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Tenant’s enjoying their 40th anniversary
celebrations st Bearsden

1.

Introduction

We care about people…
We will report our performance to
you annually against the Scottish
Government’s Social Housing Charter
and our own Quality Promises. This is
our first ‘official’ performance report
after sending you a taster version at
the beginning of the year.
In this report we set out how we
performed during the financial year
2013/14 and the contents will help
you to consider ‘how we are doing’
and the quality of the homes and
services we provide by comparing
how we perform against other
social landlords.
We hope you enjoy the report and
please let us know – using the
feedback form and prepaid envelope –
if you want to comment on the content
of the report or its design. As always,
we are committed to listening to
what you have to say and continually
improving everything we do.

Thanks
The report template was designed by
a group of tenants during workshops
held last August and October.
Many thanks to;
Mary Belch (Carmunnock)
David Boyd (Joppa)
Martin Ezard (Wishaw)
John Hughes (Abbeyhill)
Jean Landells (Lauder)
Sister Jenny Lindsay (High Blantyre)
Noreen Manson (Livingston)
Esther Parker (Stockbridge)
Dennis Robertson (Tillicoultry)
Margaret Simpson (Pollokshaws)
Joan Stevens (Lauder)
Mike Watt (Stockbridge)
Also, many thanks to everyone
who gave us feedback on the
taster report.

93%

found the language
used in the report easy
to understand

88%

thought the report
design was either
‘good’ or ‘very good’

83%

thought the report
content was either
‘good’ or ‘very good’

Bob McDougall, CEO
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3.

About This Report

What is the Scottish Social
Housing Charter?
The Charter was introduced by the Scottish
Government and it sets out the standards and
outcomes that all social landlords should aim to
achieve when performing their everyday
housing activities.
The Charter contains a total of 16 outcomes
and standards against which the Scottish
Housing Regulator will assess all social
landlords annually in terms of the quality of
services delivered to customers. Trust will
be measured against 14 of the 16 outcomes
(outcome 12 and 16, which relate to
homelessness and the management of sites
for gypsies/travellers respectively, only apply
to local authorities).

Customer/Landlord Relationship
1. Equalities
2. Communication
3. Participation
Housing Quality and Maintenance
4. Quality of housing
5. Repairs, maintenance and improvement
Neighbourhood and Community
6. Estate management, anti-social behaviour,
neighbour nuisance and tenancy disputes
Access to Housing and Support
7,8 & 9. Housing Options
10. Access to social housing
11. Tenancy sustainment
Getting Value from Rents
and Service Charges
13. Value for money
14 & 15. Rents and service charges

4.

What are our Quality Promises?

Customer Panel

Report Benchmarks

Our Quality Promises were created in
consultation with you and what’s important
to you. They compliment and, in places,
enhance the Scottish Government’s Charter
outcomes and standards - our Quality Promises
are listed from page 12 onwards.

The Customer Panel is a formal part of our
governance structure and provides a direct
link between customers and the Board of
Management. The Panel, which met for the
first time earlier this year, is very much in its
infancy but will have a key role in assessing
our performance against the Scottish Social
Housing Charter and making recommendations
for service improvements to senior managers
and the Board.

We have used two benchmarks, where
available, throughout the report so that you
can easily compare our performance:

How will we assess our
performance against the Charter
and our Quality Promises?
We will do this through a process called
self-assessment. This will include:
•

•

•

Internal self-assessment (Our Star Rating)
– we will evaluate our performance against
the Charter outcomes and other legal
requirements and our service to customers.
This will include considering customer
feedback we have received.
External comparison with peers
– we will compare our performance
against other social housing landlords.
Comparison against previous years
– we will analyse our performance from
previous years to monitor if we are improving
over time.

This year we have undertaken a ‘light touch’
self-assessment – a small sample of staff have
assessed our performance against the Charter
Outcomes and our Quality Promises. We will be
developing self-assessment over the coming
year and next year it is proposed that the
process will be carried out jointly between Trust
staff and the Customer Panel.
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If you’re interested in joining the Panel
please contact our Service Development
and Improvement Officer, Amanda
Christie by phone 0131 444 4995 or email
achristie@trustha.org.uk

Our Star Rating
For this year’s self-assessment we have scored
our performance against each Charter outcome
using our ‘Star’ rating.
The rating works as follows:

 - Unacceptable
  - Must do better
   - Ok to good
    - Very good
     - Market leading
Report Trend Information
Where we have the information available we
have included both our performance for financial
years 2012/13 and 2013/14 so that you can
see if we are performing better or worse. To
help we have included icons (coloured arrows) the direction of the arrows indicates whether the
number or percentage is going up or down and
the colour indicates whether our performance
is better or worse than last year (green = better,
amber = the same, red = worse).

