court actions initiated which resulted in eviction for other 

reasons 

 

Indicator 22 - Percentage of the court actions initiated which resulted in eviction  

  

3

1

0
0

33.33%

0.00%

0.00%

33.33%
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 Comments (Neighbourhood & community)

Indicator 13 - this return is based on the information collected in the comprehensive tenant satisfaction survey carried out in 
September and October 2019. 
 
Indicator 15 - of the 14 unresolved cases, 11 were closed in April 2021 and 3 remained live at the time of reporting. 
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Access to housing and support 

 

Housing options and access to social housing 

 

Percentage of lettable houses that became vacant in the last year (Indicator 17) 

 

17.1 The total number of lettable self-contained stock  

17.2 The number of empty dwellings that arose during the reporting year in self-

contained lettable stock 

 

 

Indicator 17  

  

1,591

107

6.73%
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Number of households currently waiting for adaptations to their home (Indicator 19) 

 

19.1 The total number of approved applications on the list for adaptations as at the start 

of the reporting year, plus any new approved applications during the reporting year. 

 

19.2 The number of approved applications completed between the start and end of  the 

reporting year 

 

19.3 The total number of households waiting for applications to be completed at the end 

of the reporting year. 

 

19.4 if 19(iii) does not equal 19(i) minus 19(ii) add a note in the comments field. 

 

 

Indicator 19  

  

43

19

24

N/A

24
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Total cost of adaptations completed in the year by source of funding (£) (Indicator 20) 

 

20.1 The cost(£) that was landlord funded;  

20.2 The cost(£) that was grant funded  

20.3 The cost(£) that was funded by other sources.  

 

Indicator 20  

  

£789
£65,115

£0

£65,904
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The average time to complete adaptations (Indicator 21) 

 

21.1 The total number of working days taken to complete all adaptations.  

21.2 The total number of adaptations completed during the reporting year.  

 

Indicator 21  

  

6,242
21

297.24
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Homelessness – the percentage of referrals under Section 5, and other referrals for homeless households made 

by the local authority, that result in an offer, and the percentage of those offers that result in a let (Indicator 23) 

 

23.1 The total number of individual homeless households referrals received under 

section 5. 

 

23.2 The total number of individual homeless households referrals received under other 

referral routes. 

 

23.3 The total number of individual homeless households referrals received under 

section 5 and other referral routes. 

 

23.4 The total number of individual homeless households referrals received under 

section 5 that result in an offer of a permanent home. 

 

23.5 The total number of individual homeless households referrals received under other 

referral routes that result in an offer of a permanent home. 

 

23.6 The total number of individual homeless households referrals received under 

section 5 and other referral routes that result in an offer of a permanent home. 

 

23.7 The total number of accepted offers.  

 

Indicator 23 - The percentage of referrals under section 5, and other referrals for homeless 

households made by a local authority, that result in an offer 

 

Indicator 23 - The percentage of those offers that result in a let  

  

30

0

30

25

0

25

19

83.33%

76.00%
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Average length of time to re-let properties in the last year (Indicator 30) 

 

30.1 The total number of properties re-let in the reporting year  

30.2 The total number of calendar days properties were empty  

 

Indicator 30  

  

107
3,977

37.17
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Tenancy sustainment 

 

Percentage of new tenancies sustained for more than a year, by source of let (Indicator 16) 

 

16.1.1 The number of tenancies which began in the previous reporting year by: 

existing tenants 

 

16.1.2 applicants who were assessed as statutory homeless by the local authority  

16.1.3 applicants from your organisation's housing list  

16.1.4 nominations from local authority  

16.1.5 other  

16.2.1 The number of tenants at 16.1 who remained in their tenancy for more than a 

year by: 

existing tenants 

 

16.2.2 applicants who were assessed as statutory homeless by the local authority  

16.2.3 applicants from your organisation's housing list  

16.2.4 nominations from local authority  

16.2.5 other  

 

Indicator 16 - Percentage of new tenancies to existing tenants sustained for more than a 
year 

 

Indicator 16 - Percentage of new tenancies to applicants who were assessed as statutory 
homeless by the local authority sustained for more than a year 

 

Indicator 16 - Percentage of new tenancies to applicants from the landlord's housing list 
sustained for more than a year 

 

Indicator 16 - Percentage of new tenancies through nominations from local authority 
sustained for more than a year 

 

Indicator 16 - Percentage of new tenancies to others sustained for more than a year  

  

23

27
71
48

0

22

23
62
46

0

95.65%

85.19%

87.32%

95.83%

N/A
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 Comments (Access to housing and support)
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Getting good value from rents and service charges 

 

Rents and service charges 

 

Rent collected as percentage of total rent due in the reporting year (Indicator 26) 

 

26.1 The total amount of rent collected in the reporting year  

26.2 The total amount of rent due to be collected in the reporting year (annual rent 

debit) 

 

 

Indicator 26  

  

£7,304,401

£7,262,117

100.58%
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Gross rent arrears (all tenants) as at 31 March each year as a percentage of rent due for the reporting year 

(Indicator 27)  

 

27.1 The total value (£) of gross rent arrears as at the end of the reporting year  

27.2 The total rent due for the reporting year  

 

Indicator 27  

  

£105,055
£7,314,086

1.44%
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Average annual management fee per factored property (Indicator 28)  

 

28.1 The number of residential properties factored  

28.2 The total value of management fees invoiced to factored owners in the reporting 

year 

 

 

Indicator 28  

  

949

£12,166

£12.82
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Percentage of rent due lost through properties being empty during the last year (Indicator 18) 

 

18.1 The total amount of rent due for the reporting year  

18.2 The total amount of rent lost through properties being empty during the reporting 

year 

 

 

Indicator 18  

  

£7,314,086

£51,969

0.71%
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Rent increase (Indicator C5) 

 

C5.1 The percentage average weekly rent increase to be applied in the next reporting 

year 

 

  

1.50%
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The number of households for which landlords are paid housing costs directly and the total value of payments 

received in the reporting year (Indicator C6)  

 

C6.1 The number of households the landlord received housing costs directly for during 

the reporting year 

 

C6.2 The value of direct housing cost payments received during the reporting year  

  

1,068

£3,934,968
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Amount and percentage of former tenant rent arrears written off at the year end (Indicator C7) 

 

C7.1 The total value of former tenant arrears at year end  

C7.2 The total value of former tenant arrears written off at year end  

 

Indicator C7  

  

£45,088
£27,000

59.88%
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Value for money 

 

Percentage of tenants who feel that the rent for their property represents good value for money (Indicator 25) 

 

25.1 How many tenants answered the question "Taking into account the 

accommodation and the services your landlord provides, do you think the rent for 

your property represents good or poor value for money?" 

