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Equality and diversity lies at the
heart of our business and we aim
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to establish Trust as a leader in the
promotion of equality and diversity
and as an organisation which is fully
inclusive in everything we do
– we expect our partners to share
these values.
We don’t believe in the single story
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or stereotypes and recognise that
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people and their experiences are
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made up of many stories. We value
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diversity and aim to make sure our
services are tailored and accessible
to different needs.

www.trustha.org.uk
0131 444 1200
 trust_housing
trust housing
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1.

Trust is…
Trust is a forward-thinking and
long established not-for-profit
housing association, registered
with, and regulated by, the
Scottish Housing Regulator
and the Care Inspectorate.
We are a national housing, support and care
provider, offering a range of accommodation and
support services. Primarily serving older people
in our communities we also provide housing
for families and individuals. We provide homes
to over 2,500 tenants across the length and
breadth of Scotland, from the Highlands and
Islands all the way down to the Borders.
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Very Sheltered
General Needs
Amenity

10%

We offer a range of services, from a landlord
only service to care and support services that
are flexible and tailored to the needs of the
individual. This means customers can continue
to live independently and have an enhanced
quality of life, as well as providing peace of
mind to their families.
We also offer a range of complimentary services
though Trust Enterprises Ltd (TEL) – our fully
owned commercial subsidiary – and through
TEL we are expanding our housing portfolio to
include mid market rented accommodation.
2.
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Corson Court, Belshill

Purpose, Vision and Values

Our Purpose

Our Values:

To provide quality homes and services that offer
independence and choice.

Innovative

Our 20/20 vision

We think outside the box, have a can do
attitude and take accountability for our actions

To be an excellent organisation that improves
lives and is a market leading provider of quality
homes and services

Collaborative

Pillars of Trust:
Customers and Staff

Innovative

Aspirational

We listen to our customers and believe we
can achieve far more by working together
and being inclusive

We care about people

We passionately care about people and treat
everyone fairly and with respect whatever their
background.

Trust us to care about people.

Agile

We are ready for change and committed
to continuous improvement

Aspirational

We are bold, and are passionate about doing
the best we can and helping everyone realise
their potential

4.
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Collaborative

Agile

5.

Two Pillars of Trust

Organisations change over time
and we are no different. Trust
today is largely unrecognisable
from our beginnings in 1973
however two pillars of Trust
remain as true today as they
did 40 years ago: you and the
staff that work for you.
We are all about people and
you will remain at the heart of
everything we do.
Tenants and other customers

Staff

Trust is about much more than bricks and
mortar. We are passionate about people and
providing high quality services to you. We will
always aim to go beyond expectations and
provide services and homes that improve the
quality of your life.

Our staff are our greatest assets. The work
they do everyday underpins the quality of the
services you receive and the homes you live in.
We aim to provide a workplace where people
love to work and employ people who share our
passion for caring about people and the quality
of the services you receive, and who value fun
and laughter.

6.
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Tenants, carers, family and staff from Bellshill

Celebrating over 40 years of Trust

The story of Trust is one we are
very proud of. We have been
providing excellent customer
services and caring for people
since our beginnings in 1973.
We were originally called Kirk Care and were
set up by members of the Church of Scotland
as part of a philanthropic movement. We have
grown significantly since our first development
in Bearsden in 1978 and changed our name to
Trust in 2004.
We are a nationally respected landlord, care
provider and employer, and proudly celebrated
our 40th anniversary in 2013 with over 60
celebrations across Scotland.

Tenants at Netherlee celebrating Trust’s 40th anniversary
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9.

Bright Future - The Trust Story Continues

This strategy marks a new chapter
for Trust and we want to make
the next 40 years even more
successful than the last 40.
However, continuing as we
are is not a sustainable option.

we provide meet your needs today and in the
future. The speed of change is increasing,
particularly in relation to customer expectations
and technology, and we also operate in an
increasingly challenging financial environment so
we need to make sure we run the business as
efficiently as possible.