•

Bield/Hanover average - the average
performance score for Bield and Hanover
Housing Associations for 2013/14. Bield and
Hanover are similar organisations to Trust
both in terms of the homes and services
they provide and their geographical spread
across Scotland.

•

Scottish average - this is the average
performance score for all social landlords
in Scotland (housing associations and local
authorities) during 2013/14.

The benchmarks are only available for
Charter indicators.

How will we report our
performance?
We will send you the performance report
around this time each year and will also give you
performance updates in your newsletter,
Trust Talk. You can view the performance report
via our website – www.trustha.org.uk
The performance indicators included in the
report were selected by customers during the
workshops last year - we still have a handful that
we need to work on for inclusion in future years.
However, there are over 60 Charter performance
indictors and you can compare our performance
against all indicators by visiting the Scottish
Housing Regulator’s (SHR) website. The SHR
publishes their report on their website www.scottishhousingregulator.gov.uk - in August
each year.

5.

Trust Is…

Trust is 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 have
over 2,500 households across the length and
breadth of Scotland, from the Highlands and
Islands all the way down to the Borders.
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.

New additions to the Trust Family
During the course of 2013/14 we acquired
Gowan Park from Methodist Homes Housing
Association. Gowan Park is located in
Arbroath and is a development for older
people comprising of 14 homes. We became
the landlord in March 2014 and are delighted
to welcome the Gowan Park tenants to the
Trust family.
In addition, we have been working in partnership
with East Dunbartonshire Council to develop 40
mid market rent homes in Kirkintilloch. These
homes are for individuals and families of any
age and it is expected that they will be ready to
move in later this year.

People
10%

10

We own
homes that are in shared
ownership – partly owned by Trust and
partly owned by a customer.
6.
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5%

15%
Tenant breakdown by ethnicity
70%

White – 81%
Mixed or multiple ethnic – 0.04%

5.25%

of the total days available
to work were lost due to
staff sickness (compared to
4.34% the previous year).

Asian – 0.14%
1 bedroom

70%

Studio Flats

15%

2 Bedroom

10%

3 Bedroom

5%

4+ Bedroom

14%

Black – 0.04%
Unknown – 18%

0.1%

We employ just over 500 members of staff who
work a mixture of full time and part-time hours
(the equivalent of 310 full time employees) –
from cooks, carers and office staff working
throughout 23 local authority areas.
We manage our housing and services from two
main offices in Edinburgh and Glasgow, along
with our Isle of Arran Homes staff and
staff based locally at our developments.

19%

56%

11%

464 homes became available for
let to new tenants during 2013/14
(21 more than the previous year.)

As at March 2014 we had 2,824 tenants living
in our homes and many more receiving services
from us. In addition, we had 1,440 people on
the waiting list for a Trust property.

Sheltered

56%

Very Sheltered

19%

General Needs

14%

Amenity

11%

18%

of our staff left
the organisation
during 2013/14.

Staff breakdown by ethnicity
and disability.

White – 98%
Mixed or multiple ethnic – 0%
Asian – 1.3%
Black – 0%
Other ethnic – 0.2%
Unknown – 0.4%
Disability – 1.3%
Trust is led by a small senior management team
consisting of:
Bob McDougall (Chief Executive)
Gail Gourlay (Director of Customer Services)
Jack Marshall (Director of Business Services)
David McIndoe (Director of Asset
Management Services)

7.

About Trust (continued)

Governance
We are governed by a voluntary Board of
Management who direct the business and
hold the senior management team to account.
The Board is represented by 12 independent
and three tenant board members. All of the
Members bring a range of professional
expertise to the Board while the tenant
members also ensure that the tenants
voice is heard at the highest level of our
governance structure.
The board members at 30th September
2014 were:
Chairperson – Pam Russell
Vice Chairperson – Heather Pearson
John Burke
Walter Clarkson
Ian Crawford
Edward Davidson (tenant)
Lilias Dunlop
Paul Harper
Ian Howie
Doreen Inskip (tenant)
Jim Tod
Peter Kinloch
Sister Jenny Lindsay (tenant)
Kenny McDonald
Wendy Wilkinson
Trust also has a subsidiary company called
Trust Enterprises Limited (TEL). TEL provides
services that complement those delivered by
Trust. For example, the Home Angels, ‘Home
Help’ service.

8.
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Airdrie tenants at our 2014 Tenants Conference

9.

How Did We Perform During 2013/14?

In 2013/14

This section gives you:

94.3%

• Relevant comparisons for our performance
against previous years and also in
comparison to other social housing
landlords. (Comparisons only available for
Charter indicators.)

of customers are satisfied
with the overall level of service
provided by Trust.