 

25.2.1 25.2 Of the tenants who answered, how many said that their rent represented: 

 

very good value for money 

 

25.2.2 fairly good value for money  

25.2.3 neither good nor poor value for money  

25.2.4 fairly poor value for money  

25.2.5 very poor value for money  

25.3 Total  

 

Indicator 25  

  

600

258

258
48
30
6

600

86.00%
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Percentage of factored owners satisfied with the factoring service they receive (Indicator 29) 

 

29.1 How many factored owners answered the question "Taking everything into account, 

how satisfied or dissatisfied are you with the factoring services provided by your 

landlord?" 

 

29.2.1 29.2 Of the factored owners who answered, how many said that they were: 

 

very satisfied 

 

29.2.2 fairly satisfied  

29.2.3 neither satisfied nor dissatisfied  

29.2.4 fairly dissatisfied  

29.2.5 very dissatisfied  

29.3 Total  

 

Indicator 29  

  

33

1

10
4
7

11
33

33.33%
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 Comments (Getting good value from rents and service charges)

Indicator 35 - this return is based on the information collected in the comprehensive tenant satisfaction survey carried out in 
September and October 2019.
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Other customers 

 

Gypsies / Travellers 

 

For those who provide Gypsies/Travellers sites - Average weekly rent per pitch (Indicator 31) 

 

31.1 The total number of pitches  

31.2 The total amount of rent set for all pitches during the reporting year  

 

Indicator 31  
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For those who provide sites – percentage of Gypsy/Travellers satisfied with the landlord’s management of the 

site (Indicator 32) 

 

32.1 How many Gypsies/Travellers answered the question "How satisfied or dissatisfied 

are you with your landlord's management of your site?" 

 

32.2.1 32.2 Of the Gypsies/Travellers who answered, how many said that they were: 

 

very satisfied 

 

32.2.2 fairly satisfied  

32.2.3 neither satisfied nor dissatisfied  

32.2.4 fairly dissatisfied  

32.2.5 very dissatisfied  

32.2.6 Total  

 

Indicator 32  
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 Comments (Other customers)

89

housingregulator
Square

housingregulator
Rubber Stamp

housingregulator
Rubber Stamp

housingregulator
Rubber Stamp

housingregulator
Rubber Stamp

housingregulator
Rubber Stamp



 
 
Minutes of the Tenancy Management Committee meeting held on Wednesday 12 May 

2021 via MS Teams 

 

 

Present:  Amanda Bryan (Chair) 

  Alice Craig 

 Anne Wason 

  Bobby Pyper 

 Mike Tomlinson 

 Tommy Maughan 

      

In attendance:   David McGivern 

 Jim Whiston 

Kirsty Broadfoot (Minutes) 

 

1. Apologies 

 

Amanda welcomed everyone to the meeting. Apologies were received from Georgina 

Dawson, David Porte and Kenny George. 

 

2. Declarations of Interest 
 

No matters were discussed. 

 

3. Legislation and practice presentation 

 

David gave his presentation. He advised that this was a refresher from the session 

which was held in early March 2020. David outlined the main operational activities 

which the Housing Management and Maintenance teams were responsible for 

delivering. He also outlined some of the legal and statutory frameworks within which 

these core functions are delivered and which directly impact on our policies for each. 

Finally, David provided some contextual information regarding the volume, range and 

performance levels for each activity and highlighted how the Covid-19 pandemic has 

impacted on each of these. 

 

A general discussion took place around the lack of communication from Turners before 

attending jobs at tenant’s homes. A few of the committee members have experienced 

this in recent weeks. David will speak with Jim Purvis regarding this. 1  

 

As part of the presentation David spoke about the fact that antisocial behaviour 

complaints had increased from 241 last year to 351 cases this year. A discussion took 

place around the reasons for the increase and the different categories and actions that 

the association may take.  

 

David also discussed rent arrears, summarising the key statistics and the various 

methods used to assist tenants to pay their rent on time. Amanda noted that the 

 
1 David to pick up with Jim Purvis. 
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proactive reaction that the association took at the start of the Covid-19 pandemic was 

critical in ensuring the number of legal actions was kept low. 

 

The committee thanked David for his presentation.  

 

4. Any other business 

  

No matters were discussed.  

 

The Chair thanked all for their attendance and contributions.  
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Board Meeting – Wednesday 26 May 2021 

 

Agenda Item: 9 

 

Subject: Operational matters 

 

Prepared by: Jim Whiston  

 

For noting 

  

Coronavirus issues (including health and safety) 

 

The Scottish Housing Regulator has announced that the special Coronavirus reporting is 

to switch from monthly to quarterly reporting for the time being and that the data 

requirements are being extended.  

 

With the easing of restrictions, we are working with our contractors to extend the range of 

services and to tackle the backlog of routine repairs. 

 

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 easing of general restriction however have little impact on office working. It is 

assumed for the time being  that home working will remain the norm until the autumn. 

 

Board effectiveness and governance 

 

The next full report is to the June Board. 

 

Committee Chairs have been agreed as  

 

Audit – Gemma Collins 

Development – Mike Tomlinson 

Human Resources – Kenny George 

Community Engagement – Tommy Maughan 

Tenancy Matters – Amanda Bryan 

Health and Safety – Bobby Pyper 

 

The Director’s review is scheduled for 19 May.  

 

Eydent  

 

A further conference planning meeting will take place on 21 May. 

 

Placement opportunities within Ayrshire Housing 
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This activity is in abeyance for the time being. 

 

Staffing issues 

 

See the separate paper. 

 

Staff pension schemes 

 

Nothing further to report since the last meeting of the Human Resources Committee. 

 

Audit Committee  

 

The Committee next meets on 30 June 2021. 

 

Community engagement and publicity  

 

The Community Engagement Committee meets on 26 May 2021. There will be 

presentations on the grant scheme and the use of the new facilities at Main Street. 

 

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 April meeting.  

 

A consolidated report on disposals and notifiable events will be considered by the Audit 

Committee at its February 2022 meeting.  
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Board Meeting – Wednesday 26 May 2021 

 

Agenda Item: 9a 

 

Subject: Working arrangements and human resources policy reviews. 

 

Prepared by: Jim Whiston  

 

Recommendation: to adopt the new or revised policies and practices 

  

Working arrangements. 
 

