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Readers may note that some information within these documents have been omitted 
/ redacted.  

Some information has been omitted / redacted as disclosure may prejudice the 
commercial interests of Irvine Housing Association.  

We recognise that the commercial sensitivity of information may decline over time and 
the harm arising from disclosure may be outweighed by the public interest in openness 
and transparency.  We commit to review the redaction of any such information from 
time to time. 

Some information has been redacted as it contains personal data which identifies an 
individual. Disclosure of this information would place Irvine Housing Association in 
breach of the Data Protection Act 2018. 
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EXECUTIVE SUMMARY 

This Report provides Board members with an overview of the Association’s response to 
the COVID-19 Pandemic and the consequent ‘lockdown’ measures. 

This Report outlines the current service offered by the Association, our approach to 
supporting staff, the consequence risks, reporting to the Scottish Housing Regulator and 
our plans for recovery.  

RECOMMENDATION 

• It is recommended that Board note and comment on the contents of this Report.

1 Background 

1.1 The UK Government announced initial lockdown measures on 16 March 2020 with a 
request for people and businesses to maximise working from home. Further, more 
significant ‘lockdown’ measures were announced on 23 March 2020.  

1.2 The measures contained in The Coronavirus (Scotland) Act 2020 became effective 
from 7 April 2020. 

1.3 Subsequent COVID-19 Pandemic specific guidance has been issued from the 
Scottish Government, The Scottish Housing Regulator and the Health and Safety 
Executive relating to the functions and services of the Association.  

1.4 The Association commenced home working for all staff from 18 March 2020. It should 
be noted that the duties for some staff, particularly associated with void management, 
lettings and estate inspections, still require that they work with occasional visits to the 
office, visits to empty homes and on the estates. Where this is necessary, a risk-
assessed scheme of working has been devised and appropriate PPE issued. 

2 Current Service Provision 
2.1 The various lockdown measures that have been introduced to restrict the spread of 

COVID-19 have severely impacted the Association’s ability to provide its usual 
services. Nevertheless, the Association has sought to maximise the services that 
could be provided within these constraints. The current levels of service are 
summarised as follows: 



2.1.1 Repairs – An emergency repairs only service is being provided. 
2.1.2 Safety checks – Landlord compliance safety checks are being carried out where 

possible. It should be noted that this includes gas safety inspections where access is 
granted by the tenant. Enforcement action is not being taken. 

2.1.3 Void Properties –are being inspected and works carried out to bring them to a 
lettable condition, where this can be achieved with a safe method of working. 

2.1.4 Lettings –are be carried out to homeless households. Where there are appropriate 
properties, they are also being made available to North Ayrshire Women’s Aid. 

2.1.5 Estate Inspections – are being carried out by the Estate Caretakers, where possible, 
from within their cars. 

2.1.6 Landscape Maintenance – a full service was resumed at the beginning of May. 
2.1.7 Arrears recovery and welfare advice – the Association has adopted the no 

evictions for three months policy required by legislation and has consequently not 
been serving notices. Income collection activity has been concentrated on assisting 
new universal credit claimants which has been done as a telephone service. 

2.1.8 Responding to Anti-Social Behaviour – the lockdown has seen a spike in reported 
low-level ASB. We have sought to continue to respond to this through telephone 
contact with tenants. 

2.1.9 Welfare Calls to Tenants – A prioritised system of welfare calls to tenants has been 
introduced. These were initially made to tenants of 65 years of age and over. This 
has now been extended to those over 45 and more vulnerable customers. At the time 
of writing, contact had been made with approximately 1,300 tenants. 

 
3 Colleague Welfare 

 
3.1 In addition to ensuring services to customers are, as far as possible, being 

maintained, our equal priority has been the welfare of our colleagues. During the 
period of lockdown some colleagues have had to self-isolate at different times, and 
there has been some sick leave, although not above the norm. At the time of writing, 
there have been no diagnosed cases of COVID-19 amongst the staff team. 

 
3.2 The Management Team have sought to ensure regular and frequent contact with all 

colleagues during the lockdown. This has primarily be based on using the Blue Jeans 
video conference system for functional team meetings and a fortnightly ‘all IHA Staff 
Meeting’. 
 

3.3 During April a colleague welfare survey was initiated by Riverside, including Irvine 
HA staff. An overview of the results are attached as Appendix 1. 
 

3.4 Both the survey results and management interaction with colleagues demonstrates 
that colleague morale is generally good and that they feel that the response from 
Irvine HA / Riverside as an employer has been supportive. However, both also 
highlight that there are concerns from a significant proportion of staff about their 
mental wellbeing. There have been a number of Riverside wide, and local initiatives 
to help address colleagues concerns on these matters.   
 
 



3.5 Where colleagues have been asked to carry out functions outside of their homes, i.e. 
void inspections, lettings etc., these tasks have been risk-assessed and safe working 
practices developed, including the issuing of any required PPE. PPE is being 
obtained through Riverside’s procurement function which has, to date, been able to 
source any necessary equipment. 
 
 

4 Scottish Housing Regulator 
 

4.1 In the first weeks of the lockdown the SHR requested updates from registered social 
landlords on their response to the COVID-19 Pandemic and consequent lockdown 
measures, particularly focussing on any reductions in services and risk management. 
The Association made our first return to the SHR on 20 March 2020, using the 
Notifiable Events process, and has subsequently provided three further updates. 
 

4.2 In April, the SHR announced that it would require a special monthly return from all 
social landlords. The Association has submitted its first return - a copy is attached as 
Appendix 2. 
 
 

5 Risks 
5.1 A special meeting of the Audit and Risk Committee was held on 17 April 2020 to 

consider the specific risks to the Association generated by the COVID-19 Pandemic 
and consequent lockdown measures. A COVID-19 Risk Map was generated for this 
meeting which will be made available to Board members on the REX site. The 
minutes of this meeting are attached as Appendix 3. 
 

6 Recovery Plans 
6.1 The Management Team has developed a Business Recovery Plan for the 

recommencement of services as lockdown measures are lifted. This identifies the 
actions, resources, and dependencies required and allocates responsibilities on a 
service by service basis. This will be further populated with more detailed timelines 
and actions as greater clarity of the government’s approach to easing lockdown 
measures is announced. 

6.2 It should be noted that an initial assessment of the Bank Street office’s capacity while 
following social distancing indicates that it could be as little as 12 people. It has also 
been agreed that priority for access to the office will be given to the customer services 
and income collection teams. This means that it is unlikely that there will be any 
significant return to the office by Irvine HA colleagues until the requirement for 2m 
social distancing is lifted. 

6.3 There have been significant lessons learned and new ways of working adopted in 
response to the lockdown. The Association’s Recovery Plan will also consider how 
these can be used to improve service delivery and efficiency in a post pandemic 
situation. 
 

7 Recommendation 
7.1 It is recommended that the Board members note and comment on this Report. 
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EXECUTIVE SUMMARY 
 
The purpose of this Report is to update the Board on the activities being undertaken to 
progress the objectives set out in the Corporate Plan 2017 – 20. Delays are reported to 
some of the objectives within the implementation plan however, where this is the case, 
plans are in place on how to take the initiative forward.     
The Corporate Risk Register and the new Covid-19 Risk Register are both attached, 
having been considered by the Audit and Risk Committee at their meetings in March and 
April, respectively.  
 
RECOMMENDATION 
 
 It is recommended that Board Members note and comment on the contents of this 

Report. 
 

 



 

 
1 Background 
 
1.1 Board approved the Association’s Corporate Plan 2017-20 at its meeting in May 

2017. 
 

1.2 The Corporate Plan stated that the Board would receive reports every six months 
showing the Association’s progress against the Plan.  The Implementation Plan is 
used by the Association’s management team to ensure implementation of specific 
initiatives to support the Corporate Plan objectives. This is provided at Appendix 1 to 
evidence the actions taken. 
 

1.3 The Association’s Risk Procedure states that the Board will review the Corporate 
Risk Register every six months. The Risk Register presented was considered by the 
Audit and Risk Committee at its meeting on 9 March 2020 and is attached at 
Appendix 2. 
 

1.4 At the March meeting of the Audit and Risk Committee, Covid-19 was recognised as 
being the Association’s biggest risk, so much so that a new risk register was created 
to reflect this which was considered at the Committee’s special meeting on 17 April 
2020.  It is attached at Appendix 3.  
 

2 Implementation Plan 
 

2.1 The Implementation Plan attached at Appendix 1 sets out the initiatives and team 
actions that need to take place in Year 3 of the Corporate Plan in order to achieve its 
delivery. 
 

2.2 The Implementation Plan provides a RAG rated quarterly target for the actions and 
initiatives included. 

 
2.3 Lead officer and target quarters for actions are identified and an update comment 

provided where required. 
 
2.4 Progress is generally good against the Plan with 76% of all objectives now complete. 

Eight objectives are being carried forward within the next Corporate Plan. New target 
dates will be agreed once the next Corporate Plan has been approved and a new 
implementation plan has been created. 

 
3 Corporate Risk Register 

 
3.1 The risks identified in the attached Corporate Risk Register are those previously 

agreed by Board as reviewed by the Audit and Risk Committee meeting held on 9 
March 2020. 
 

3.2 There have been no changes to the key risks since November, but following 
discussions at the Board Strategy Day and the implementation of the new Health, 
Safety and Environment Policy, some titles and scorings have been amended which 
means that the order of the risks has changed.  
 



 

3.3 Risk 1 – Sustaining Tenancies (previously called Welfare Reform) remains the 
highest risk on the register, acknowledging the fact that the Association is housing 
more vulnerable people and the associated impact of this. 
 

3.4 Risk 2 – Health & Safety Compliance.  The scoring of this risk was changed to reflect 
the stage the Association was at in terms of the outstanding actions which had been 
identified through the roll out of the new Health, Safety and Environment Policy.  

 
 
4 Covid-19 Risk Register 
 
4.1 Attached at Appendix 3 is the report to the Audit and Risk Committee on the Covid-

19 Pandemic Risk Register in April 2020. 
 

4.2 The risks are sub-divided into those relating to people (colleagues, customers and 
contractors), the business (cash and funding), financial risks (the 2020-21 budget) 
and legal and regulatory risks (health and safety and general risks). 
 