• A ‘light touch’ assessment of our
performance in delivering each of the
Charter’s outcomes and standards, and
our Quality Promises for the period April
2013 to March 2014.
• A statement on recommendations for
improvements and how we intend to
address these.

10.
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Indicator
No

Indicator Name

Trust
2012/13

1

Percentage of tenants
satisfied with the overall
service provided by
their landlord

86.6%



Trust
2013/14

Bield/Hanover
Average
2013/14

Scottish
Average
2013/14

94.3%

 89.7%

 87.8%

11.

How Did We Perform During 2013/14? (continued)
Customer & Landlord Relationship – Equalities
Charter Outcome 1: Equalities

Quality Promise

Social landlords perform all aspects of their
housing services so that:

We will treat you fairly and with respect

•

We are pioneers for the equalities agenda in
the housing association sector in Scotland,
and our ambition is to firmly establish Trust
as an organisation which is fully inclusive in
everything we do and treats everyone fairly
and with respect. We were the first association
in Scotland to achieve the national award of
Investors in Diversity level 2. At a special event
at the Scottish Parliament in May 2013 the
Housing Minister, Margaret Burgess, said:

Every tenant and other customer has their
individual needs recognised, is treated fairly,
and receives fair access to housing and
housing services.

“I congratulate Trust on
its commitment to equal
opportunities. You have
over many years led the
way in developing projects
that have successfully
tackled diversity and
equality issues.”

93%

Percentage of customers
agree that Trust
staff treat them fairly

Charter Indicator
Name

Percentage of
customers who
agree that Trust staff
treat them fairly and
with respect

12.

Trust
2012/13

97%

We are also the co-founders of a national
initiative called Happy to Translate (HTT).
HTT is comprised of a logo and tools which
have been developed to promote equal access
to services by overcoming language barriers
(you can read more about HTT at http://www.
happytotranslate.com)
Finally, in partnership with Bield and Hanover,
we recently published a new book – Scottish
Memories - documenting the struggles and
achievements of older minority ethnic people
who came to Scotland as migrants half a
century ago.

2012/13

and with respect

Charter
Indicator
No

97%

Despite being market leaders in this field we
are no way complacent and recognise that we
need to improve further if we want to get the
full benefits for customers and staff. As such,
we are currently working towards the highest
Investors in Diversity award – level 3 Leaders
in Diversity (you can read more about Investors
in Diversity and stage 2 accreditation at http://
www.iiduk.org/investors.php).
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Trust
2013/14

Bield/Hanover
Average
2013/14

Scottish
Average
2013/14

93%

n/a

n/a

Trust Star Rating: (Outcome 1: Equalities)



Improvement Plan Actions:
1. Leaders in Diversity – we are working towards achieving Leaders
in Diversity (level 3) and retaining our level 2 award.

13.

How Did We Perform During 2013/14? (continued)
Customer & Landlord Relationship – Communication
Charter Outcome 2: Communication

Quality Promise

Social landlords manage their business so that:

Our communication with you will always be of
the highest quality

•

Tenants and other customers find it easy to
communicate with their landlord and get the We will keep you informed about matters that
information they need about their landlord,
may affect you
how and why it makes the decisions and the
services it provides.
Our complaints process works for you

91%
2012/13

94%

92%

92%
2012/13

of customers feel Trust

We provide information in a number of different
formats including hard copy and electronically
via our website and social media:

of customers are satisfied

is good at keeping

with the quality of the

them informed about

communication they receive

their services

from Trust

and decisions

Charter
Indicator
No

Charter Indicator Name

3

Percentage of customers who
feel their landlord is good at
keeping them informed about
their services and decisions
Percentage of customers who
are satisfied with the quality of
the communication they receive
from Trust

91%

92%

Percentage of customers who
feel able to make a complaint to
Trust should they need to do so

n/a

Percentage all 1st stage
complaints responded to in full
Percentage all 2nd stage
complaints responded to in full

n/a

99%

 99.8%

 98%

n/a

76%

 98%

 96%

4
4

14.

Trust
2012/13

We believe that we communicate well
with our tenants and other customers
and the satisfaction results support
this assessment. You can contact us
during office hours using the traditional
methods of face-to-face, phone and
email and we are in the early stages of
developing our social media channels.
We also hold our very popular tenants’
conference annually which is attended
by around 100 tenants.