Trust is a good organisation with an enviable
reputation in the housing and care industry
and we compare well against many of our
peers. However, the challenge is to transform
Trust into an excellent organisation with market
leading services. We need to modernise some
of the ways we do things, embrace new ways of
working and make sure that we have the skills
and technology that are fit for the future.
The years ahead provide many exciting
opportunities for Trust but we must make sure
the business is ready to adapt to and embrace
change to take advantage of these opportunities.
The World is continually changing and we need
to make sure that the services and homes

10.
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Bearsden tenants enjoying their 40th anniversary celebration

Our Priorities

In order to secure a bright
future for Trust we will
prioritise our resources
and activities around
three strategic aims:
A:

• Strategic Aim
To understand and
exceed customer expectations.

B:

To provide quality
• Strategic Aim
homes and maintain a viable asset base.

C:

• Strategic Aim
To continuously
develop and grow Trust as a thriving and
sustainable business.

12.
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A: People
A1. Customer Services
94% of customers recently told us that they
were satisfied with the overall services we
provide. However, we are far from complacent
and recognise that we can do better and that
what we offer today may not be good enough in
the future.
We will do everything in our power to retain and
continuously improve the services that you value
and introduce new services that you tell us
are important to you. We will invest in services
that offer you choice and help you to maintain
independence and lead active lives, and give
you access to care and support if and when you
need them.
Our aim is that every contact you have with
Trust is a positive experience and that we get it
right first time. We also aim to vastly improve the
services we offer online – such as being able to
report a repair or check you rent account – and
will also do what we can to assist you to make
use of our online services by supporting a range
of digital inclusion initiatives that will help you
get connected. We will also continue to develop

complementary services through TEL – our
subsidiary company – such as Home Angels so
that we can offer you assistance from cleaning
to shopping and everything in between.
We believe that the best customer services are
delivered by organisations that listen to their
customers. We aim to be open and transparent
in everything we do and give you opportunities
to influence the services you receive at a level
that is comfortable for you.
A2. Brand awareness & Influencing
You have told us that Trust is not known well
enough, both in the area you live or nationally
across Scotland. We are very proud of the Trust
story but have been guilty of not singing about it
from the rooftops. We will be looking to put
that right.
We will also continue to promote the positive
role of older people in society and use our
influence to help shape national and local policy
for your benefit.

13.

Our Priorities (continued)

A3. Staff
Trust is only as good as the staff we employ
and the quality of services they provide to you
all year round. We will continue to develop Trust
as a place where people love to work and we
will do our best to only retain and recruit the
most talented people and those who share our
passion for caring about people. We also aim to
encourage staff to reach their full potential
and make sure we have the range of skills
to support a varying range of needs such as
dementia.
We have a positive culture that is centred around
caring for people (customers, colleagues and
everyone that we work with) and aspiring to be
the best we can at all times. We will protect and
build on our culture.

B: Homes & Offices
B1. Quality Homes and an Excellent
Repairs service
We are on track to ensure that our homes meet
the Scottish Housing Quality Standard – the
Government’s standard – by March 2015 and we
will invest a minimum of £15 million in our homes
over the next five years. We also want to ensure
your home is as energy efficient as possible and
help you reduce your energy bills.
We will also continually review our housing assets
to make sure that the homes we provide are
the right type, in the right condition and in the
right locations to meet demand. We also want
to continue with the progress we have made
with our repairs services and further improve the
service we provide you in the future.
B2. Office space
We aim to make more efficient use of our
office space and, by doing so, reduce how
much we spend each year on running our
office accommodation and minimise our
carbon footprint.

14.
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Lady Flora’s, Newmillns

A Flavour of the Next 5 Years

Our Priorities (continued)

C: Business & Money
C1. Business efficiency
We have always been careful to spend the
rent you pay wisely so that we can keep rents
affordable and provide value for money. This is
going to be even more important and we will be
aiming to reduce our operating costs and run
the business as efficiently as possible so that
we can keep improving the services we offer – it
is very much our belief that efficiency and cost
savings are a consequence of providing excellent
customer services.
We will also maximise the income we receive
by minimising the time it takes us to let homes
that become vacant and improving the way we
manage rent arrears.