 

5 Recommendations 
 

5.1 It is recommended that Board Members note and comment on the contents of this 
Report. 
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EXECUTIVE SUMMARY 
 
All registered social landlords are required to complete the Annual Return on the Charter 
(ARC) and return it to the Scottish Housing Regulator (SHR) by the 31st May. There has 
been an extension to 31st July this year, but we have continued to work to the usual 
timescales.  Before the ARC is submitted, the regulator requires the full governing body 
to review and approve the information contained within the ARC. 
 
Officers use the regulator’s technical guidance to complete the questions.  We rely on a 
combination of automated reports and manual records in order to complete the return. 
Internal checks are carried out on the figures provided to minimise the risk of any errors. 
If the return is erroneous or the figures appear atypical, we could be subject to a data 
integrity check or a data accuracy visit from the regulator.  
 
To make reviewing the ARC easier for Board members, results from the last three years 
have been included as an additional appendix, Appendix 4. 
 
RECOMMENDATION 
 
The Board is asked: 

• To review the content of the ARC 
• To review the content of the Global Validation Report 
• To approve the ARC for submission to the SHR 
• To authorise the Managing Director to approve and submit the return on behalf of 

Irvine Housing Association  
 

 
 
 
1 Background 
 
1.1 The Housing (Scotland) Act 2010 required Scottish Ministers to set standards and 

outcomes which social landlords should aim to achieve, and publish these in the 
Scottish Social Housing Charter.  

1.2 The Scottish Social Housing Charter was first published in 2012 and updated in 2017 
when only minor amendments were made to the Charter.  However, for this year’s 
return a full consultation was undertaken during 2018/19 and a number of changes 
were made to the information we are required to return.   



1.3 One of the key changes is that the Energy Efficiency Standard for Social Housing 
(EESSH) indicators are now included within the ARC submission.  

1.4 All changes to the ARC are detailed in Appendix 1. 
 

2 Implications 
2.1 The ARC provides the regulator with a data set from all social landlords which can 

be used to benchmark between organisations and highlight areas of strong 
performance, as well as areas that are in need of improvement. 

2.2 A number of staff assist with the completion of the ARC, taking responsibility for their 
own area of expertise.  All submissions are input centrally in Irvine. The portal 
automatically cross-checks many of the figures and highlights any validation errors 
which can then be corrected. After validation, we undertake a sense-check to confirm 
any fluctuations in the figures and to ensure that the technical guidance has been 
followed.  

2.3 The Global Validation Report showed no issues with the return, and can be found at 
Appendix 2. 

2.4 All electronic back-up reports are stored in one, central file for ease of access.  
 
3 Indicators – Performance 

 
3.1 The calculation of one of the new indicators, ARC 23 (the number of homeless 

referrals) has been the subject of discussion within a number of housing associations.  
Supplementary draft guidance was supplied by the regulator earlier this month and 
has been used in conjunction with the published technical guidance. Comments 
within the ARC explain our methodology to ensure that the approach we have taken 
is clear to the regulator. 
 

3.2 The key areas where we have seen a decline in our performance are: 
 
 

a Gas safety compliance – this indicator has been amended this year, but our 
results show that unlike in previous years, when all gas checks had been 
carried out on time, this year we did not achieve 100% due to 5 customers 
self-isolating because of COVID-19.    

b Satisfaction – with the exception of those satisfied with the repairs and 
maintenance service, we have seen a decline across satisfaction indicators 
this year, something that we have been tracking throughout the period. We 
are acutely aware of satisfaction levels and are proposing to make customer 
service a key focus of our forthcoming Corporate Plan in order to address 
this issue.  

c Gross rent arrears – this year has seen a rise compared to performance at 
the previous year end.  Weekly analysis of current tenant rent arrears is 
carried out to help focus on the accounts that need the most attention and 
to anticipate trends.  The increasing number of customers claiming 
Universal Credit has had an impact on performance, however, our analysis 
has allowed both Housing and Tenancy Sustainment officers to minimise 
the impact of this.  
 



 
3.3 The key areas where we have seen an improvement in our performance are:  

 
a EESSH – reflecting our investment, there has been a year on year 

improvement in the number of properties that meet EESSH, and the number 
of properties for which we hold EPC data.  

b Complaints – although this indicator has changed, our performance in this 
area has improved as all complaints have been responded to within 
timescales. 

c Antisocial behaviour – there has been a significant increase in the number 
of cases that have been resolved in the last year compared to last year’s 
return. 

 
4 Next Steps 
3.1 The Board is asked to review the contents of the ARC and the Global Validation 

Report. 
 

5 Recommendation 
4.1 It is recommended that the Board of Irvine Housing Association approve the Annual 

Return on the Charter for 2019-20 for submission to the regulator by the Managing 
Director (see Appendix 3). 

 



Old Ref New Ref Indicator Status Comments
1 1 Percentage of tenants satisfied with the overall service provided by their landlord. Unchanged
2 NA Ethnic origins and disability details of service users, staff and for RSLs only, governing body 

members.
Deleted by Regulator

3 2 Percentage of tenants who feel their landlord is good at keeping them informed about their services 
and decisions

Unchanged

4 3 Old wording:  
Percentage of 1st and 2nd stage complaints, including those related to equalities issues, responded 
to in full in the last year, that were resolved by the landlord and also the percentage upheld. 
New wording:
The % of all complaints responded to in full at Stage 1 and the % of all complaints responded to in 
full at Stage 2.

Amended with Group 
Complaints Team

5 4 Old wording:
Percentage of 1st and 2nd stage complaints responded to in full in the last year, within the Scottish 
Public Services Ombudsman (SPSO) Model Complaint Handling Procedure (CHP) timescales. 
New wording:
The average time in working days for a full response at Stage 1 and the average time in working 
days for a full response at Stage 2.

Amended with Group 
Complaints Team

6 5 Percentage of tenants satisfied with the opportunities given to them to participate in their 
landlord’s decision making processes

Unchanged

7 6 Percentage of homes meeting the Scottish Housing Quality Standard (SHQS) at the reporting year 
end.

Unchanged

8 NA 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.

Deleted by Regulator

9 NA Percentage of tenants satisfied with the standard of their home when moving in. Deleted by Regulator
10 7 Percentage of existing tenants satisfied with the quality of their home. Unchanged
11 8 Average length of time taken to complete emergency repairs. Unchanged
12 9 Average length of time taken to complete non-emergency repairs Unchanged
13 10 Percentage of reactive repairs carried out in the last year completed right first time. Unchanged
14 NA Percentage of repairs appointments kept. Deleted by Regulator
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15 11 Old Wording:
Percentage of properties that require a gas safety record which had a gas safety check and record 
completed by the anniversary date. 
New Wording:
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

Amended on Promaster

16 12 Percentage of tenants who have had repairs or maintenance carried out in last 12 months satisfied 
with the repairs and maintenance service.

Unchanged

17 13
Percentage of tenants satisfied with the management of the neighbourhood they live in. 

Unchanged

18 14 Percentage of tenancy offers refused during the year. Unchanged
19 15 Old Wording:

Percentage of anti-social behaviour cases reported in the last year which were resolved within 
locally agreed targets. 
New Wording:
Percentage of anti-social behaviour cases reported in the last year which were resolved.

Amended HUB

20 16 Percentage of new tenancies sustained for more than a year, by source of let. Unchanged
21 17 Percentage of lettable houses that became vacant in the last year. Unchanged
34 18 Percentage of rent due lost through properties being empty during the last year Unchanged
22 NA Percentage of approved applications for medical adaptations completed during the reporting year. Deleted by Regulator

NEW 19 Number of households currently waiting for adaptations to home. New - Asset Team made 
aware

NEW 20 Total cost of adaptations completed in the year (£) by source of funding New - Asset Team made 
aware

23 21 The average time to complete adaptations. Unchanged
24 22 Percentage of the court actions initiated which resulted in eviction and the reasons for eviction. Unchanged

25 NA Average length of time in temporary or emergency accommodation by type. (LAs only) Deleted by Regulator
26 NA Percentage of households requiring temporary or emergency accommodation to whom an offer was 

made. (LAs only).
Deleted by Regulator

27 NA Percentage of temporary or emergency accommodation offers refused in the last year by 
accommodation type. (LAs only)

Deleted by Regulator



28 NA Of those households homeless in the last 12 months the percentage satisfied with the quality of 
temporary or emergency accommodation. (LAs only)

Deleted by Regulator

NEW 23 Homelessness (RSLs only) – the percentage of referrals under Section 5 that result in an offer, and 
the percentage of those offers that result in a let

New - Housing Options 
Team made aware

NA 24 Homelessness (LAs only) – the percentage of households referred to RSLs under section 5 NOT APPLICABLE LA's Only

29 25 Percentage of tenants who feel that the rent for their property represents good value for money Unchanged

30 26 Old Wording:
Rent collected as percentage of total rent due in the reporting year. 
New Wording:
Total amount of rent collected over the whole of the reporting year as a proportion of the total 
amount of rent due that financial year (current tenants only).

Amended - Finance 
Systems

31 27 Gross rent arrears as at 31 March each year as a percentage of rent due for the reporting year. Unchanged

32 28 Average annual management fee per factored property Unchanged
33 29 Percentage of factored owners satisfied with the factoring service they receive. Unchanged
35 30 Average length of time taken to re-let properties in the last year Unchanged
36 31 Gypsies/travellers – Average weekly rent per pitch. NOT APPLICABLE No tenancies of this type

37 32 For those who provide sites - percentage of gypsies/travellers satisfied with the landlord’s 
management of the site.

NOT APPLICABLE No tenancies of this type

C1 C1 Staff information, staff turnover and sickness rates.(RSLs only) Unchanged
C2 Org Parent, subsidiary and other connected organisation information. Including nature of activities 

carried out by each subsidiary.(RSLs only)
Moved to organisation 
details in Portal

Not on ARC return 
document

C3 Org Agent employed by the landlord to provide all of its services.(RSLs only) Unchanged but Moved to 
organisation details in 
Portal

Not on ARC return 
document

C4 Org RSL members.(RSLs only) Unchanged but Moved to 
organisation details in 
Portal

Not on ARC return 
document

C5 Org Governing body appointments. (RSLs only) Unchanged but Moved to 
organisation details in 
Portal

Not on ARC return 
document



C6 Org Organisation details - Governing body details. (RSLs only) Unchanged but Moved to 
organisation details in 
Portal

Not on ARC return 
document

C8 C2 The number of lets during the reporting year by source of let. Unchanged
C7 C3 Number of lets during the reporting year, split between ‘general needs’ and ‘supported housing’ 

(but scale back to new build and not new build)
Unchanged

C9 NA Types of tenancies granted for lets during the reporting year. Deleted by Regulator
C10 NA Housing lists. Deleted by Regulator
C11 C4 Old wording:

Abandoned Properties
New Wording:
Abandoned homes.