Trust
2013/14

Bield/Hanover Average
2013/14

Scottish
Average
2013/14



94%

 87.6%

 88.9%

–

92%

n/a

n/a

•
•
•
•

Trust Talk – our tenants’ newsletter
Trust’s website – www.trustha.org.uk
Trust’s Twitter account – @Trust_housing
Trust’s Facebook page

We would very much rate our communication
at 4 to 5 star but recognise that we do not
currently offer customers the option of using
online services so that you can communicate
with us at a time that suits you – we have lowered our score on this basis. We understand
that more and more people have access to the
internet and do much of their communication
online. As such we want to develop our online
services so that you can, for example, report a
repair, pay your rent, join our waiting list or make
a complaint online 24/7.
We provide communication in a ‘one size fits all’
way at the moment. For example, we send hard
copy letters to everyone when some customers
may prefer an email. Therefore, we intend to
collect your preference for communication
so that, where possible, we can send you
information in a format you prefer.
We are also looking to improve the way
we record and deal with complaints and
will be introducing a new IT system in the
coming months.

Trust Star Rating: (Outcome 2: Communication)
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94%

n/a

n/a



Improvement Plan Actions:
1. Further develop social media, particularly Facebook.
2. Develop our online services.
3. Introduce our new IT complaints handling system to help us better
manage complaints.
4. Collect customer’s communication preference details.
15.

How Did We Perform During 2013/14? (continued)
Customer & Landlord Relationship – Participation
Charter Outcome 3: Participation

Quality Promise

Social landlords manage their business so that:

We will provide opportunities for you to be
involved and influence decision making at a
level that is comfortable for you

•

Tenants and other customers find it easy
to participate in and influence their landlord’s
decisions at a level they feel
comfortable with

81%

81%

of customers are satisfied with
the opportunities given to them

of customers feel

83%
2012/13

6

Percentage of tenants satisfied
with the opportunities given
to them to participate in their
landlords decision making process
Percentage of customers that feel
Trust listens to their views and acts
upon them

16.

Local level – We hold ‘Having your say’
and ‘You said, We did’ sessions and
undertake a range of surveys.

•

Regional level – we hold focus groups
twice a year which are attended by over
70 tenants and the feedback forms an
action plan for improvement.

•

National level – Trust is governed by a
voluntary Board who direct the business
and hold the senior management to account
(Three of our current Board members are
tenants). We also hold our annual Tenant
Conference and undertake a large scale
satisfaction survey.

decision making process

and acts upon them

Charter Indicator Name

•

to participate in their landlords

Trust listens to their views

Charter
Indicator
No

Trust has a long and established
history of providing opportunities
for tenants and other customers
to participate in our decision
making processes and influence
how we do business. We are very
proud to support 35 Registered
Tenant Organisations across
Scotland. Our participation
opportunities also include:

Trust
2012/13

83%

n/a
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Trust
2013/14



Bield/Hanover Average
2013/14

Scottish
Average
2013/14

81%

 72%

 78%

81%

n/a

n/a

Trust Star Rating: (Outcome 3: Participation)

We think we are good at offering opportunities
to participate – your feedback would suggest
a majority agree with this – but we are always
looking to improve and we recently introduced
our Customer Panel. The Panel, which met
for the first time earlier this year, is part of
our governance structure and will make
recommendations for service improvements to
senior managers and the Board. The first project
the Customer Panel proposes to undertake
is an assessment of how we let houses. Their
assessment and recommendations will be
included in next year’s performance report.
Despite the range of participation opportunities
we offer we recognise that we need to improve
the opportunities available for our general
needs tenants.
If you are interested in joining the Panel please
contact Amanda Christie by phone 0131 444
4995 or email achristie@trustha.org.uk



Improvement Plan Actions:
1. Customer Panel – the Panel will make its first recommendations for
improvement to the Board later this year/early 2015 and will also play a
key role in the assessment against the Charter outcomes next year.
2. Improve the participation opportunities for general needs tenants.
17.

How Did We Perform During 2013/14? (continued)
Housing Quality and Maintenance – Quality of Housing
Charter Outcome 4: Quality of Housing

Quality Promise

Social landlords manage their business so that:

We will provide high quality housing

•

Tenants’ homes, as a minimum, meet the
Scottish Housing Quality Standard by April
2015 and continue to meet it thereafter, and
when they are allocated, are always clean,
tidy and in a good state of repair.

94%

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

7

Percentage of stock meeting
the Scottish Housing Quality
Standard (SHQS)
Percentage of properties at or
above the appropriate NHER
(National Home Energy Rating)
or SAP (Standard Assessment
Procedure) ratings specified in
element 35 of the SHQS, as at
31 March each year
Percentage of customers
satisfied with the standard of
their home when moving in

18.

Trust
2012/13

75%



n/a

SHQS upgrade investment works completed
in the previous 12 months included:

86%

of properties at
or above the
appropriate
NHER OR SAP
ratings

Charter Indicator Name

9

During the year, 86% of our stock complied
with the SHQS, which is slightly better than the
sector average of 85.4% across all registered
social landlords.