It is clear that the majority of staff value the option to work from home whilst also still 

benefiting from the practical and social dimensions of face-to-face working. Home 

working can assist with care responsibilities, commuting difficulties or to manage 

situations where one cannot attend the office but are otherwise able to work. 

  

To reflect this desire, it is suggested that a “hybrid” working arrangement for all staff is 

introduced. This builds on the self-discipline and self-organisation demonstrated by staff 

over 62 weeks of enforced home working. 

 

This would be distinct from contractual remote working in accordance with the existing 

Flexible Working Policy and Remote Working Policy (see below). 

 

It is suggested that hybrid working is based on the following principles:  

 

• The policy context is the section on occasional remote working in the Remote 

Working Policy. 

• Contractually, the place of work will be 119 Main Street, Ayr (see also the section 

on contractual remote working below). 

• Every member of staff will have a desk at 119 Main Street (the office). 

• Staff will have the technical resources to work seamlessly between home and the 

office.  

• Staff will be free to work at home with the consent of their manager subject to the 

following ground rules: 

o They must be available to work in the office to ensure adequate cover in 

their section and cooperate with their manager and their colleagues in 

devising rotas. 

o They must always be prepared to attend the office for meetings when 

required.  

o They must not delay face to face appointments with tenants and other 

service users for their own convenience. 

o When working from home, they must be contactable and able to respond 

to service requests during their normal working hours. It is recognised 

though that they may wish to organise their productive time differently 

provided basic communication is maintained. 

o For operational or for performance issues, they may be required to work 

from the office if they cannot demonstrate effective and safe working at 

home.  
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Contractual remote working  

 

This where a permanent change to individual working arrangements is agreed in terms of 

hours and/or location. Under the existing policies, we are committed to look 

sympathetically on such requests, for example to work at home for a pre-determined 

pattern of days or indeed fully subject to attendance at staff and team meetings. Such 

requests would be dealt with in accordance with the terms of the Flexible Working and 

Remote Working Policies to ensure a proposed arrangement is compatible with our 

operational requirements.  

 

Staff Remuneration, Recruitment and Selection Policy 

 

As currently outlined in the Board Member’s Handbook, the association’s recruitment 

processes are managed in accordance with the EVH Model Recruitment and Selection 

Guide. We have not though formally adopted the EVH model Recruitment and Selection 

Policy to date. It is suggested that it is appropriate to do so. Attached is an adaption of 

the model which also incorporates the references to wages, conditions and pensions in 

the Member’s Handbook for all staff including the Director.  

 

Staff Performance and Development Policy 

 

The association’s policy on individual annual reviews is currently contained in a policy 

called Annual Staff Personal Development Plan (PDP). This policy has worked relatively 

well, for example in terms of being understandable to staff. It focuses on connecting 

individual remits to the Business Plan through objective setting. It also provides a 

structure for review and the identification of training needs and career ambitions.  

 

It is suggested that the policy would benefit though from adjustment in the following 

areas and this is reflected in the draft new policy attached: 

 

• Ensuring that the stated interim review meetings take place to schedule and are 

recorded with an appropriate note. 

• Ensuring that for new employees, a Personal Development Plan is agreed as part 

of their induction. 

• Cross referencing the policy to the Disciplinary Policy so that there is a clearer 

distinction between annual objective setting and personal performance review, 

and issues of conduct, performance and attendance which may need to be 

addressed separately in a disciplinary context.  

 

The association’s managers are attending sessions with external speakers on mental 

health awareness, absence management and performance management. 

 

Recommendations 

 

The Board is asked to approve the attached policies.  

 

With regard to the proposed adjustments to working arrangements, it is proposed that 

delegated authority is given to the Director to apply the arrangements having due regard 

to additional comments from staff. It is suggested the procedures are included in a 

revision to the Staff Handbook. 
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Staff Remuneration, Recruitment and 

Selection 

 
Introduction 

 

Ayrshire Housing is committed to fair employment practices and to equal 

opportunities in accordance with its Equalities and Human Rights Policy. 

 

Purpose 

 

This policy sets out the good practice and equal opportunities to which all Board 

members and staff are required to adhere. 

 

With regard to recruitment and retention, our aims are: 

 

To attract comprehensive applications from a sufficient number of candidates with 

appropriate skills, qualifications and experience for consideration for employment 

with us. 

 

To use fair and effective methods for the appointment of candidates consistent with 

our Equalities and Human Rights Policy. 

 

To ensure that recruitment procedures are clear and adhered to by all staff and 

Board involved in any recruitment and selection processes. 

 

To develop an excellent workforce committed to our aims and values 

 

General Guidelines 

 

In recruiting for newly created or vacant posts, we will ensure that we comply with all 

legislative requirements and demonstrate best practice as an employer in relation to 

employment rights and equal opportunities. We will follow the principles set out in 

EVH’s Model Recruitment and Selection Guide. 

 

Equal Opportunities 

 

Equal Opportunities are aimed at removing barriers to access and opportunity, with 

positive results for individuals and Ayrshire Housing. Equal Opportunities refer to 

equality in recruitment, promotion, training or transfer and terms and conditions of 

employment. In seeking suitable candidates for new or vacant posts, we will not 

discriminate on the grounds of age, disability, gender reassignment, marriage and 
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civil partnership, pregnancy and maternity, race (including colour, nationality ethnic 

or national origins and citizenship), religion and belief, sex and sexual orientation nor 

any factor irrelevant to the ability to do the job.  

 

It is our goal that all recruitment decisions will be based completely on the merits and 

abilities of candidates alone and no other criteria will be used.  In order to achieve 

this, equality and diversity practices will be integrated into every stage of the 

recruitment and selection process. 

 

A fair recruitment process will remove barriers where possible to the employment of 

people from different backgrounds.  This will enable the organisation in recruiting 

from the widest pool of talent, potentially raising the standard of their intake and 

therefore increasing the opportunity of a more diverse workforce which reflects the 

community it is serving.  A more diverse workforce should improve the organisation’s 

service delivery, as it will include staff with more knowledge and experience about 

meeting the needs and aspirations of service users and potential service users. 

 

To highlight our commitment to promoting equality and diversity from the beginning 

of the employment relationship, all vacancies will be aimed at as wide a group as 

possible and any advertisement for a vacancy will state that an Equalities and 

Human Rights Policy is in place.  The information contained in the advertisement and 

all vacancy literature will be clear and accurate to attract the most appropriate 

candidates from all groups across society, to allow them to decide their own 

suitability for the vacancy and whether they wish to proceed with applying.  For those 

that wish to apply we will ensure that all applications will have clear instructions for 

completion and application forms will be free from personal questions that are not 

relevant to the vacancy and that may lead to discrimination. 