Unchanged

C12 NA Number of notices of proceedings issued and court action initiated. Deleted by Regulator
C13 NA Average number of reactive repairs completed per occupied property. Deleted by Regulator
C14 Org The landlord’s wholly owned stock Moved to organisation 

details in Portal and split 
into regional level - 3 for 
IHA

Not on ARC return 
document

C15 Org The number of units partly owned by landlord. (and scale back what we ask for) Moved to organisation 
details in Portal and split 
into regional level - 3 for 
IHA

Not on ARC return 
document

C16 Org Stock owned by a subsidiary/subsidiaries. (RSLs only) (and scale back what we ask for) Moved to organisation 
details in Portal and split 
into regional level - 3 for 
IHA

Not on ARC return 
document

C17 Org Stock by house types, apartment sizes and average weekly rents. (and scale back what we ask for) Moved to organisation 
details in Portal and split 
into regional level - 3 for 
IHA

Not on ARC return 
document

C18 Org By local authority area, the number of self-contained and non self-contained units and bedspaces, at 
the year end by provision type. (and scale back what we ask for)

Moved to organisation 
details in Portal and split 
into regional level - 3 for 
IHA

Not on ARC return 
document



C19 Org The number of self-contained and non self-contained units and bedspaces, at the year end by age 
band. (and scale back what we ask for)

Moved to organisation 
details in Portal and split 
into regional level - 3 for 
IHA

Not on ARC return 
document

C20 NA The number of self-contained properties void at the year end and of those, the number that have 
been void for more than six months.

Deleted by Regulator

C21 C5 Rent Increase. Unchanged
C22 C6 The number of households for which landlords are paid housing costs directly and the total value of 

payments received in the reporting year.
Unchanged

C23 C7 Amount and percentage of former tenant rent arrears written off at the year end. Unchanged
C24 C8 Scottish Housing Quality Standard (SHQS) – Stock condition survey information. Unchanged
C25 C9 Scottish Housing Quality Standard (SHQS) – Stock summary. Unchanged
C26 NA Scottish Housing Quality Standard (SHQS) – Stock failing by criterion. Deleted by Regulator
C27 NA Scottish Housing Quality Standard (SHQS) – Working towards the standard. Deleted by Regulator
C28 NA Scottish Housing Quality Standard (SHQS) – Anticipated exemptions as at 31 March 2015. Deleted by Regulator

C29 NA Scottish Housing Quality Standard (SHQS) – Actual and projected investment by criteria/element. Deleted by Regulator

C30 NA Scottish Housing Quality Standard (SHQS) – Income and expenditure. Deleted by Regulator
C31 NA Scottish Housing Quality Standard (SHQS) – Capital investment and sources of funding. Deleted by Regulator
C32 NA Development programme – New units and value. (Excluding Scottish Government funded projects). 

(RSLs only)
Deleted by Regulator

C33 C10 Percentage of properties meeting the EESSH Unchanged On ARC Return Document 
for first time (usually 
separate spreadsheet)

C34 NA Working towards the EESSH Deleted by Regulator
C35 C11 Anticipated exemptions from the EESSH Unchanged On ARC Return Document 

for first time (usually 
separate spreadsheet)

C36 C12 Energy Performance Certificates (EPCs) Unchanged On ARC Return Document 
for first time (usually 
separate spreadsheet)



C37 C13 Investment in the EESSH Unchanged On ARC Return Document 
for first time (usually 
separate spreadsheet)
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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  

  

Annual Return on the Charter (ARC) 2019-2020

Mr Paul Hillard

3.00

40.00
0.00
0.00
0.00

43.00

0.00%

4.50%
3.70%
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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  

 

  

Annual Return on the Charter (ARC) 2019-2020

199
39

238
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Comments (Social landlord contextual information) 

 

 

  

Annual Return on the Charter (ARC) 2019-2020

IHA added 105 new build properties to our stock (87 in our development in Tarryholme Irvine) in 2019/20 which saw a larger 
than usual year on year increase in properties let
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Comments (Overall satisfaction) 

 

 

  

Annual Return on the Charter (ARC) 2019-2020

Overall satisfaction is based on a rolling survey carried out 1 April 2019 to 31 March 2020. 
We are very aware that our satisfaction levels have dipped, we are making a concentrated effort to address this through the 
development of our new Customer Plan. This sets out targeted actions to improve satisfaction, including accelerating 
development of our online self service offer and using online and social media tools more widely to communicate service 
information to tenants and reviewing our repairs timescales and processes. Improving our satisfaction scores are a key 
priority in our new Corporate Plan.
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Comments (The customer / landlord relationship) 

 

 

  

Annual Return on the Charter (ARC) 2019-2020

IHA now has a Customer Panel in place which is used as a sounding board for new service developments and policies. In 
the past year we have rolled out our new 'Service Updates' to all customers on a quarterly basis, and will be moving this to bi 
monthly going forward, as well as supporting this through a text messaging service available to all tenants.  We have made a 
real effort to increase the distribution of information and communication via social media and have continued to do this 
through the Covid-19 crisis. We recognise these satisfaction scores and are working to improve them.
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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. 

 

  

Annual Return on the Charter (ARC) 2019-2020

06/2017

20.00

09/2020

20.00

Irvine Housing Association has used John Martin Partnership (JMP) to carry out the stock condition survey over the past 14 
years. JMP carried out the latest Stock Condition Survey in June 2017. The Asset Management & Investment Strategy and 
stock condition surveys show that there are now 28 properties that are failing element 35 of the SHQS. IHA are in the third 
year of a five year program to provide External Wall Insulation and energy improvements to their housing stock which will 
address these failings over the forthcoming years. The Asset Management & Investment Strategy determines when each 
capital component is due to be replaced. The Association will be spending approx. £1.8 million a year over the next five 
years improving the energy efficiency and renewing the capital components of their properties when they are due.
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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   

Annual Return on the Charter (ARC) 2019-2020

0 0

0 0

0 0

0 0

0 0

0 0

386 386

0 0

191 191

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

1,696 1,700
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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  

  

Annual Return on the Charter (ARC) 2019-2020

2,089
6,267

3.00
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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  

  

Annual Return on the Charter (ARC) 2019-2020

5,177
43,343

8.37
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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  

  

Annual Return on the Charter (ARC) 2019-2020

5,035

5,177

97.26%
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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  

  

Annual Return on the Charter (ARC) 2019-2020

5

Gas Safety Checks not completed as customers advised that they were self-isolating due to COVID-19 outbreak.  No access 
permitted.

5
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Comments (Housing quality and maintenance) 

 

 

  

Annual Return on the Charter (ARC) 2019-2020

Indicator 7 - We are aware that satisfaction levels in relation to property quality have reduced. As part of our new Customer 
Plan we have set out some key actions relating to reviewing repairs timescales, considering our current void standards, and 
setting out clear investment priorities through our five year capital programme. 
Indicator 8 - Our emergency performance saw a slight decrease, but was still well within our 12 hour target. 
Indicator 9 - Non-emergency also saw a slight decrease from 2018/19 but still within the priority timescales of 28 days, IHA 
are also considering introducing an additional priority timescale for repairs classed as urgent, 3 days for Gas repairs and 5 
days for all other trades, this should help reduce this figure. 
C10 - The Association has a clear programme in place to work towards achievement of EESSH for all applicable stock. Our 
programme ensures works are delivered efficiently and compliment our ongoing capital investment programme. 
C11 - The Association's EESSH programme is a 4 year plan and excluding any resultant impacts of Covid-19, should 
achieve 100% compliance for all applicable stock by March 2024. 277 properties will not be compliant within the initial 
deadline, however the programme has been developed to support and run alongside our ongoing capital programme, 
aligning component replacement timescales as far as possible.
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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  

  

Annual Return on the Charter (ARC) 2019-2020

268
30

11.19%
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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  

  

Annual Return on the Charter (ARC) 2019-2020

70
57

81.43%
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Abandoned homes (Indicator C4) 

 

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

  

Annual Return on the Charter (ARC) 2019-2020

9
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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  

  

Annual Return on the Charter (ARC) 2019-2020

38

6

0
0

15.79%

0.00%

0.00%

15.79%
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Comments (Neighbourhood & community) 

 

 

  

Annual Return on the Charter (ARC) 2019-2020

Indicator 13 - IHA will be developing defined neighbourhood improvement plans for priority areas and  estates which will 
consider rubbish disposal, parking issues and mixed tenure challenges.  Over the past year we have introduced specific 
budgets for our housing officers to address persistent estate management issues. At the latter end of the year we also 
appointed an estate caretaker for our estate in Irvine who is visible on our estates and addressing issues on a daily basis. 
Indicator 14 - Offer refusals have decreased. This is in part due to the high demand for our new build development at 
Tarryholme in Irvine. 
Indicator 15 - Staff have worked hard to deal with an increasing level of ASB in the past year.  A number of lengthy and 
complex cases were resolved, with the majority of cases being low level. In the latter part of the year two Housing Officers 
were tasked with focusing specifically on ASB issues, which has resulted in an improvement in resolution timescales and 
enabled a targeted response. 
Indicator 22 - The Association has seen an increase in the number of evictions for rent arrears. In all of these cases 
alternative options have been exhausted and significant interventions made by the Tenancy Sustainability Team. The roll out 
of UC has  impacted considerably on non payment of rent.
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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  

  

Annual Return on the Charter (ARC) 2019-2020

2,306

140

6.07%
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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  

  

Annual Return on the Charter (ARC) 2019-2020

168

164

0

3 adaptation referrals were cancelled by the tenant 
1 adaptation referral could not be completed due to access issues

4
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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  

  

Annual Return on the Charter (ARC) 2019-2020

£183,876
£120,327

£0

£304,203
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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  

  

Annual Return on the Charter (ARC) 2019-2020

6,885
164

41.98
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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  

  

Annual Return on the Charter (ARC) 2019-2020

133
1,339

10.07



Version No. 5 Page 41 of 55 
 

 

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  

  

Annual Return on the Charter (ARC) 2019-2020

9

41
97
0
0

4

36
91
0
0

44.44%

87.80%

93.81%
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Comments (Access to housing and support) 

 

 

  