94%

Charter
Indicator
No

8

Trust invests around £2 million each year on
maintaining its properties and in moving towards
compliance with the Scottish Housing Quality
Standard (SHQS) by the 31st March 2015.

•

4 window replacement projects across
103 properties

Scottish Housing

•

Replacement kitchens to 304 properties

Quality Standard (SHQS)

•

Replacement bathrooms to 109 properties

•

8 heating replacement schemes across
120 properties

of stock meeting the

(75% in 2012/13)

Trust
2013/14

Bield/Hanover
Average
2013/14

Scottish
Average
2013/14

86%

 90%

 85%

94%

n/a

n/a

Progress towards the SHQS target date is
continuing with our current years investment
programme, particularly in tackling properties
that achieve suitable energy ratings, where
at 93.8% compliant we are slightly below
the national average of 93.9%, which will
complete any outstanding works to the
relevant properties.

Trust Star Rating: (Outcome 4: Quality of Housing)



Improvement Plan Actions:
1. Continue investment programme to achieve SHQS to all applicable
properties by 31st March 2015.

96%
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94%

 93%

 83%

2. P
 ursue funding to improve thermal efficiency of properties deemed hard
to heat, including the feasibility of external wall insulation / solar panels
where relevant and cost effective.
19.

How Did We Perform During 2013/14? (continued)
Housing Quality and Maintenance – Repairs & Maintenance
Charter Outcome 5: Repairs & Maintenance

Quality Promise

Social landlords manage their business so that:

We will provide a quality repairs service

•

We will complete any repairs you require
on time

Tenants’ homes are well maintained with
repairs and improvements carried out when
required, and tenants are given reasonable
choices about when the work is done.

92%

of customers are satisfied
with the repairs service
they received

12

13

14
15

16

20.

Our customer satisfaction feedback from our
annual tenants’ survey, has indicated a tenant
satisfaction level of 92% compared to the sector
average of 88% satisfaction across all registered
social landlords.

We will get repairs right first time

99%

4.5 HRS

Average time taken to complete
emergency repairs
Average time taken to complete nonemergency repairs
Percentage of reactive repairs carried
out in the last year completed right first
time
Percentage of repair appointments
kept
Percentage of properties that require
a gas safety record which had a gas
safety check and recorded completed
by the anniversary date
Percentage of customers who have
had repairs or maintenance carried out
in the last 12 months satisfied with the
repairs and maintenance service
Trust Housing Association Performance Report 2013/14

We currently use a partial appointments system
with our contractor covering the West Area,
with 99.9% of appointments being met albeit
this is within a restricted area – however we are
seeking to extend this basis into other areas
where feasible.

Average time
taken to complete
emergency
repairs

of repair
appointments
kept

Charter
Charter Indicator Name
Indicator
No

11

Trust uses external contractors
to repair its properties, spending
around £1.5 million each year
across the stock, covering around
12,000 reactive repairs.

Trust
2012/13

Trust
2013/14

Bield/
Hanover
Averag
2013/14

Scottish
Average
2013/14

n/a

4.5 hours

 4.24

 6.9

6.7 days

hours
 7.7
days

hours
 8.2
days





90.1%

87.2%

n/a





92.9%
 98%

6 days



n/a

93.6%

n/a
100%

89%

99.9%



98%



92%

99.9%

 89%

 88%

The average timescale to complete an
emergency repair was 4.5 hours, which was
better than the sector average of 6.9 hours,
with 99% being completed within the
target timescale.
The average time taken to complete a nonemergency repair was 6.7 days, which was
better than the sector average of 8.2 days, with
96% being completed within target timescale.
Across all categories, 93% of repairs were
completed within target timescale, with 93.6%
of repairs in total being completed right first
time, which is above the sector average
of 87.2%.
In relation to gas boiler appliances which held
a current gas safety check, 98% of properties
held a current certificate, which fell slightly
below the sector average of 98.1%.

Trust Star Rating: (Outcome 5: Repairs & Maintenance)



Improvement Plan Actions:
1. Continued review of repairs systems / appointments and development of
reporting to include notification of repairs approaching target dates.
2. Develop accessibility of reporting repairs by re-introduction of on-line
repairs option via internet for customers / tenants.
3. Review and improve gas servicing monitoring to allow increased
timescales where access problems exist to gain entry to allow servicing to
be completed.
21.