 

We will ensure that all staff involved at any stage in the recruitment and selection 

process will receive equality and diversity awareness training. This will ensure that 

those involved in the recruitment process will not discriminate either knowingly or 

unknowingly by asking any questions which may lead to discrimination. 

 

Exit Interviews 

 

We will conduct exit interviews personally with any permanent member of staff who 

has tendered his or her resignation. This is to identify why an individual has decided 

to leave, to receive insight into the role that has been performed and to thank the 

individual for his or her contribution. 

 

Job Analysis and Advertising 

 

When recruiting for new or vacant posts we will conduct a job analysis, typically 

carried out by the departmental manager in liaison with senior Management and the 

Board, as appropriate. This involves assessing whether or not the post has to be 

filled and how it could be filled, what would be the adverse effects of not filling it or if 

the work could be distributed amongst existing staff. 
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If it is decided that the post should be filled, Employers In Voluntary Housing (EVH) 

may be engaged to provide assistance, or, a suitable job description, person 

specification and application form will be compiled by the manager. An 

advertisement will be then composed and placed into appropriate advertising media. 

 

Recruitment of a new Director (CEO) 

 

The resignation of the Director (CEO) is a notifiable event to the Scottish Housing 

Regulator. The Regulator expects the Board to make a decision about a new 

appointment in the context of being satisfied with the strategic direction of the 

organisation.  This will be done by reference to the Business Plan. In developing the 

plan, the Board satisfies itself that the current independent organisational structure 

remains appropriate to both deliver high quality services to its tenants, and to 

respond pro-actively and distinctively to local needs and opportunities.  

 

Although the Business Plan has a three-year timeframe, the Board reviews its 

continued suitability each year. The Board explicitly considers whether the overall 

strategic direction of the association remains sound. If the answer is yes, the Delivery 

Plan is simply updated in the context of the existing Business Plan and management 

structure. In these circumstances, the recruitment of a Director would take place in 

the normal manner without the requirement for a review of the Plan outwith the 

normal cycle.   

 

If there is doubt about the continued relevance of the Business Plan, this may prompt 

bringing forward consideration of a new Plan taking account of the Regulator’s 

recommended practice for Business Planning with regard to strategic options 

appraisal. 

 

In the event of the Director’s absence or resignation, the association will seek the 

early advice of EVH. 

 

Terms and Conditions for Staff including the Director 

 

The association is a full member of EVH. As such it has adopted EVH’s grading and 

salary schemes, conditions of service and standard policies.  

 

The association is required to implement these as a consequence of the collective 

bargaining agreement between EVH (on behalf of its employer members) and Unite 

the Union. It will not depart from its terms including the grading guidelines with 

regard to remuneration and other benefits for prospective and current employees. 

 

The association benefits from the support of EVH across the whole range of 

employment matters including handling grievances and discipline issues.  

 

The Scottish Housing Regulator has issued guidance on “RSL Senior Officer 

Remuneration”. The association’s policy with regard to this guidance is:  
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• The Board will always seek and accept the advice of EVH on the salary grade 

and increment range for the Director. Any adjustments will only be considered 

in the context of the periodic grading reviews that the Board commissions for 

the entire establishment. 

 

• No expenses and other benefits (excluding pension entitlement) will be 

offered beyond those provided in the conditions of service and annual salary 

agreement applying to all staff.  

 

• The Director will be offered membership of either of the pension schemes on 

exactly the same basis as for all other staff members.  

 

Pensions 

 

The association is a member of the Scottish Housing Associations Pension Scheme 

(SHAPS) and the Strathclyde Pension Fund.  

 

All employees are able to join the Scottish Housing Associations’ Pension Scheme 

(SHAPS) on the basis of the defined benefits final salary 1/60 scheme. Ayrshire 

Housing will also contribute to the Strathclyde Pension Fund where a new or existing 

employee is already a member of a local government scheme. Both schemes offer 

excellent benefits including death in service cover. Ayrshire Housing as an employer 

contributes generously to both schemes and is committed to encouraging all staff to 

join. Any employee who chooses not to join either scheme will be automatically 

enrolled in a SHAPS defined contribution arrangement. The employee may opt out if 

they wish but will be enrolled again three years hence. 

 

Permanent Recruitment 

 

If it is deemed necessary to recruit another staff member or fill a vacant post 

permanently, a new or updated job description and person specification will be 

compiled; the position will be advertised simultaneously internally, and externally in 

relevant media, so demonstrating our commitment to equal opportunities.  

 

An exception to this will be in cases of restructuring or redundancy where it may be 

necessary to appoint internal candidates into posts without advertising the vacancy. 

                                                                                                                                                      

Internal Recruitment   

                       

All existing staff will be notified of permanent and long-term temporary vacancies, 

and will be eligible to apply for any post. Arrangements will be made to ensure that all 

those on sick leave, maternity leave or general leave are informed of opportunities. 

 

Temporary Recruitment 
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Short-term appointments of less than a year, for example for maternity leave cover, 

may be advertised internally and filled by internal transfers. Exceptionally, they may 

be filled by candidates engaged from suitable employment agencies. Temporary 

posts in excess of a year will be advertised internally and externally simultaneously. 

 

For very short-term posts of a few weeks internal advertising will not normally take 

place but rather suitable employment agencies will be approached to provide a 

candidate. 

 

Recruitment Information to Candidates 

 

All candidates will receive an information pack that will include a job description, a 

person specification a summary statement of conditions together with an application 

form and equal opportunities monitoring form. We will maintain a comprehensive 

website as an additional source of information. 

 

Successful candidates to new and vacant posts will be selected on merit through 

shortlist and interview in accordance with the person specification and our standard 

short listing and interview assessment forms. 

 

Short listing   

 

A panel of at least two individuals, will carry out the recruitment processes for each 

vacant or new post. This panel will include the Director and a Board Member when 

recruiting for a senior manager. Only individuals who are familiar with the Model 

Recruitment and Selection Guide will be able to participate in short listing.  

 

At least one panel member must possess skills or experience most closely related to 

the post for which candidates are to be short listed and interviewed. Panel members 

who short list will also participate as interviewers to ensure consistency in 

recruitment.  

 

Essential criteria will be applied in the first instance to shortlisted candidates. 

Candidates who do not match all the essential criteria will not be called to interview. 

Candidates who do not possess all the desirable criteria may still be called to 

interview. However, desirable criteria will be applied, secondly, in a large response, to 

reduce fairly the number of candidates called for interview. 