Annual Return on the Charter (ARC) 2019-2020

Indicator 16 - A higher proportion of internal transfers not sustaining is largely due to tenants passing away, wider 
sustainability issues relating to poor mental health, and inability to deal with changes in support networks in a different town 
or area. In future prior to transfer, tenants will be contacted by our Tenancy Sustainability Team to identify potential 
resettlement issues earlier on. 
Indicator 19 - Over the past two years IHA has increased funding to minimise the backlog of tenants waiting for adaptations. 
We have increased our budget considerably for the year ahead to manage continued increasing demand. 
Indicator 21 - Irvine priority timescales for Medical Adaptations are Minor 26 Days and General 56 days, a 3 year contract 
has just been awarded and this will be part of the performance meetings going forward. 
Indicator 23 - IHA operates in 3 LA areas and is part of a CHR in each. 23.1 includes homeless applicants referred on a 
property shortlist from the top to the housed referral (i.e. includes bypassed applicants), it counts households that appear on 
multiple shortlists only once. The difference between 23.1 and 23.7 relates to referrals that could not proceed due to a 
refusal; advice from, or in agreement with the relevant LA. 
Indicator 30 - IHA has seen a decrease in the condition of void properties. This is partly due to the increased needs of our 
tenants, many of whom struggle to maintain their property to an acceptable standard and are unable to carry out repair work 
prior to termination. Also we had two severely fire damaged properties during 19/20 requiring extensive void works.
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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  

  

Annual Return on the Charter (ARC) 2019-2020

£10,153,936

£10,186,175

99.68%
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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  

  

Annual Return on the Charter (ARC) 2019-2020

£362,523
£10,474,702

3.46%
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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  

  

Annual Return on the Charter (ARC) 2019-2020

1,040

£6,559

£6.31
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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  

  

Annual Return on the Charter (ARC) 2019-2020

10,203,508

17,333

0.17%
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Rent increase (Indicator C5) 

 

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

year 

 

  

Annual Return on the Charter (ARC) 2019-2020

2.00%
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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  

  

Annual Return on the Charter (ARC) 2019-2020

1,539

£5,321,982
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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  

  

Annual Return on the Charter (ARC) 2019-2020

£153,166
£3,176

2.07%
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Comments (Getting good value from rents and service charges) 

 

 

  

Annual Return on the Charter (ARC) 2019-2020

Indicator 25 - We are aware that value for money satisfaction has decreased. We have developed our new Customer Plan 
which targets resources to improving our repairs services and also increasing our capital investment programme (key drivers 
of customer satisfaction), as well as trying to introduce a more proactive and person centred approach to customer service 
through tenancy welfare checks. 
Indicator 27 - IHA anticipated a steep climb in arrears due to the ongoing detailed monitoring of our arrears and the 
increasing number of UC claimants within our homes.  Our Tenancy Sustainment Team and Housing Officers have worked 
with our tenants to minimise the impact and will continue to do so, particularly during the current Covid-19 crisis 
C7 - The Association has access to a dedicated Former Tenant Arrears team as part of Riverside. This team has worked 
hard to target resources to FTAs and has made significant gains in the past year.
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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  

 

  

Annual Return on the Charter (ARC) 2019-2020
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Comments (Other customers) 

 

 

 

Annual Return on the Charter (ARC) 2019-2020



Area Sub Area Indicator 
Ref

Indicator Description 17/18 18/19 19/20

Organisational Org Stock split by region, age, size and type 2201 2201 2306
C2 The number of lets during the reporting year by source of let. 161 174 238

C3 Number of lets during the reporting year, split between ‘general 
needs’ and ‘supported housing’ (but scale back to new build and 
not new build)

115/20 131/16 199/39

People C1 Staff information, staff turnover and sickness rates.(RSLs only) 33.33/3.35 9.76/3.74 4.5/3.70

Overall Satisfaction Satisfaction 1 Percentage of tenants satisfied with the overall service provided 
by their landlord.

85.77 81.21 75.53

Communication 2 Percentage of tenants who feel their landlord is good at keeping 
them informed about their services and decisions

85.39 82.25 71.83

Participation 5 Percentage of tenants satisfied with the opportunities given to 
them to participate in their landlord’s decision making processes

82.48 68.4 59.36

C10 Percentage of properties meeting the EESSH 69.1 73.8 79.6
C11 Anticipated exemptions from the EESSH 0 0 277
C12 Energy Performance Certificates (EPCs) 46.7 52.7 57.5
C13 Investment in the EESSH £175k £640k £410k
C8 Scottish Housing Quality Standard (SHQS) – Stock condition 

survey information.
20 20 20

C9
Scottish Housing Quality Standard (SHQS) – Stock summary.

2163/2163 2164/2164 2273/2277

6 Percentage of homes meeting the Scottish Housing Quality 
Standard (SHQS) at the reporting year end.

98.27 / 
98.27

98.32 / 
98.32

98.57 / 98.74

7 Percentage of existing tenants satisfied with the quality of their 
home.

87.55 80.94 75.43

8
Average length of time taken to complete emergency repairs.

2.83 hrs 2.83 hrs 3 hours

9
Average length of time taken to complete non-emergency repairs

6.01 days 6.67 days 8.37 days

Lets

The Customer Landlord 
Relationship

EESSHHousing Quality and 
Maintenance

Repairs, Maintenancy and 
Improvement

Quality of Housing

Result Year on Year

Contextual Information
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10 Percentage of reactive repairs carried out in the last year 
completed right first time.

95.42 98.18 97.26

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

NEW NEW 5

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

84.18 80 84.83

C4 Abandoned Properties 6 9 9
3 & 4 The % of all complaints responded to in full at Stage 1 and the % 

of all complaints responded to in full at Stage 2.
The average time in working days for a full response at Stage 1 
and the average time in working days for a full response at Stage 
2.

NEW NEW 100/100
1.74/21days

13 Percentage of tenants satisfied with the management of 
neighbourhood they live in

85.24 79.21 61.44

14 Percentage of tenancy offers refused during the year. 12.34 15.03 11.19
15 Percentage of anti-social behaviour cases reported in the last 

year which were resolved.
77.01 71.28 81.43

22 Percentage of the court actions initiated which resulted in 
eviction and the reasons for eviction.

2.7 3.23 15.79

17 Percentage of lettable houses that became vacant in the last 
year.

6.18 7 6.07

19 Number of households currently waiting for adaptations to 
home.

NEW NEW 4

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

NEW NEW £304,203

21 The average time to complete adaptations. 174.22 35.59 41.98
23 Homelessness (RSLs only) – the percentage of referrals under 

Section 5 that result in an offer, and the percentage of those 
offers that result in a let

NEW NEW 87.1%/96.3%

30
Average length of time taken to re-let properties in the last year

6.76 9.3 10.07

   

   

Neighbourhood and Community Estate Management and 
ASB

Access to Housing and Support Housing Options



Tenancy Sustainment 16
Percentage of new tenancies sustained for more than a year, by 
source of let.

ex 83.33
S5 90.32
List 91.49

ex 87.5
S5 84.62
List 82.95

ex 44.44
S5 87.8

List 93.81
C5 Rent Increase. 2 3.5 2
C6 The number of households for which landlords are paid housing 

costs directly and the total value of payments received in the 
reporting year.

1494 1482 1539

C7 Amount and percentage of former tenant rent arrears written off 
at the year end.

45.56 3.26 2.07

18 Percentage of rent due lost through properties being empty 
during the last year

0.09 0.18 0.17

26
(i) The total amount of rent collected in the reporting year.
(ii) The total amount of rent due to be collected in the reporting 
year (annual rent debit).

94.83 96.29 99.68

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

2.76 1.98 3.46

28 Average annual management fee per factored property £6.57 £6.67 £6.31
25 Percentage of tenants who feel that the rent for their property 

represents good value for money
80.25 71.15 63.33

29 Percentage of factored owners satisfied with the factoring service 
they receive.

46.55 46.55 46.55

Getting Good Value from Rents 
and Service Charges

Rents & Service Charges

Value For Money
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EXECUTIVE SUMMARY 
The Association has a subsidiary company, Thistle Housing Services.  Further to recent 
discussions in relation to the future of Thistle Housing Services (which is currently 
dormant), it is considered appropriate to consider the appointment of Directors to Thistle 
Housing Service. 
 
Further to a review of Thistle’s Articles of Association, changes are proposed in order to: 
 

• Streamline the process for the appointment of Directors to Thistle’s Board 
• Bring them up-to-date to reflect the model Articles of Association under the 

Companies Act 2006. 
 
Given that Irvine Housing Association is the sole shareholder of Thistle, the Board is asked 
to: 

 
a) approve the Director of Thistle Housing Services’ proposed resolution to amend 

Thistle Housing Services’ Articles of Association;  
b) approve the proposed changes to Thistle Housing Service’s Articles of 

Association, and, if so; 
c) agree and sign an Irvine Board’s resolution confirming agreement of the Director’s 

resolution and approval of Thistle’s revised Articles of Association. 
 

 
 
1 Background 
1.1 The Association has a subsidiary company, Thistle Housing Services. 
1.2 The purpose and whether there was a future requirement for Thistle Housing 

Services to exist has been discussed at previous Board Meetings.  The Management 
Team has also discussed Thistle’s future recently with a view to Thistle potentially 
being used as a place-maker business to deliver services to the community in the 
future.   

1.3 With this in mind, it was considered appropriate to appoint some additional Directors 
to Thistle’s Board.  The only current Director of Thistle is the Association’s Managing 
Director.  The sole shareholder of Thistle is Irvine Housing Association. 

1.4 A review of Thistle’s Articles of Association determined that the process for 
appointing Directors to the Board should be streamlined, to give the Association’s 
Board the power to directly appoint and remove directors of Thistle by way of notice 
at any time, without the need to pass a sole member's resolution to that effect.  As 



part of this review, it was also recommended that the Articles of Association be 
updated to bring them in line with the Model Articles of Association under the 
Companies Act 2006.  A tracked changed version of the draft Articles of Association 
is attached at Appendix 1. 

1.5 In order for the proposed changes to the Articles of the Association to be considered, 
in line, with the current Articles of Association, a resolution must be proposed by the 
Director of Thistle Housing Services.  A proposed resolution from the Director of 
Thistle is attached at Appendix 2 for your consideration. 

1.6 In order for the Board to confirm that it agrees to the proposed resolution and the 
amendments to the Articles of the Association, it must agree and sign a resolution 
stating so.  The suggested wording of this resolution from the Board is attached at 
Appendix 3 for consideration. 
 