How Did We Perform During 2013/14? (continued)
Neighbourhood & Community – Estate Management
Charter Outcome 6: Estate Management

Quality Promise

Social landlords working in partnership with
other agencies, help to ensure that:

You are satisfied with the way we deal with
anti-social behaviour

•

We will provide you with a home that is safe
and secure

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

98% 86.9% 92%
of customers

feel safe and secure
in their own home

of customers satisfied with
the management of the
neighbourhood

Charter Indicator Name

17

Percentage of customers
satisfied with the management of
the neighbourhood they live in
Number of anti-social cases
reported last year

92%

Percentage of anti-social
behaviour cases reported in the
last year which were resolved
within locally agreed targets
Percentage of customers who
feel safe and secure in their own
home
Percentage of customers
satisfied with the neighbourhood
they live in

19

n/a

n/a

22.

Trust liaises well with local agencies such as
Community Police to ensure the community in
which tenants live are as safe as they can be.
It has been identified that a revised recording
system of the anti social behaviour issues needs
to be implemented.

they live in

Trust
2012/13

Trust
2013/14

Bield/Hanover Average
2013/14

Scottish
Average
2013/14

86.9%

 87.3%

 84.2%

n/a

54

 20

 280

n/a

77.8%

 79.2%

 75.9%



98%

–

98%

n/a

n/a

100%



92%

n/a

n/a
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Currently Trust is 2% above the sector average
regarding its performance for this outcome and
the majority of tenants tell us that they feel safe
and secure in their homes.

with the neighbourhood

they live in

Charter
Indicator
No

19

of customers satisfied

It is very important to us that every
tenant and customer feels safe
with us and live in well maintained
neighbourhoods.

Trust Star Rating: (Outcome 6: Estate management)



Improvement Plan Actions:
1. Implementation of a revised reporting system for recording anti social
behaviour issues.
2. Introduction of any relevant legislative changes into Trust’s anti social
behaviour policy from the new Housing Act (Scotland) 2014.

23.

How Did We Perform During 2013/14? (continued)
Access to Housing & Support – Housing Options
It is very important to us that we
provide the correct information to
prospective tenants that allow them
to make informed choices and
decisions about the housing options
available to them. Our allocations
process has been re-designed
from the perspective of the tenants
and is very much about ‘the right
house, at the right time in the right
condition’. We only want to allocate
houses if the property and services
are a good fit for the applicant. If
not, we want to sign post them to
other housing providers who will be
able to better meet their needs.

Trust Star Rating: (Outcome 7: Housing Options)
Charter Outcome 7, 8 & 9: Housing Options

Quality Promise

Social landlords work together to ensure that:

We will help you make informed housing
choices

•

•

People looking for housing get the
information that helps them make informed
choices and decision about the range of
housing options available to them

We will help if you need support to maintain
your tenancy

Tenants and people on housing lists can
review their housing options

Social landlords ensure that:
•

24.

People at risk of losing their homes get
advice on preventing homelessness
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Trust Star Rating: (Outcome 8: Housing Options)
Trust Star Rating: (Outcome 9: Housing Options)

The feedback from tenants regarding their
housing options and information is generally
very positive but we are aware that this is an
area that we could do better on. Currently Trust
is about half way through the implementation of
the redesign of its allocations process and team
and as part of this work we are improving our
housing options information. In the medium to
longer-term we are also planning to develop our
online service so that tenants and applicants
can review their housing options at a time that
is convenient. We have also recently developed
our ‘housing ladder’ which simplifies our service
descriptions.
Trust has well qualified staff that support tenants
in maintinaing their tenancy, as well as the
Service Manger and local on site staff providing
guidance, support and sign posting tenants to
relevant agencies. We have our own Benefits
Officer, who is able to provide help to tenants
to ensure that they are receiving the amount
of financial benefit they are entitled to, helping
maintain the affordability of the tenancy.





Improvement Plan Actions:
1. Full implementation of our review and re-design of the housing
allocation process.
2. Implementation of the upgrade of our SHOP system for processing
applications.
3. A
 bility for people to apply and review their application and housing
options online.
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How Did We Perform During 2013/14? (continued)
Access to Housing & Support – Access to Social Housing
Charter Outcome 10: Access to social housing

Quality Promise

Social landlords ensure that:

Our housing application process is
straightforward

•

People looking for housing find it easy to
apply for the widest choice of social housing The information we send when we offer
available and get the information they need you a house is easy to understand
on how the landlord allocates homes and
their prospects of being housed

We allocate houses on a needs
basis, via a points system as
part of the assessment process.
We provide an allocation system
called SHOP, a national housing
register which makes it easier for
those looking for a new home to
apply for a wider choice of social
housing. When you apply for a
home through SHOP you will
automatically have access to all
available homes provided by our
SHOP partners, Bield Housing
& Care and Hanover (Scotland)
Housing Association.