 

Each panel member must complete a short-listing assessment form appropriately for 

each applicant. If a panel member recognises a candidate’s details, who is known to 

the panel member, they should declare this interest and exclude themselves 

potentially from the panel if the person is to be shortlisted. 

 

Candidates invited to interview and unsuccessful candidates will be informed 

simultaneously of the result of their applications. Unsuccessful candidates may be 

offered the opportunity for feedback on their applications. 
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Modern Apprenticeships 

  

Candidates for modern apprenticeships will also be required to submit application 

documents, which will be subjected to fair short-listing procedures. Successful short-

listed individuals will be invited to attend an interview and the most suitable 

individual/s will be selected. 

 

References 

 

References will be sought after an offer of employment has been accepted. 

Reference requests will be made to the most current/recent employer 

/academic/voluntary or good character referee contacts who must not be related to 

the candidate. If a referee happens to be a panel member then the candidate may be 

asked to provide an alternative referee.   

 

Interview 

 

The interviewing panel of at least individuals, should reflect the same membership as 

the short-listing panel and only individuals who are familiar with the Model 

Recruitment and Selection guide should be able to participate. 

 

All short-listed candidates should be offered an interview, at which the same 

questions, based on the job description and person specification, will be asked in the 

same order to all candidates. This may also include a suitable test and presentation 

topic where appropriate. Interviews will be typically of 30-60 minutes’ duration 

depending on the nature of the post. 

 

Any requested, appropriate, information which has been provided by us to an 

interviewee will be made available to all other candidates invited to interview. 

 

Assessment 

 

Panel members must complete an interview assessment reflecting evidence for each 

candidate. The association’s Equalities and Human Rights Policy applies to all 

matters of recruitment and selection.  

 

Where candidates are judged to be equal, they may be called back for a second 

interview. Panel members must state and document justifiable reasons for the 

rejection of each unsuccessful interviewee.  

 

Job Offer 

 

Once the appointment panel has made a decision, a conditional offer will be issued 

to the successful interviewee subject to: the receipt of satisfactory references, 

original qualification certificates, proof of eligibility to work in the UK, a satisfactory 

Disclosure Scotland check and signed copies of the Conditions of Service and Code 

of Conduct.  
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An Appointment will normally be made at the bottom of the salary scale. If 

appropriate the appointment can be made on a suitable salary paying due 

consideration to a candidate’s skills, experience and current pay.  

 

The initial offer may be verbal and then followed up in writing. A probationary period 

will not be included.  

 

The terms of a written contract of employment will be confirmed and issued 

subsequently once the aforementioned conditions have been satisfied. 

 

If the job offer is declined, if agreed by the interview panel, the second highest 

scoring suitable candidate may be offered the post subsequently. If there is not a 

suitable reserve candidate the recruitment process should be revised and a rerun of 

the whole recruitment process should be considered. 

 

Once the job offer has been accepted then interview outcome notification should be 

issued to unsuccessful interviewees. Wherever possible, the association will inform 

candidates of the outcome of the interview as quickly as possible and within a few 

days of the interview having taken place. 

  

Feedback  

All interviewees will be advised typically of the outcome of their interviews by 

telephone, email or letter. Constructive feedback on their performance will also be 

made available to them if they desire via the telephone.  

 

Interview Expenses 

 

Reasonable travel expenses will be reimbursed to candidates for non-local journeys. 

Any reasonable interview travel expenses paid to candidates for new or vacant posts 

will be in accordance with the association’s expenses and finance policies and 

procedures. 

 

Equal Opportunities Monitoring 

 

As part of the recruitment process, equal opportunities monitoring will be undertaken 

and reported. 

 

Records  

 

Application forms and recruitment documentation must be stored confidentially in 

accordance with the association’s privacy policy. 

 

Personnel File 

 

The successful candidate’s recruitment documentation should be made into a 

personnel file and retained electronically. 
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Induction 

 

Association staff will welcome a new post holder by providing initial induction training 

in the organisation, which will be organised in advance of occupancy of the new post 

holder by the manager. This will help to settle the new staff member, convey our 

aims, objectives, policies and procedures thereby encouraging the individual to 

settle, stay and make a valuable contribution to our work.  

 

The induction will cover: 

 

• A general introduction to the association and its Board and staff. 

• The Staff Handbook and key personnel, ICT office management policies and 

procedures. 

• A Job specific induction including key internal and external contacts. 

 

The induction will be concluded after six weeks in post by a meeting in accordance 

with the Staff Performance and Development Policy. This will ensure that 

performance, training and supervision requirements are agreed at an early stage.  

 

Failure to Recruit 

 

Should the full recruitment and selection procedure fail to recruit a suitable 

candidate, reasons for this should be identified and considered, appropriate 

alterations made and recruitment should be rerun where appropriate to do so. 

 

Complaints 

 

If a complaint is received about any stage of the recruitment and selection process it 

should be resolved promptly in the first instance and verbally where appropriate to do 

so. If the complainant wishes to further pursue the matter, they should be advised to 

put the complaint into writing and address it to the Director who will investigate the 

matter and further liaise with the complainant have due regard to the Complaints 

Handling Policy 

 

Personal Development  

 

The association is committed to the development of all its staff through support and 

training. There is a separate Staff Performance and Development Policy in place 

covering this topic. 
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STAFF PERFORMANCE AND DEVELOPMENT POLICY 
 

1. PURPOSE  

 

1.1  A well-motivated and trained team is key to Ayrshire Housing’s success.  The 

association aims to develop a strong corporate culture grounded in a commitment 

to our tenants and communities, and which is based on both individual initiative 

and teamwork. 

 

This policy applies to all staff.  It includes a standalone review process for the 

Director (section 5 below) which reflects the principles of this policy. The review 

process for the Director is the product of independent advice to the Board. 

 

1.2  By reviewing performance and job progress with their managers, staff are able to 

prioritise and improve work planning and to agree personal development and 

career plans. This should lead to improved working arrangements, increased job 

satisfaction and appropriate staff training. The process of individual review is key 

to ensuring all can see the potential of their job not only to support the delivery of 

corporate objectives but also contribute to the long-term development and 

success of the association. 

 

1.3 It is recognised that a review of individual and team achievements in the context 

of job descriptions and actual workload can improve performance through:  

 

• Reviewing past performance, progress and objectives.  

• Discussing strengths and weaknesses. 

• Discussing any barriers or problems and looking at solutions. 

• Recognising performance that the staff member should proud of. 