2 Risk 
2.1 If Thistle Housing Services begins to trade again, there is a risk of only one Director 

being able to make decisions, if, for any reason, the Director was not able to carry 
out their duties for a period of time.  There is also a risk that one Director may not 
have all the essential expertise required for effective decision-making in relation to 
the particular service that Thistle would provide. 

2.2 Appointing more than one Director of Thistle, ensures that there is no delay in any 
decision-making processes.  It also ensures that there are sufficient skills, 
independence and diversity on the Board to facilitate effective decision-making. 

2.3 If Thistle Housing Services begins to trade again, it would be operating in line with 
Articles of Association which are out of date and not compliant with current legislation. 

2.4 In order to mitigate this risk, the Articles of Association should be reviewed and 
updated to ensure that any future decision making by Thistle’s Board was done within 
a framework which was compliant with the law. 

 
3 Recommendations 

The Board of Irvine Housing Association, as Thistle’s sole shareholder, is asked to 
approve: 
 
a) the Director of Thistle Housing Services’ proposed resolution to amend 

Thistle’s Articles of Association; and  
b) approve the proposed changes to Thistle Housing Service’s Articles of 

Association and, if so; 
c) agree and sign a Board resolution confirming agreement of the Director’s 

resolution and approval of Thistle’s revised Articles of Association. 
 



THE COMPANIES ACTS 1985 AND 19892006 

________________________ 

PRIVATE COMPANY LIMITED BY SHARES 

________________________ 

MEMORANDUM ARTICLES OF ASSOCIATION 

OF 

THISTLE HOUSING SERVICES LIMITED (THE "COMPANY") 

INTERPRETATION 

1. In these Articles, unless the context otherwise requires:

(a) "Act" means the Companies Act 2006;

(b) "appointor" has the meaning given in article 25(a);

(c) "Articles" means the Company's articles of association for the time being in force;

(d) "business day" means any day (other than a Saturday, Sunday or public holiday in the
United Kingdom) on which clearing banks in Glasgow are generally open for business; 

(e) "Conflict" has the meaning given in article 34(a);

(f) "eligible director" means a director who would be entitled to vote on the matter at a
meeting of directors (but excluding any director whose vote is not to be counted in 
respect of the particular matter);  

(g) "Interested Director" has the meaning given in article 34(a);

(h) "Model Articles" means the model articles for private companies limited by shares
contained in Schedule 1 of the Companies (Model Articles) Regulations 2008 (SI 
2008/3229) as amended prior to the date of adoption of these Articles; 

(i) "Parent" has the meaning given in article 36;

(j) "relevant loss" has the meaning given in article 41(b)(i);
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(k) "relevant officer" means any director or other officer or former director or other officer 
of the Company or an associated company (including any company which is a trustee 
of an occupational pension scheme (as defined by section 235(6) of the Act)), but 
excluding in each case any person engaged by the Company (or associated company) 
as auditor (whether or not he is also a director or other officer), to the extent he acts in 
his capacity as auditor). 

2. Save as otherwise specifically provided in these Articles, words and expressions which have 
particular meanings in the Model Articles shall have the same meanings in these Articles, 
subject to which and unless the context otherwise requires, words and expressions which have 
particular meanings in the Act shall have the same meanings in these Articles. 

3. Headings in these Articles are used for convenience only and shall not affect the construction 
or interpretation of these Articles. 

4. A reference in these Articles to an "article" is a reference to the relevant article of these Articles 
unless expressly provided otherwise. 

5. Unless expressly provided otherwise, a reference to a statute, statutory provision or subordinate 
legislation is a reference to it as it is in force from time to time, taking account of: 

(a) any subordinate legislation from time to time made under it; and 

(b) any amendment or re-enactment and includes any statute, statutory provision or 
subordinate legislation which it amends or re-enacts. 

6. Any phrase introduced by the terms "including", "include", "in particular" or any similar 
expression shall be construed as illustrative and shall not limit the sense of the words preceding 
those terms. 

7. The Model Articles shall apply to the Company, except in so far as they are modified or excluded 
by these Articles. 

8. Articles 8, 9(1), 11(2) and (3), 13, 14(1), (2), (3) and (4), 17, 38, 44(2), 52 and 53 of the Model 
Articles shall not apply to the Company. 

9. Article 7 of the Model Articles shall be amended by: 

(a) the insertion of the words "for the time being" at the end of article 7(2)(a); and 

(b) the insertion in article 7(2) of the words "(for so long as he remains the sole director)" 
after the words "and the director may". 

10. Article 20 of the Model Articles shall be amended by the insertion of the words "(including 
alternate directors)" before the words "properly incur". 

11. Article 27(3) of the Model Articles shall be amended by the insertion of the words ", subject to 
article 11," after the word "But". 

12. Article 29 of the Model Articles shall be amended by the insertion of the words ", or the name 
of any person(s) named as the transferee(s) in an instrument of transfer executed under article 
28(2)," after the words "the transmittee's name". 

13. Articles 31.1(a) to (d) (inclusive) of the Model Articles shall be amended by the deletion, in each 
case, of the words "either" and "or as the directors may otherwise decide". 

 

1. The Company's name is Thistle Housing Services Limited. 
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2. The Company's registered office is to be situated in Scotland. 

OBJECTS AND POWERS 

3.14. The Company's objects are to carry on business as a general commercial company and the 
Company has the power to do all or any of the following things: 

(a) (i) To carry on business as a general commercial company; and 

(ii) Without prejudice to the generality of the objects and powers of the Company 
derived from section 3A of the Act the Company has power to do all or any of 
the following things: 

(b)(a) To do all such things as are incidental or conducive to the carrying on or any trade or 
business by it. 

(c)(b) To purchase or by any other means acquire and take option over any property 
whatever, and any rights or privileges of any kind over or in respect of any property. 

(d)(c) To apply for, register, purchase, or by other means acquire and protect, prolong and 
renew, whether in the United Kingdom or elsewhere any patents, patent rights, brevets 
d'invention, licenses, secret processes, trade marks, designs, protections and 
concessions and to disclaim, alter, modify, use and turn to account and to manufacture 
under or grant licenses or privileges in respect of the same, and to expend money in 
experimenting upon, testing and improving any patents, inventions or rights which the 
Company may acquire or propose to acquire. 

(e)(d) To acquire or undertake the whole or any part of the business, goodwill, and assets of 
any person, firm or company carrying on or proposing to carry on any of the businesses 
which the Company is authorised to carry on and as part of the consideration for such 
acquisition to undertake all or any of the liabilities of such person, firm or company, or 
to acquire an interest in, amalgamate with, or enter into partnership or into any 
arrangement for sharing profits, or for co-operation, or for mutual assistance with any 
such person, firm or company, or for subsidising or otherwise assisting any such 
person, firm or company and to give or accept, by way of consideration for any of the 
acts or things aforesaid or property acquired, any shares, debentures, debenture stock 
or securities that may be agreed upon, and to hold and retain, or sell, mortgage and 
deal with any shares, debentures, debenture stock or securities so received. 

(f)(e) To improve, manage, construct, repair, develop, exchange, let on lease or otherwise, 
mortgage, charge, sell, dispose of, turn to account, grant licenses, options, rights and 
privileges in respect of, or otherwise deal with all or any part of the property and rights 
of the Company. 

(g)(f) To invest and deal with the moneys of the Company not immediately required in such 
manner as may from time to time be determined and to hold or otherwise deal with any 
investments made. 

(h)(g) To lend and advance money or give credit on any terms and with or without security to 
any person, firm or company (including without prejudice to the generality of the 
foregoing any holding company, subsidiary or fellow subsidiary of, or any other 
company associated in any way with, the Company), to enter into guarantees, contracts 
of indemnity and suretyships of all kinds, to receive money on deposit or loan upon any 
terms, and to secure or guarantee in any manner and upon any terms the payment of 
any sum of money or the performance of any obligation by any person, firm or company 
(including without prejudice to the generality of the foregoing any such holding 
company, subsidiary, fellow subsidiary or associated company as aforesaid). 

(i)(h) To borrow and raise money in any manner and to secure the repayment of any money 
borrowed, raised or owing by mortgage, charge, standard security, lien or other security 
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upon the whole or any part of the Company's property or assets (whether present or 
future), including its uncalled capital, and also by a similar mortgage, charge, standard 
security, lien or security to secure and guarantee the performance by the Company of 
any obligation or liability it may undertake or which may become binding on it. 

(j)(i) To draw, make, accept, endorse, discount, negotiate, execute and issue cheques, bills 
of exchange promissory notes, bills of lading, warrants, debentures and other 
negotiable or transferable instruments. 

(k)(j) To apply for, promote, and obtain any Act of Parliament, order or licence of the 
Department of Trade or other authority for enabling the company to carry any of its 
objects into effect, or for effecting any modification of the Company's constitution, or for 
any other purpose which may seem calculated directly or indirectly to promote the 
Company's interests, and to oppose any proceedings or applications which may seem 
calculated directly or indirectly to prejudice the Company's interests. 

(l)(k) To enter into any arrangements with any government or authority (supreme, municipal, 
local or otherwise) that may seem conductive to the attainment of the Company's 
objects or any of them and to obtain from any such government or authority any 
charters, decrees, rights, privileges, or concessions which the Company may think 
desirable and to carry out, exercise, and comply with any such charters, decrees, rights, 
privileges, and concessions. 

(m)(l) To subscribe for, take, purchase, or otherwise acquire, hold, sell, deal with and dispose 
of place and underwrite shares, stocks, debentures, debenture stocks, bonds, 
obligations or securities issued or guaranteed by any other company constituted or 
carrying on business in any part of the world, and debentures, debenture stocks, bonds, 
obligations or securities issued or guaranteed by any government or authority, 
municipal, local or otherwise, in any part of the world. 

(n)(m) To control, manage, finance, subsidise, co-ordinate or otherwise assist any company 
or companies in which the Company has a direct or indirect financial interest, to provide 
secretarial, administrative, technical, commercial and other services and facilities of all 
kinds for any such company or companies and to make payments by way of subvention 
or otherwise and any other arrangements which may seem desirable with respect to 
any business or operations of or generally with respect to such company or companies. 