New tenants are generally very positive
regarding the application process they
experience and the information provided, even
though it can be a large amount of information.
However at present we don’t capture the views
of applicants on how they found the application
process and this is an area we are looking to
improve on.
As part of our review of the allocations system
we are looking to simplify the application
process and also improve the information we
provide on the prospects of being housed.
In addition, the Customer Panel is also
reviewing the way we allocate houses and will
make recommendations to the Board later this
year/early 2015.

Trust Star Rating: (Outcome 10: Access to social housing)



Improvement Plan Actions:
1. F ull implementation of our review and re-design of the housing allocation
process, including simplifying the application process and providing
better information on prospects of being housed.
2. Consider recommendations from Customer Panel as part of their review.
3. Explore how to capture feed back about our application process and
housing information from applicants.
4. Improve the information on our website about how you apply for a house
and add our Allocations Policy to the website.

26.
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27.

How Did We Perform During 2013/14? (continued)
Access to Housing & Support – Tenancy Sustainment
Charter Outcome 11: Tenancy sustainment

We are pleased to report that the
percentage of tenants who remained
in their tenancy for over one year
increased by 2% between 2012/13
and 2013/14. There are many ways in
which Trust supports you to remain in
your tenancy including:

Quality Promise

Social landlords working in partnership with
other agencies, help to ensure that:
•

Tenants get the information they need on
how to obtain support to remain in their
home; and ensure suitable support is
available including services provided directly
by the landlord and by other organisations

80.8%

•

Dedicated Benefits Officer – offering advice
and support to ensure tenants are receiving
all the financial benefits they are entitled to.

•

Access to aids and adaptations for the
property to ensure the accommodation
meets individual’s physical needs.

•

Service Manager and local on site staff
assisting tenants to access other local
services, such as home care which can
support them to remain in their home.

We recognise that our performance sits slightly
below benchmark and we will consider how we
can continue to improve the information and
support we provide.

of tenancies sustained
for more than a year.

Trust Star Rating: (Outcome 11: Tenancy Sustainment)



Improvement Plan Actions:
Charter
Indicator
No

Charter Indicator Name

20

Percentage of tenancies
sustained for more than
a year.

28.

Trust
2012/13

78%
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Trust
2013/14

Bield/Hanover Average
2013/14

Scottish
Average
2013/14

80.8%

 86.5%

 87.7%

1. T o continue to monitor the reasons given for tenancies ending,
and reporting if any trends are identified.
2. Consider how we can improve the information and support we provide to
help you sustain your tenancy.

29.

How Did We Perform During 2013/14? (continued)
Getting Value from Rents & Service Charges – Value for Money
Charter Outcome 13: Value for Money

Quality Promise

Social landlords manage all aspects of their
business so that:

We will strive to provide you with value for
money in all that we do

•

Tenants, owners and other customers
receive services that provide continually
improving value for money for the rent and
service charges they pay.

5x

Trust CEO earned 5 times

130x
CEO’s of FTSE 100
companies earned
130 times that of
average staff
salaries

that of the average
staff salaries

98.3%
2.7%

rent due lost through

properties being empty
during the last year

Charter
Indicator
No

Charter Indicator Name

29

Percentage of tenants who feel
that the rent for their property
represents good value for money

86%

Rent collected as a percentage of
total rent due in the reporting year

97.9%

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

3.2%

Percentage of rent due lost through
properties being empty during the
last year
Average length of time taken To relet properties in the last year (days)

3.3%



2.7%

 2.8%

 1.2%

62.0
days



67.1
days

 61.5

 35.7

days

days

30
31

34

35

30.

Trust
2012/13

rent collected as a
percentage of total
rent due in the
reporting year

Trust
2013/14

Bield/Hanover Average
2013/14



89.4%





98.3%



3.1%

Our 2013/14 customer
satisfaction results show a
very high level of satisfaction
in terms of the perceived value
for money for the rent and
service charges you pay, and
the percentage that feel that
they receive value for money
has increased by 3% on the
previous year which is well
above the Scottish average
and consistent with our peers.

However, there are two areas, in particular,
where we recognised that we could provide
better value for money for tenants and other
customers (1) improving the way and time it
takes to allocate houses, although (2) improving
the way we manage rent arrears.
Trust is committed to continual improvement
and increasing efficiency. During 2013/14 the
Board agreed a range of measures aimed at
reducing operating costs and these have been
successfully implemented. A range of other
efficiency projects are also underway.

Scottish
Average
2013/14



86.2%

76.6%





97.5%

99.0%

 2.2%

 5.1%

Trust Star Rating: (Outcome 13: Value for Money)



Improvement Plan Actions:
1. Complete review of the allocations process in order to reduce
letting times.
2. Undertake review of how we manage rent arrears early in 2015.
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3. C
 ontinuous improvement requires ongoing and routine review of what
we do and how we do it. This approach is embedded in our operating
culture and a range of efficiency reviews are underway or planned.