• Agreeing up to date performance objectives.  

• Identifying support, training and development requirements.   

• Increasing staff motivation and improving communication. 

• Building a good relationship between the individual and their manager. 

 

2. PRINCIPLES 

 

2.1 The annual performance review should be a two-way process between the staff 

member and their manager so benefiting both the individual and the association 

as a whole. The outcome should be a mutually agreed Personal Development Plan 

(PDP).  

 

2.2 The process seeks to focus on the overall contribution and impact of individual 

performance to the success of each team and the association as a whole. 

 

2.3 The staff member will be made aware of the main issues for discussion prior to a 

review meeting.  There should be no element of surprise.   
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2.4 Any criticisms should be expressed in a constructive manner but should not be 

avoided.  

 

2.5 The onus is on the manager to try to resolve disagreements. There may be times 

when the views of the reviewer and the staff member vary.  In such circumstances 

the issue(s) would be referred to the next management tier for consideration.  

 

2.6 The review will compare the actual work to the job description and will identify any 

training needs. 

 

2.7 The objectives should be aligned, wherever possible, with the Delivery Plan 

contained within the Business Plan to bring benefits to both the staff member and 

the association. The objectives should be challenging and go beyond the basic job 

content but at the same time they should be realistic. Objectives should be 

tailored to the individual as much as possible to allow them to demonstrate their 

specific contribution to their team. 

 

2.8 The PDP is a confidential document and as such will be kept securely in 

accordance with the Privacy Policy. Only the staff member, their line manager, 

their department head and the Director will have access. 

 

2.9 The PDP will form the basis of scheduled two-monthly progress meetings. These 

meetings will be recorded to identify performance and support issues in a 

constructive and timeous fashion. 

 

2.10 Where a conduct, attendance or performance issue arises which warrants 

investigation under the Disciplinary Policy, this will be made clear to the staff 

member at the earliest opportunity. The performance issues will then be dealt 

with strictly in accordance with the Disciplinary Policy. 

 

2.11 The Director will report annually to the Board or Human Resources Committee on 

the performance review process. The report will be limited to general conclusions 

to provide the Board or Committee with sufficient information to meet their 

responsibilities for staff development and performance. 

 

2.12 Board members, managers and staff will receive appropriate advice, training and 

support to ensure the success of the process. 

 

3. PROCEDURES  

 

3.1 The annual review meetings will normally be held in April and May following the 

Board’s agreement or review of the Business Plan and the Delivery Plan. A review 

meeting will be held with new staff members after six weeks in the job to 

conclude their induction. This will be held irrespective of its position in the cycle of 

meetings for longer-serving staff. See also the Remuneration, Recruitment and 

Selection Policy for details of the induction process. 

  

3.2 In addition, the manager will hold one-to-one discussions with the staff members 

they directly supervise on an eight-weekly basis. The aim of which is to discuss 

current work situations in the context of the PDP and to address any working 

environment or health related issues (see 3.9 and 3.10 below).  
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3.3 Staff members will be given sufficient time during working hours to complete their 

self-assessment form (Appendix 1) in preparation for the PDP.  The manager must 

ensure that staff members understand the framework and objectives of the PDP 

process.  New or reassigned staff members who do not have current objectives 

will be given an indication of their likely objectives to assist in preparation for the 

meeting. 

 

3.4 The self-assessment form should be returned to the manager one week prior to 

the PDP date.  A period of no less than one hour will be allocated for the PDP. 

  

3.5 The aim is for staff to benefit from the PDP process. The manager should be 

capable of implementing most recommendations arising from the PDP.   

 

3.6 As well as reviewing past performance, the PDP will include up to three objectives 

for the coming twelve months.  These should, where possible, be linked to the 

Delivery Plan within the Business Plan.   

 

The objectives should also be SMART: 

 

• Specific – objectives should state a desired outcome. 

• Measurable – how will you know when an objective has been achieved? 

• Achievable – is the objective capable of being achieved whilst still being 

challenging? 

• Relevant – does the objective relate to those of the company or team? 

• Time bound – when does the objective need to be achieved by? 

 

In preparation for meeting both the staff member and manager should give 

thought to whether or not the current objectives are still relevant.  At the meeting, 

the manager will suggest and seek agreement on the objectives for the coming 

year.  These should be set to demonstrate the importance of the staff member to 

the overall performance of their team and the association. 

  

3.7 After the meeting the manager will complete a draft PDP which includes the 

agreed objectives, training and development needs.  Staff members will have an 

opportunity to comment further if they wish.  The form will then be adjusted as 

necessary before it is signed by both parties. 

 

3.8 The PDP is intended as a working document which will be reviewed on an ongoing 

basis through for the eight-weekly review meetings. 

 

3.9 The eight-weekly follow-on meetings will be scheduled from the date of the initial 

PDP meeting for the year ahead.  

 

3.10  These meetings will provide an opportunity to review progress in terms of the 

agreed objectives and training and support issues. A note of these meetings will 

be issued by the manager by email and retained with any correspondence 

alongside PDP. A note should always be issued even it is just to record 

satisfactory progress and no immediate issues. 
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4. TRAINING AND DEVELOPMENT POLICY 

 

4.1 The association will ensure that training is of a high quality and available to staff 

members to meet business needs and career development.  Training and future 

development will form part of the review process.   

 

In addition, new staff members will receive a tailor-made induction programme 

which is outlined in the Remuneration, Recruitment and Selection Policy.   

 

Further details are contained in the association’s Training and Development 

Policy.  

 

Staff members should keep sufficient notes of training and personal development 

to allow them to complete the self-assessment form and to have discussion at the 

meeting.  They may find the forms in the Training and Development policy useful 

in this regard. This particularly so if they wish to be sponsored on external course, 

for example for a qualification. 

 

4.2 Staff are also encouraged to support the development of their colleagues through 

briefings and participation in working groups. 

 

4.3 Training will be made available in a number of forms tailored to the needs of both 

the association and the individual staff member or teams: 

 

• In-service training: for example, through SFHA, SHARE, EVH, Eydent and 

the Chartered Institute of Housing. 

• Informal learning: this can be facilitated by the availability of manuals and 

other publications, and the encouragement of professionally qualified 

employees to honour their continuing professional development 

obligations. 

• Further education: subject to an appropriate business case being made, 

the association will look favourably on applications to study for relevant 

professional or vocational qualifications.  Financial support and special 

leave will be granted in accordance with the Statement of Terms and 

Conditions of Employment.  In addition, consideration will be given to 

requests for book or materials allowances. 