(o)(n) To promote any other company for the purposes of acquiring the whole or any part of 
the business or property or undertaking or any of the liabilities of the Company, or of 
undertaking any business or operations which may appear likely to assist or benefit the 
Company or to enhance the value of any property or business of the Company, and to 
place or guarantee the placing of, underwrite, subscribe for, or otherwise acquire all or 
any part of the shares or securities of any company as aforesaid. 

(p)(o) To sell or otherwise dispose of the whole or any part of the business or property of the 
Company, either together or in portions, for such consideration as the Company may 
think fit, and in particular for shares, debentures, or securities of any company 
purchasing the same. 

(q)(p) To act as agents or brokers and as trustees for any person, firm or company, and to 
undertake and perform sub-contracts. 

(r)(q) To remunerate any person, firm or company rendering services to the Company either 
by cash payment or by the allotment to him or them of shares or other securities of the 
Company credited as paid up in full or in part or otherwise as may be thought expedient. 

(s)(r) To pay all or any expenses incurred in connection with the promotion, formation and 
incorporation of the Company, or to contract with any person, firm or company to pay 
the same, and to pay commissions to brokers and others for underwriting, placing, 
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selling, or guaranteeing the subscription of any shares or other securities of the 
Company. 

(t)(s) To support and subscribe to any charitable or public object and to support and subscribe 
to any institution, society, or club which may be for the benefit of the Company or its 
directors or employees, or may be connected with any town or place where the 
Company carried on business, to give or award persons, annuities, gratuities, and 
superannuation or other allowances or benefits or charitable aid and generally to 
provide advantages, facilities and services for any persons who are or have been 
directors of, or who are or have been employed by, or who are serving or have served 
the Company, or any Company which is a subsidiary of the Company or the holding 
company of the Company or a fellow subsidiary of the Company or the predecessors in 
business of the Company or of any of the wives, widows, children and other relatives 
and dependents of such persons, to make payments towards insurance and to set up, 
establish, support and maintain superannuation and other funds or schemes (whether 
contributory or non-contributory) for the benefit of any of such persons and of their 
wives, widows, children and other relatives and maintain profit sharing or share 
purchase schemes for the benefit of any of the employees of the Company or of any 
such subsidiary, holding or fellow subsidiary company and to lend money to any such 
employees or to trustees on their behalf to enable any such purchase schemes to be 
established or maintained. 

(u)(t) Subject to and in accordance with a due compliance with the provisions of sections 155 
to 158 (inclusive) of the Act (if and so far as such provisions shall be applicable), tTo 
give, whether directly or indirectly, any kind of financial assistance (as defined in section 
152(1)(a)677 of the Act) for any such purpose as is specified in section 151(1) and/or 
section 151(2)in accordance with the terms of the Act. 

(v)(u) To distribute among the members of the Company in kind any property of the Company 
of whatever nature. 

(w)(v) To procure the Company to be registered or recogniszed in any part of the world. 

(x)(w) To do all or any of the things or matters aforesaid in any part of the world and either as 
principals, agents, contractors, or otherwise, and by or through agents, brokers, sub-
contractors or otherwise and either alone or in conjunction with others. 

(y)(x) To do all such other things as may be deemed incidental or conducive to the attainment 
of the Company's objects or any of them. 

AND so that: 

(1) None of the objects set forth in any sub clause of this clausethis article 14 shall 
be restrictively construed but the widest interpretation shall be given to each 
such object, and none of such objects shall, except where the context 
expressly so requires, be in any way limited or restricted by reference to or 
inference from any other object or objects set forth in this article 14such sub
clause, or by reference to or inference from the terms of any other sub
clauseprovision of this article 14clause, or by reference to or inference from 
the name of the Company. 

(2) None of the sub clausesprovisions of this article 14 clause and none of the 
objects therein specified shall be deemed subsidiary or ancillary to any of the 
objects specified in any other such sub clauseprovision of this article 14, and 
the Company shall have as full a power to exercise each and every one of the 
objects specified in each sub clause of this article 14 clause as though each 
such sub clauseprovision of this article 14 contained the objects of a separate 
cCompany. 
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(3) The word "Company" in this Clause, except where used in reference to the 
Company, shall be deemed to include any partnership or other body of 
persons, whether incorporated or unincorporated and whether domiciled in the 
United Kingdom or elsewhere. 

(4) In this clause the expression "the Act" means the Companies Act 1985, but so 
that any reference in this Clause to any provision of the Act shall be deemed 
to include a reference to any statutory modification or re enactment of that 
provision for the time being in force. 

LIABILITY AND SHARES 

4.15. The liability of the members is limited. 

5.16. The Company's share capital is £1,000 divided into 1,000 shares of £1 each. 

 

 
 
 

THE COMPANIES ACTS 1985 AND 1989 
 

________________________ 
 

PRIVATE COMPANY LIMITED BY SHARES 
________________________ 

 
 

ARTICLES OF ASSOCIATION 
 

OF 
 

THISTLE HOUSING SERVICES LIMITED 
 

PRELIMINARY 

1. (a) The regulations contained in Table A in the Schedule to the Companies (Tables A to 
F) Regulations 1985 as amended by the Companies (Tables A to F) (Amendment) 
Regulations 1985 (such Table hereinafter called "Table "A") shall apply to the 
Company save in so far as they are excluded or varied hereby and such regulations 
(save as so excluded or varied) and the regulations hereinafter contained shall be the 
regulations of the Company. 

(b) In these regulations the expression "the Act" means the Companies Act 1985, but so 
that any reference in these regulations to any provision of the Act shall be deemed to 
include a reference to any statutory modification or re enactment of that provision for 
the time being in force. 

ALLOTMENT OF SHARES 

6.17. (a) Shares which are comprised in the authorised share capital with which the Company is 
incorporated shall be under the control of the directors who may (subject to section 
55180 of the Act and to paragraph (d)of this regulationarticle 17(d)) allot, grant options 
over or otherwise dispose of the same, to such persons, on such terms and in such 
manner as they think fit. 
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(b) All shares which are not comprised in the authorised share capital with which the 
Company is incorporated and which the directors propose to issue shall first be offered 
to the members in proportion as nearly as may be to the number of the existing shares 
held by them respectively unless the Company in general meeting shall by special 
resolution otherwise direct. The offer shall be made by notice specifying the number of 
shares offered, and limiting a period (not being less than fourteen days) within which 
the offer if, not accepted in writing, will be deemed to be declined. After the expiration 
of that period, those shares so deemed to be declined shall be offered in the proportion 
aforesaid to the persons who have, within the said period, accepted all the shares 
offered to them; such further offer shall be made in like terms in the same manner and 
limited by a like period as the original offer. Any shares not accepted pursuant to such 
offer or further offer as aforesaid or not capable of being offered as aforesaid except by 
way of fractions and any shares released from the provisions of this regulation by any 
such special resolution as aforesaid shall be under the control of the directors, who 
may allot, grant options or otherwise dispose of the same to such persons, on such 
terms, and in such manner as they think fit, provided that, in the case of shares not 
accepted as aforesaid, such shares shall not be disposed of in terms which are more 
favourable to the subscribers therefor that the terms on which they were offered to the 
members. The provisions of this paragraph article 17(b) shall have effect subject to 
section 55180 of the Act. 

(c) In accordance with section 56791(1) of the Act sections 56189(1) and 90(1) to (6) 
(inclusive)562 of the Act shall not apply to the Company. 

(d) The directors are generally and unconditionally authorised for the purposes of section 
55180 of the Act, to exercise any power of the Ccompany to allot and grant rights to 
subscribe for or convert securities into shares of the Ccompany up to the amount of 
the authorised share capital with which the Company incorporated at any time or times 
during the period of five years for the date of incorporation and the directors may , after 
that period, allot any shares or grant any such rights under this authority in pursuance 
of an offer or agreement hereby given may at any time (subject to the said section 551 
of the Act80) be renewed, revoked or varied by ordinary resolution of the Company in 
general meeting. 

SHARE CERTIFICATES 

7. Every certificate shall be sealed with the Seal or otherwise subscribed or executed by the 
Company in accordance with the provisions of the Act. 

SHARES 

8.18. The Company has a lien over every share, whether or not full paid-upThe lien conferred by 
regulation 8 in Table A shall attach also to fully paid up shares, and the Company shall also 
have a first paramount lien on all shares, whether fully paid or not, standing registered in the 
name of any person indebted or under liability to the Ccompany, whether he/she shall be the 
sole registered holder thereof or shall be one or two or more joint holders, for all moneys 
presently payable by him/her or his/her estate to the Company. regulation 8 in Table A shall be 
modified accordingly. 

9. The liability of any member in default in respect of a call shall be increased by the addition at 
the end of the first sentence of regulation 18 in Table A of the words "all expenses that may 
have been incurred by the Company be reason of such non payment". 

TRANSFER OF SHARES 

10. The directors may, in their absolute discretion and without assigning any reason therefor, 
decline to register the transfer of a share whether or not it is a fully paid share, and the first 
sentence of regulation 24 in Table A shall not apply to the Company. 

GENERAL MEETINGS AND RESOLUTIONS 
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11. (a) A notice convening a general meeting shall be required to specify the general nature of 
the business to be transacted only in the case of special business and regulation 38 in 
Table A shall be modified accordingly. All business shall be deemed special that is 
transacted at an extraordinary general meeting, and also all that is transacted at an 
annual general meeting with the exception of declaring a dividend, the consideration of 
the accounts, balance sheets, and the reports of the directors and Auditors, and the 
appointment of, and the fixing of the remuneration of, the Auditors. 

(b) Every notice convening a general meeting shall comply with the provisions of section 
372(3) of the Act as to giving information to members in regard to their right to appoint 
proxies; and notices of and other communications relating to any general meeting 
which any member is entitled to receive shall be sent to the directors and to the Auditors 
for the time being of the Company. 

12. (a) (i) Regulation 40 in Table A shall not apply to the Company. 

19. (ii) No business shall be transacted at any meeting other than the appointment of the 
chairman of the meeting, unless a quorum is present at the time when the meeting proceeds to 
business. Two persons, or one person where the Company has a single member, entitled to 
vote upon the business to be transacted, each being a member or a duly authorised 
representative of a corporation, shall be a quorum". 

20. (a) A poll may be demanded at any general meeting by any qualified person (as defined in 
section 318 of the Act) present and entitled to vote at the meeting. 

(b) Article 44(3) of the Model Articles shall be amended by the insertion of the words "A 
demand so withdrawn shall not invalidate the result of a show of hands declared before 
the demand was made" as a new paragraph at the end of that article. 