Mid Market Rent is a new type of affordable
housing for households with modest incomes
who want to rent a new home for the long term.
Rent levels are below the usual market rent for
the area.
C3. Business excellence

We are going to be very busy over the next five years but here is a
flavour of some of the things we aim to deliver:
Continually improve the services we provide, offering independence and choice
Keep rents affordable
Work with local authorities and other care service commissioners to protect funding where we can
Undertake research to help us better understand customer expectations and needs now and in the future
Provide more online services so that you can contact us at a time that suits you – such as reporting a
repair online

We will continue to modernise and transform
the way we work to make sure everything we do
can be described as ‘excellent’ and works to the
benefit of customers, staff and anyone else we
work with.

Help you become digitally connected and take advantage of the benefits of the internet

We will review the way the business works and
change and improve our processes, and use
modern technology to help us do so.

Introduce a new complaints handling system

C2. Partnerships & growth
We will develop partnerships with other
organisations that help us provide better services
and at a cost that offers increased value for
money for you. We will also grow the business,
where it makes financial sense to do so, such as
our recent mid-market housing development at
Southbank, Kirktintiloch.

Work with volunteers to help us increase the activities and support we can offer you
Extend the ways for you to participate and influence the decisions we make – including establishing your Customer
Panel
Introduce a Customer Relationship Management system so that we can access all the information we hold about you in
one place
Increase the awareness of Trust
Develop our social media channels – Facebook and Twitter
Continue to promote the positive role older people play in society
Continue to invest in talented and caring staff
Make sure staff receive appropriate training – such as dementia skills
Make sure our homes meet the Scottish Housing Quality Standard by March 2015
Invest a minimum of £15 million in our homes over the next five years
Invest in energy efficiency measures that will help you reduce your energy bills
Make more efficient use of our office space and reduce the cost of operating our office space
Reduce our carbon footprint
Develop partnerships and grow the business
Reduce our operating costs and make sure the business is run as efficiently as possible
Review and modernise our business processes

16.
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How are we performing?

You can judge for yourself.
It is our aim to be the best we can
and never settle for second best. As
such, we consider how we are doing
on a regular basis against a range of
performance indicators and, most
importantly, by listening to what
you tell us (including focus groups,
customer satisfaction surveys,
complaints etc).
Pages 23 to 25 give you a flavour of how we
performed in 2013/14 in both numbers and words.
For more detailed information you can read our
annual performance report which we will publish
in September/October each year - it will give you
information on how we are performing against the
Scottish Social Housing Charter and our Quality
Promises to you and you can also compare how
we are performing against other social landlords.

Tenant’s
Bearsdenattenant’s
Bearsden
enjoying
enjoying
their
their
40th
40th
anniversary
anniversary
celebrations
celebration

Trust Housing Association Business Strategy Document Summary 2014–19

19.

How are we performing? (continued)
In Numbers:

94%

of customers satisfied
with the standard of
their home when
moving in

98%

of customers feel

2014 Tenants’ Conference

94.3%

of customers are
satisfied with the
overall service they
receive from Trust.

4.5 hours

90%

of customers feel that the
rent they pay is good value
for money

93%

of customers agree that

safe and secure in

Average time taken to

Trust staff treat them fairly

their own homes

complete emergency repairs

and with respect
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How are we performing? (continued)
In Words:

“The service provided
is excellent, staff have
improved communications
and service”
“Food is excellent,
staff are very friendly,
accommodation is warm
and comfortable, no
complaints.”

“I am very happy with Trust,
the tenants and
my location”
“My little house is lovely,
very warm and I can do all
my own work without help.
I don’t feel on my own”

“I am very happy with the
speed and completion
“General overall friendliness of repairs”
and helpfulness in the Trust
staff I come across”

22.

Trust Housing Association Business Strategy Document Summary 2014–19

Head Office
Trust Housing Association Ltd
12 New Mart Road Edinburgh
EH14 1RL
Telephone: 0131 444 1200
Fax: 0131 444 4949
email: info@trustha.org.uk
Glasgow Office
Trust Housing Association Ltd
First Floor, Pavilion 5 Watermark Business Park
345 Govan Road Glasgow
G51 2SE
email: info@trustha.org.uk

Version: 01/17
Trust Housing Association Limited is a Registered Scottish Charity No. SC009086
Registered by The Scottish Housing Regulator HEP 143
Registered under the Co-operative and Community Benefit Societies Act 2014, No. 1778R(S)

Committed to excellence
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