 

5.  ARRANGEMENTS FOR THE DIRECTOR’S REVIEW 

 

5.1 A specific form for the Director is attached as Appendix 2.  This focuses on setting 

objectives aligned to Ayrshire Housing’s Business Plan.  

  

5.2 The appraisal process and timetable is as follows:  

 

• The Board appoint an Appraisal Panel, including the Chair, to conduct the 

Director’s appraisal (March). 

• The Panel and Director agree the final version of the form (by 3rd week in 

April). 

• The Director completes and forwards the form to the Chair of the Panel 

within 2 weeks of receipt (1st week in May). 
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• The Panel reviews, comments on and returns the form to the Director 

within five business days (2nd week in May). 

• Appraisal meeting held to agree objectives, targets, outputs and outcomes, 

resource, support, and development needs (3rd week in May). 

• A final review and comments from the Director and Panel respectively (4th 

week in May). 

• Report from the Panel Chair to the next meeting of the Board on the 

objectives agreed.  

 

5.3 The ongoing review process will involve: 

 

• A quarterly meeting between the Director and the Panel to review progress 

and address any other relevant matters. 

• A record of progress being made and forming the basis of subsequent 

review meetings. 

• A half yearly update from the Chair of the Panel to the Board on the 

Director’s progress with objectives. 
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ANNUAL STAFF PERSONAL DEVELOPMENT PLAN (PDP) 

 

You should complete and return the self-assessment section of this form to your Line 

Manager one week prior to your PDP meeting.  

 

Name:  

Job Title:  

Date of PDP meeting:  

 

SELF-ASSESSMENT 
 

Is your job description still relevant? Yes  No  

Are your current objectives still relevant? Yes  No  

Do you have regular opportunities to discuss your work and 

objectives?  

Yes  No  

    

Have you carried out the actions agreed with your Line Manager at 

your last PDP meeting?  

Yes  No  

    

 

If you answered NO to any of the above questions, please comment below: 

 

 

 

 

 

 

Reviewer’s Comments: 

 

 

 

 

 

 

Are there any areas of your work that you are pleased with?  Please state why: 

 

 

 

 

 

 

Have you experienced any obstacles which have prevented you from performing 

effectively? 
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What parts of your job do you: 

 

Do best: 

 

 

 

 

 

Do less well: 

 

 

 

 

 

 

How would you like to develop your skills in the coming year, for example through training 

and support to your colleagues? 

 

 

 

 

 

What works well and what would you like to change in all your current working 

relationships? 

 

 

 

 

 

Are there any topics you would particularly like to discuss during the PDP meeting? 

 

 

 

 

 

Reviewer’s Comments: 

 

 

 

 

 

 

 

 

 

 

 

 

PERSONAL DEVELOPMENT PLAN – OBJECTIVE SETTING 
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[To be completed by the Reviewer] 

 

Current Performance: 

[Objectives which are outstanding/ongoing] 

 

 

 

 

OBJECTIVES FOR THE NEXT TWELVE MONTHS: 

 

Objective 1: 

 

 

Delivery Plan Task (if applicable): 

 

Timescale: 

 

Objective 2: 

 

 

Delivery Plan Task (if applicable): 

 

Timescale: 

 

Objective 3: 

 

 

Delivery Plan Task (if applicable): 

 

Timescale: 

 

Support for training and personal development 

 

 

 

 

 

 

Staff Member’s Signature: …………………………………………………………………………………………. 

 

Reviewer’s Signature: …………………………………………………………………………………………. 

 

Date:    …………………………………………………………………………………………. 

 

Director’s Signature:  …………………………………………………………………………………………. 

 

Date:    …………………………………………………………………………………………. 
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APPENDIX 2 – DIRECTOR’S APPRAISAL FORM 
 

Business Plan – Strategic Business Objectives 
 

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 

supports 

tenancies; and  

• Guarantees 

high levels of 

satisfaction 

and active 

engagement. 

 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; and 

• Creating new 

homes.  

 Thriving 

Communities: 

We will engage with 

residents in our 

neighbourhoods and 

throughout Ayrshire 

by: 

• Ensuring our 

neighbourhoods 

remain popular 

places; 

• Empowering our 

Communities; 

• Ensuring equality 

of access; and  

• Working with 

voluntary sectors 

partners.  

 A forward looking 

and sustainable 

association: We 

believe that the 

association 

makes a 

distinctive 

contribution to 

Ayrshire and the 

lives of those it 

serves.  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; and  

• Build on our 

enthusiasm and 

skills to deliver 

ever better 

projects and 

services.  

 

 

Appraisee’s Name: ……………………………………………………     Job Title: ……………............... 

 

Appraiser’s Name: ……………………………………………………     Job Title: ……………............... 

 

Appraiser’s Name: ……………………………………………………     Job Title: ……………............... 

 

Appraiser’s Name: ……………………………………………………     Job Title: ……………............... 

 

Date form to be returned to Appraisers …………. Date form to be returned to Director ……. 

(2 weeks after issue to Director)                      (No later than 5 business days before interview) 

 

Interview Date ……………………………………………… 
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DIRECTORS APPRAISAL 
 

Guidance for completing the form  

 

Please take time to complete this form.  The purpose of your appraisal is to help your 

development and enhance your contribution within the association.  The appraisal 

meeting is a constructive two-way discussion between you, the Chair and two other Board 

members nominated by the Board.  It provides an opportunity to review overall 

performance and particular achievements over the last year, and to consider and agree 

objectives and professional development opportunities for the coming year.   

 

The steps below are a guide to focus your preparation for your appraisal meeting. 

 

1)  Roles and Responsibilities 

Please list your main roles and responsibilities.  

 

2)  Outcomes for Last Year  

Please list targets and objectives agreed at your last appraisal and comment how 

you feel you performed against these.  A copy of your last appraisal is provided for 

reference. 

 

3)  Your Achievements 

Please give examples of what you feel have been your main achievements in the 

last 12 months. These can be from the targets and objectives set at your last 

appraisal or from other work you have undertaken. 

 

4)  Your Professional Development  

Please provide details of learning and development events you have attended in 

the past year or other learning you have undertaken and comment on the benefit 

of these for yourself and Ayrshire Housing.   A copy of your personal training 

record will be made available to you.   

 

5)  Your Knowledge and Skills 

Please provide details on how you have been able to demonstrate the 

competencies, whether within or outwith Ayrshire Housing, and set out any further 

development or support that would benefit you and Ayrshire Housing in the 

coming year.  