21. (a) Article 45(1)(d) of the Model Articles shall be deleted and replaced with the words "is 
delivered to the Company in accordance with the Articles not less than 48 hours before 
the time appointed for holding the meeting or adjourned meeting at which the right to 
vote is to be exercised and in accordance with any instructions contained in the notice 
of the general meeting (or adjourned meeting) to which they relate". 

(b) Article 45(1) of the Model Articles shall be amended by the insertion of the words "and 
a proxy notice which is not delivered in such manner shall be invalid, unless the 
directors, in their discretion, accept the notice at any time before the meeting" as a new 
paragraph at the end of that article. 

(b) If a quorum is not present within half an hour from the time appointed for a general 
meeting the general meeting shall stand adjourned to the same day in the next week 
at the same time and place or to such other day and at such other time and place as 
the directors may determine; and if at the adjourned general meeting a quorum is not 
present within half an hour from the time appointed therefor such adjourned general 
meeting shall be dissolved. 

(c) Regulation 41 in Table A shall not apply to the Company. 

APPOINTMENT OF DIRECTORS 

13. (a) Regulation 64 in Table A shall not apply to the Company. 

14.22. (b) The maximum number and minimum number respectively of the directors may 
beUnless otherwise determined from time to time by ordinary resolution of the Company, in 
general meeting of the Company. Subject to and in default of any such determination there 
shall be no maximum number of directors and the minimum number of the directors shall be 
one. Whensoever the minimum number of the director shall be one, a sole director shall have 
authority to exercise all the powers and discretions in Table A and by these regulations 
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expressed to be vested in the directors generally, and regulation 89 in Table A shall be modified 
accordingly. 

(c) The directors shall not be required to retire by rotation and clauses 73 to 80 (inclusive) 
in Table A shall not apply to the Company. 

15. (d) No person shall be appointed a director at any general meeting unless either: 

(i) he is recommended by the directors; or 

(ii) not less than fourteen nor more than thirty five clear days before the date 
appointed for the general meeting, notice executed by a member qualified to 
vote at the general meeting has been given to the company of the intention to 
propose that person for appointment, together with notice executed by that 
person of his willingness to be appointed. 

(e) Subject to paragraph (d) of this regulation, the Company may be ordinary resolution in 
general meeting appoint any person who is willing to act to be a director, either to fill a 
vacancy or as an additional director. 

23. Any person who is willing to act as a director, and is permitted by law to do so, may be appointed 
to be a director: 

(a) by a decision of the directors; or 

(b) by the Parent pursuant to article 36(a). 

( ii) The directors may appoint a person who is willing to act to be a director, either to fill a vacancy or as an 
additional director, provided that the appointment does not cause the number of directors to exceed 
any number determined in accordance with paragraph (b) of this regulation as the maximum number of 
directors and for the time being in force. 

BORROWING POWERS 

24. The directors may exercise all the powers of the Company to borrow money without limit as to 
the amount and upon such terms and in such manner as they think fit and subject (in the case 
of any security convertible into shares) to section 55180 of the Act to grant any mortgage, 
charge or standard security over its undertaking, property and uncalled capital, or any part 
thereof, and to issued debentures, debenture stock and other securities whether outright or as 
security for any debt, liability or obligation of the Company or of any third party. 

ALTERNATE DIRECTORS 

25. (a) Any director ("appointer") may appoint as an alternate any other director, or any other 
person approved by resolution of the directors, to: 

(i) exercise that director's powers; and 

(ii) carry out that director's responsibilities, 

in relation to the taking of decisions by the directors, in the absence of the alternate's 
appointer. 

(b) Any appointment or removal of an alternate must be effected by notice in writing to the 
Company signed by the appointer, or in any other manner approved by the directors. 

(c) The notice must: 

(i) identify the proposed alternate; and 
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(ii) in the case of a notice of appointment, contain a statement signed by the 
proposed alternate that the proposed alternate is willing to act as the alternate 
of the director giving the notice. 

16.26. (a) An alternate director shall not be entitled as such to receive any remuneration from the 
Company, save that he/she may be paid by the Company such part (if any) of the 
remuneration otherwise payable to his/her appointer as such appointed may by notice 
in writing to the Company from time to time direct, and the first sentence of regulation 
66 in Table A shall be modified accordingly. 

(b) An alternate director, or any such other person as is mentioned in regulation 65 in Table 
A,  may act as an alternate director to represent more than one director. 

(c) Except as these Articles specify otherwise, alternate directors: 

(i) are deemed for all purposes to be directors; 

(ii) are liable for their own acts and omissions; 

(iii) are subject to the same restrictions as their appointors; and 

(iv) are not deemed to be agents of or for their appointors, 

and, in particular (without limitation), each alternate director shall be entitled to receive 
notice of all meetings of directors and of all meetings of committees of directors of which 
his appointor is a member. 

 
(d) A person who is an alternate director but not a director: 

(i) may be counted as participating for the purposes of determining whether a 
quorum is present (but only if that person's appointor is not participating); 

(ii) may participate in a unanimous decision of the directors (but only if his 
appointor is an eligible director in relation to that decision, but does not 
participate); and 

(i)(iii) shall not be counted as more than one director for the purposes of articles 
26(d)(i) and 26(d)(ii). 

(e) A director who is also , and an alternate director shall be entitled, in the absence of 
his/her appointer, at any meeting of the directors or of any committee of the directors 
to one vote for every director whom he/she represents in addition to his/her own vote 
(if any) as a director, but he/she shall count as only one director for the purpose of 
determining whether a quorum is present. 

DISQUALIFICATION OF DIRECTORS 

27. An alternate director's appointment as an alternate terminates: 

(a) when the alternate's appointor revokes the appointment by notice to the Company in 
writing specifying when it is to terminate; 

(b) on the occurrence, in relation to the alternate, of any event which, if it occurred in 
relation to the alternate's appointor, would result in the termination of the appointor's 
appointment as a director; 

(c) on the death of the alternate's appointor; or 

(d) when the alternate's appointor's appointment as a director terminates. 
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17. The office of a director shall be vacated if he becomes incapable by reason of illness or injury 
of managing and administering his property and affairs, and regulation 81 in Table A shall be 
modified accordingly. 

GRATUITIES AND PENSIONS 

18. (a) The directors may exercise the powers of the Company conferred by clause 3(t) of the 
Memorandum of Association of the company and shall be entitled to retain any benefits 
received by them or any of them by reason of the exercise of any such powers. 

(b) Regulation 87 in Table A shall not apply to the Company. 

PROCEEDINGS OF DIRECTORS 

28. Any director may call a directors' meeting by giving not less than two business days' notice of 
the meeting (or such lesser notice as all the directors may agree) to the directors or by 
authorising the Company secretary (if any) to give such notice. 

29. (a) Subject to article 29(b), the quorum for the transaction of business at a meeting of 
directors is any two eligible directors. 

(b) For the purposes of any meeting (or part of a meeting) held pursuant to article 28 to 
authorise a director's conflict, if there is only one eligible director in office other than the 
conflicted director(s), the quorum for such meeting (or part of a meeting) shall be one 
eligible director. 

30. If the numbers of votes for and against a proposal at a meeting of directors are equal, the 
chairman or other director chairing the meeting shall not have a casting vote. 

31. (a) A decision of the directors is taken in accordance with this article when all eligible 
directors indicate to each other by any means that they share a common view on a 
matter. 

(b) Such a decision may take the form of a resolution in writing, where each eligible director 
has signed one or more copies of it, or to which each eligible director has otherwise 
indicated agreement in writing. 

(c) A decision may not be taken in accordance with this article if the eligible directors would 
not have formed a quorum at such a meeting. 

(d) Where there is only one director that director shall take decisions in the form of 
resolutions in writing. 

32. Where decisions of the directors are taken by electronic means, such decisions shall be 
recorded by the directors in permanent form, so that they may be read with the naked eye. 

33. (a) Subject to sections 177(5) and 177(6) and sections 182(5) and 182(6) of the Act and 
provided he/she has declared the nature and extent of his/her interest in accordance 
with the requirements of the Companies Acts, a director who is in any way, whether 
directly or indirectly, interested in an existing or proposed transaction or arrangement 
with the Company: 

(i) may be a party to, or otherwise interested in, any transaction or arrangement 
with the Company or in which the Company is otherwise (directly or indirectly) 
interested; 

(ii) shall be an eligible director for the purposes of any proposed decision of the 
directors (or committee of directors) in respect of such contract or proposed 
contract in which he/she is interested; 
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(iii) shall be entitled to vote at a meeting of directors (or of a committee of the 
directors) or participate in any unanimous decision, in respect of such contract 
or proposed contract in which he is interested; 

(iv) may act by himself/herself or his/her firm in a professional capacity for the 
Company (otherwise than as auditor) and he/she or his/her firm shall be 
entitled to remuneration for professional services as if he/she were not a 
director; 

(v) may be a director or other officer of, or employed by, or a party to a transaction 
or arrangement with, or otherwise interested in, any body corporate in which 
the Company is otherwise (directly or indirectly) interested; and 

(vi) shall not, save as he may otherwise agree, be accountable to the Company 
for any benefit which he/she (or a person connected with him (as defined in 
section 252 of the Act)) derives from any such contract, transaction or 
arrangement or from any such office or employment or from any interest in 
any such body corporate and no such contract, transaction or arrangement 
shall be liable to be avoided on the grounds of any such interest or benefit 
nor shall the receipt of any such remuneration or other benefit constitute a 
breach of his/her duty under section 176 of the Act. 

34. (a) The directors may, in accordance with the requirements set out in this article 34, 
authorise any matter or situation proposed to them by any director which would, if not 
authorised, involve a director (an "Interested Director") breaching his/her duty under 
section 175 of the Act to avoid conflicts of interest ("Conflict"). 

(b) Any authorisation under this article 34 will be effective only if: 

(i) to the extent permitted by the Act, the matter in question shall have been 
proposed by any director for consideration in the same way that any other 
matter may be proposed to the directors under the provisions of these Articles 
or in such other manner as the directors may determine; 

(ii) any requirement as to the quorum for consideration of the relevant matter is 
met without counting the Interested Director; and 

(iii) the matter was agreed to without the Interested Director voting or would have 
been agreed to if the Interested Director's vote had not been counted. 