31.

How Did We Perform During 2013/14? (continued)
Getting Value from Rents & Service Charges –
Rents & Service Charges

We consult extensively with tenants, adopting a
two stage approach, consulting with tenants at
the autumn series of tenant focus groups and
then consulting with every tenant individually
in November. We have a very good response
rate to our consultation exercise particularly
compared to our peers.
Charter Outcome 14 & 15: Rents & Service Charges

Quality Promise

Social landlords set rents and service charges
in consultation with their tenants and other
customers so that:

We are open and transparent about how we
spend every £1

•

•

A balance is struck between the level of
service provided, the cost of the services,
and how far the current and prospective
tenants can afford them

We listen to the views of our tenants and have
clear policies determining the setting of our
charges. In addition, keeping rents ‘affordable’
is a key part of our purpose and we manage
our business plan on the assumption of
affordable rents.
We provide information on the money we
receive and what we spend it on in our
Annual Review and this report.

Tenants get clear information on how rent
and other money is spent, including any
details of individual items of expenditure
above thresholds agreed between landlords
and tenants.

Trust Star Rating: (Outcome 14: Rents & Service Charges)
Trust Star Rating: (Outcome 15: Rents & Service Charges)




Improvement Plan Actions:
Charter
Indicator
No

Charter Indicator Name

C21.1

Percentage average weekly
rent increase to be applied
next year

32.

Trust
2012/13

4.4%
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Trust
2013/14

Bield/Hanover Average
2013/14

Scottish
Average
2013/14

4.0%

 3.4%

N/A

1. Consider further how best and when to engage on the issue of thresholds
for expenditure items.
2. F urther consultation on charge rationalisation proposals will take place in
autumn 2014 alongside the routine consultation on charge increases.

33.

Money In, Money Out

Glossary

Income 2013 / 2014
Rent

8,406,761

42.03%

Landlord Services

7,752,520

38.76%

Housing Support

2,612,034

13.06%

Other

365,874

1.83%

Care

866,443

4.33%

Total

£20,003,632

3.99%

34.

1.83%

Expenditure 2013 / 2014
Employee &
Administration

3.76%
1.16%

-4,400,414

23.75%

-695,862

3.76%

Housing Support

-2,356,745

12.72%

Landlord Services

-4,883,931

26.36%

Property

-5,237,546

28.27%

Loan Charges

-739,420

3.99%

Other

-214,506

1.16%

Total

£18,528,424

Care

26.36%

23.75%

Surplus for year

38.76%

13.06%
4.33%

28.27%
12.72%

42.03%

£1,475,208

Trust Housing Association Performance Report 2013/14

Outcomes – describe the positive impact
for customers that social landlords should
aim to achieve when performing their housing
activities and other services.

Social Housing – housing provided by councils
and housing associations under a Scottish
Secure Tenancy or Short Scottish Secure
Tenancy.

Scottish Social Housing Charter – the
document, which sets out the standards and
outcomes, which social landlords must achieve,
as required by Section 31 of the Housing
(Scotland) Act 2010.

Social housing landlord – landlord who
provides social housing. Either a local authority
or a not-for-profit landlord, registered with the
Scottish Housing Regulator, such as Trust
Housing Association.

Housing (Scotland) Act 2010 – Section
31 of the Act say that ‘Ministers must set
out the standards and outcomes which
social landlords should aim to achieve
when performing housing activities.’

Mid Market Rent – 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.

Scottish Housing Regulator – the Regulator
is the new, independent body that the Scottish
Parliament has created to look after the interests
of tenants of social landlords and customers of
the services provided by social landlords.

SHOP – a national housing register which
makes it easier for those looking for a
new home to apply for a wider choice
of social housing.

35.

Would You Like to Know More About The Charter?

The websites below will give you more information
about the Scottish Social Housing Charter:
Trust – www.trustha.org.uk/customer-area/scottish-social-housing-charter/
Scottish Government – www.housingcharter.scotland.gov.uk
Scottish Housing Regulator – www.scottishhousingregulator.gov.uk

Report content
Contact our Head of Strategic
Services, Neil Ferguson,by email
nferguson@trustha.org.uk
or by phone 0131 444 4994
Or
Our Performance Officer,
Laura Rafferty, by email
lrafferty@trustha.org.uk
or phone 0131 444 4922

Report design
Contact our Marketing &
Communications Officer, Stacey
Williamson, by email swilliamson@
trustha.org.uk or phone
0131 444 4937
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