 

6)  Your New Objectives & Targets 

Please set out your objectives for the coming year in relation to Ayrshire Housing’s 

strategic objectives.  Please be as specific as possible, confirming the actions that 

you will undertake and the expected outcomes or outputs from these actions. 

Please identify any resources or support you may require to achieve your objective 

e.g. you may need specialist support such as consultants or perhaps a learning 

opportunity to develop your knowledge on a certain subject.  The timescales for 

completion should be set out as month and year. 

 

7) Meeting Ayrshire Housing’s Values 
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Please describe ways in which you have been able to demonstrate behaving in 

accordance with Ayrshire Housing’s values. 

 

 

Appraisal Process 

 

The appraisal process involves the following stages: 

 

1. When you are provided with the appraisal form, you will have two weeks to 

complete and return this to the Chair.  It is preferable for this to be by email 

attachment.   

 

2. On receipt of your form, the Director’s Appraisal Panel (Ayrshire Housing’s Chair 

and two other nominated Board Members) will meet within five business days to 

discuss your form and provide responses as appropriate.  The Chair will return the 

form to you and invite you to meet with the Panel within five business days. 

 

3. At the appraisal meeting, you and the Panel will discuss the content of your form 

and any other pertinent matters.  This is an opportunity for a meaningful 

conversation where the focus is on supporting your development and enhancing 

the contribution you make to Ayrshire Housing. 

 

4. Following the appraisal meeting, the Chair will take responsibility for completing 

the Additional Comments section of the form (for the Appraiser), specifically 

including any agreed development or support to be provided for you.   The form 

will be returned to you within five business days of the meeting.  You will be 

invited to complete the Additional Comments section (for the Director) and asked 

to sign and return the form to the Chair within five business days.   

 

5. The Chair will sign the form on behalf of the Appraisal Panel, provide a copy to you 

and Ayrshire Housing will retain the original. 

 

6. The Chair will report the outcomes of your appraisal to the Board, confirming the 

objectives agreed. 

 

7. Thereafter, the Appraisal Panel will meet with you quarterly to record progress 

with your objectives and provide support or additional development opportunities 

as appropriate.  A half yearly summary report will be provided to the Board on 

progress with objectives. 

 

8. All information exchanged throughout the appraisal process is strictly private and 

confidential.  
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DIRECTORS APPRAISAL (Year) 
 

ROLES AND RESPONSIBILITIES 

 

 

 

 

 

Appraiser’s Comments 

 

 

 

 

OUTCOMES FOR LAST YEAR 

Target/Objective Set Exceeded Achieved Partly 

Achieved 

Not 

Achieved 

 

 

 

    

 

 

 

    

 

 

 

    

 

 

 

    

 

Please comment if the targets and objectives were partly achieved or not achieved 
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Appraiser’s Comments 

 

 

 

 

 

YOUR ACHIEVEMENTS 

 

 

 

 

 

 

 

 

 

Appraiser’s Comments 

 

 

 

 

 

 

 

 

 

YOUR PROFESSIONAL DEVELOPMENT 

Description of learning/development undertaken Benefit to you and Ayrshire Housing 
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YOUR KNOWLEDGE AND SKILLS 

Competency How have you been able to 

demonstrate this competency? 

What further development or support would 

be of benefit to you and Ayrshire Housing? 

Appraiser’s Comments 

Knowledge 

 

Strategy 

 

   

 

Finance 

 

   

 

Leadership and 

Stakeholder 

Relations 

   

 

Corporate 

Governance 

   

 

 

Skills 

 

Strategic 

Thinking 
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Analysis and 

use of 

information 

 

 

Decision 

Making 

   

 

Communication 

 

   

 

Leadership 

 

   

 

Influencing 

 

   

Other 

 

 

 

   

 

 

 

   

YO 

 

 

UR KNOWLEDGE AND SKILLS 

YOUR NEW OBJECTIVES AND TARGETS 

AH Strategic 

Objectives 

Objectives and Targets 

 (action, outputs/outcomes, please be as specific as possible) 

Resources/ 

Support  

Required 

Timescale  

for  

Completion 

Appraiser’s Comments 

Providing an excellent service 
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Quality Homes 

 

 

    

 

 

    

Thriving Communities 

 

 

 

    

 

 

 

    

A forward looking and sustainable association 

 

 

 

    

 

 

 

    

 

MEETING AYRSHIRE HOUSING’S VALUES 

Values How have you been able to demonstrate this value? Appraiser’s Comments 

 

We Listen 

 

  

 

We Engage 
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We Show Respect 

 

  

 

We Seek Challenge 

 

  

 

Additional Comments – Appraiser 

 

 

 

 

 

Additional Comments – Appraiser 

 

 

 

 

 

Appraiser’s Signature ……………………………………………………………………………………….   Date ………………………………………………………………………… 

 

Director’s Signature ………………………………………………………………………………………….   Date ………………………………………………………………………… 
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Board Meeting – Wednesday 26 May 2021 

 
Agenda Item: 9b 

 
Subject: Equalities and human rights annual report 

 
Prepared by: Jim Whiston 

 
Recommendation: to note the actions proposed. 

 
 
 

Introduction 

 
The current Policy was reviewed and amended in May 2020. 

 
The policy provides for an annual review of its implementation. The section below uses 

the headings outlined in the Policy. 

 
Review 

 
Evidence of compliance 

 

• Equalities and human rights impact assessments have been applied to policy reviews 

in accordance with the Policy. 

• Equality information as part of the annual Lettings Plan review. 

 
Examples of good practice 

 

• Engagement with interpreting services as required. 

• Translation service introduced on the online housing application and mutual 

exchange services to mirror the association’s other websites including My Home. 

• Continuing mental and general health awareness briefings for staff. 

• The work of the money advice team to support vulnerable tenants and their 

households. 

• Provision of donations and grants to support greater equality and quality of life with a 

particular focus on reducing the impact of financial and support issues due to the 

Coronavirus pandemic.  

 
Proposed further action including promotion 
 

Some of the following actions have been carried over from last year’s report due to the 
ongoing public health restrictions.  
 

• Staff awareness of online BSL interpretation services. 

• Implementation of the Scottish Housing Regulator’s equality data requirements 

when they are published. 

• Engagement with equalities groups to support further staff briefings. 

• Ensuring that equalities groups are able to benefit fully from our community facilities 

and grants.  

• A text to speech facility for the online application and mutual exchange services. 
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Whether or not the Policy should be amended 

 

• The Policy was amended last year and no further amendments are proposed. 

 
 
Recommendation 
 
The Board is asked to note the ongoing work to implement the Policy. 
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