(c) Any authorisation of a Conflict under this article 34 may (whether at the time of giving 
the authorisation or subsequently): 

(i) extend to any actual or potential conflict of interest which may reasonably be 
expected to arise out of the matter or situation so authorised; 

(ii) provide that the Interested Director be excluded from the receipt of 
documents and information and the participation in discussions (whether at 
meetings of the directors or otherwise) related to the Conflict; 

(iii) provide that the Interested Director shall or shall not be an eligible director in 
respect of any future decision of the directors vote in relation to any resolution 
related to the Conflict; 

(iv) impose upon the Interested Director such other terms for the purposes of 
dealing with the Conflict as the directors think fit; 

(v) provide that, where the Interested Director obtains, or has obtained (through 
his/her involvement in the Conflict and otherwise than through his/her position 
as a director of the Company) information that is confidential to a third party, 
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he/she will not be obliged to disclose that information to the Company, or to 
use it in relation to the Company's affairs where to do so would amount to a 
breach of that confidence; and 

(vi) permit the Interested Director to absent himself/herself from the discussion of 
matters relating to the Conflict at any meeting of the directors and be excused 
from reviewing papers prepared by, or for, the Directors to the extent they 
relate to such matters. 

(d) Where the directors authorise a Conflict, the Interested Director will be obliged to 
conduct himself/herself in accordance with any terms and conditions imposed by the 
directors in relation to the Conflict. 

(e) The directors may revoke or vary such authorisation at any time, but this will not affect 
anything done by the Interested Director, prior to such revocation or variation, in 
accordance with the terms of such authorisation. 

(f) A director is not required, by reason of being a director (or because of the fiduciary 
relationship established by reason of being a director), to account to the Company for 
any remuneration, profit or other benefit which he derives from or in connection with a 
relationship involving a Conflict which has been authorised by the directors or by the 
Company in general meeting (subject in each case to any terms, limits or conditions 
attaching to that authorisation) and no contract shall be liable to be avoided on such 
grounds. 

MEANS OF COMMUNICATION TO BE USED 

35. (a) Any notice, document or other information shall be deemed served on or delivered to 
the intended recipient: 

(i) if properly addressed and sent by prepaid United Kingdom first class post to 
an address in the United Kingdom, 48 hours after it was posted or five 
business days after posting either to an address outside the United Kingdom 
or from outside the United Kingdom to an address within the United Kingdom, 
if (in each case) sent by reputable international overnight courier addressed 
to the intended recipient, provided that delivery in at least five business days 
was guaranteed at the time of sending and the sending party receives a 
confirmation of delivery from the courier service provider); 

(ii) if properly addressed and delivered by hand, when it was given or left at the 
appropriate address; 

(iii) if properly addressed and sent or supplied by electronic means, one hour after 
the document or information was sent or supplied; and 

(iv) if sent or supplied by means of a website, when the material is first made 
available on the website or (if later) when the recipient receives (or is deemed 
to have received) notice of the fact that the material is available on the 
website. 

(b) For the purposes of this article, no account shall be taken of any part of a day that is 
not a business day. 

(c) In proving that any notice, document or other information was properly addressed, it 
shall be sufficient to show that the notice, document or other information was delivered 
to an address permitted for the purpose by the Act. 

OVERRIDING PROVISIONS 
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36. If any member alone, jointly or acting together with any other member or members (such 
member or members jointly or acting together being hereinafter referred to as the "Parent") 
shall hold not less than 75 per cent in nominal value of the issued shares of the Company as 
confers the right for the time being to attend and vote at general meetings of the Company, the 
following provisions shall apply (but without prejudice to the provisions of section 168 of the 
Companies Act 2006) and to the extent of any inconsistency shall have over-riding effect as 
against all other provisions of these Articles: 

(a) the Parent may at any time and from time to time appoint any person to be a director 
or remove from office any director howsoever appointed in each case by notice to the 
Company; and 

(b) any or all powers of the directors shall be restricted in such respects and to such extent 
as the Parent may be notice to the Company from time to time prescribe and any such 
restriction may be removed or varied in such regard and to such extent as the Parent 
may be notice to the Company from time to time prescribe.  

37. Any such notice as referred to in article 36(a) shall be in writing, served on the Company and 
signed by, or on behalf of, the Parent (where the Parent consists of two or more persons, jointly 
or acting together, any such notice shall be signed by, or on behalf of, each of them).  No person 
dealing with the Company shall be concerned to enquire as to whether the powers of the 
directors have been in any way restricted hereunder and no obligation incurred, security given 
or transaction effected by the Company to, or with, any third party shall be invalid or ineffectual 
unless the third party had at the time express notice that the incurring of such obligation, the 
giving of such security or the effecting of such transaction was in excess of the powers of the 
directors.  

38. Any appointment or removal of a director under article 36(1) shall have effect from the date on 
which the relevant notice is given to the Company. 

19. (a) A director may vote, at any meeting of the directors or of any committee of the directors, 
on any resolution, notwithstanding that it in any way concerns or relates to a matter in 
which he has directly or indirectly, any kind of interest whatsoever, and if he shall vote 
on any such resolution as aforesaid his vote shall be counted; and in relation to any 
such resolution as aforesaid he shall (whether or not he shall vote on the same) be 
taken into account in calculating the quorum present at the meeting. 

(b) Regulations 94 to 97 (inclusive) in Table A shall not apply to the Company. 

INDEMNITY 

39. Subject to article 40, but without prejudice to any indemnity to which a relevant officer is 
otherwise entitled: 

(a) each relevant officer shall be indemnified out of the Company's assets against all costs, 
charges, losses, expenses and liabilities incurred by him/her as a relevant officer: 

(i) in the actual or purported execution and/or discharge of his/her duties, or in 
relation to them; and 

(ii) in relation to the Company's (or any associated company's) activities as trustee 
of an occupational pension scheme (as defined in section 235(6) of the Act), 

including (in each case) any liability incurred by him/her in defending any civil or criminal 
proceedings, in which judgment is given in his/her favour or in which he/she is acquitted 
or the proceedings are otherwise disposed of without any finding or admission of any 
material breach of duty on his/her part or in connection with any application in which 
the court grants him/her, in his/her capacity as a relevant officer, relief from liability for 
negligence, default, breach of duty or breach of trust in relation to the Company's (or 
any associated company's) affairs; and 
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(b) the Company may provide any relevant officer with funds to meet expenditure incurred 
or to be incurred by him/her in connection with any proceedings or application referred 
to in article 38(a) and otherwise may take any action to enable any such relevant officer 
to avoid incurring such expenditure. 

40. (a) Article 39 does not authorise any indemnity which would be prohibited or rendered void 
bay any provision of the Companies Acts or any other provision of law. 

(b) In article 39, companies are associated if one is a subsidiary of the other or both are 
subsidiaries of the same body corporate. 

INSURANCE 
 
41. (a) The directors may decide to purchase and maintain insurance, at the expense of the 

Company, for the benefit of any relevant officer in respect of any relevant loss. 

(b) In this article: 

(i) a "relevant loss" means any loss or liability which has been or may be incurred 
by a relevant officer in connection with that relevant officer's duties or powers 
in relation to the Company, any associated company or any pension fund or 
employees' share scheme of the Company or associated company; and 

(ii) companies are associated if one is a subsidiary of the other or both are 
subsidiaries of the same body corporate. 

 
Every director or other officer of the Company shall be indemnified out of the assets of the 
Company against all losses or liabilities which he may sustain or incur in or about the execution 
of the duties of his office or otherwise in relation thereto, including any liability incurred by him 
in defending any proceedings, whether civil or criminal, in which judgement is given in his 
favour or in which he is acquitted or in connection with any application under section 144 or 
section 727 of the Act in which relief is granted to him by the court, and no director or other 
officer shall be liable for any loss, damage or misfortune which may happen to or be incurred 
by the Company in the execution of the duties of his office or in relation thereto. But this 
regulation shall only have effect in so far as its provisions are not avoided by section 310 of 
the Act. 

(b) Regulation 118 in Table A shall not apply to the Company. 
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Company Number SC179930 

Resolution of the sole director of  

Thistle Housing Services Limited (the "Company") 

made on 19 May 2020 

1 Declaration of interests 

1.1 The sole director considered the nature and extent of any direct or indirect interest that he 
may have in any proposed or existing transaction or arrangement with the Company as 
required by the Companies Act 2006. 

1.2 Following consideration, including consideration of the matters referred to in section 172(1) of 
the Companies Act 2006, the sole director resolved that the following resolution would 
promote the success of the Company for the benefit of its members as a whole. 

2 Business to be considered 

The sole director noted that he was to consider and if thought fit approve the form of special 
resolution as detailed at item 3 below (the "Special Resolution") to be passed by the sole 
shareholder of the Company. 

3 The Special Resolution  

3.1 The sole director considered the Special Resolution in the following terms: 

3.1.1 That the regulations contained in the attached document be and are hereby 
approved and adopted as the Articles of Association of the Company in substitution 
for and to the exclusion of the existing Articles of Association of the Company. 

3.2 It was resolved that: 

3.2.1 the Special Resolution in the above terms be passed as a written resolution of the 
Company; and  

3.2.2 the Special Resolution be circulated to the sole shareholder of the Company entitled 
to vote or receive notice on the circulation date (the "Eligible Member"). 

3.3 Proceedings were adjourned to enable the Special Resolution to be submitted to the Eligible 
Member.  After a short adjournment (in order to allow the sole director to submit the written 
resolution to the Eligible Member), this resolution of the sole director resumed and the sole 
director noted that the Special Resolution had been passed without amendment.  A copy of 
the Special Resolution, duly signed, was considered and the sole director resolved to file the 
Special Resolution at Companies House.  

4 Filing 

4.1 The sole director noted that the following required to be filed with the Registrar of Companies 
and he resolved that Harper Macleod LLP be instructed to make the following filings on the 
Company's behalf: 

4.1.1 the Special Resolution; and 

4.1.2 the new articles of association for the Company. 
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Company Number SC179930 

The Companies Act 2006 

_____________________________________ 

Company Limited by Guarantee and not having a Share Capital 

_____________________________________ 

Written Resolution 

of 

Thistle Housing Services Limited (the “Company”)

27 May 2020 

Pursuant to Chapter 2 of Part 13 of the Companies Act 2006, the sole director of the Company 
proposes that the resolution below is passed as a special resolution ("Special Resolution"): 

Special Resolution 

That the regulations contained in the attached document be and are hereby approved and adopted 
as the Articles of Association of the Company in substitution for and to the exclusion of the existing 
Articles of Association of the Company. 

Agreement 

Please read the notes at the end of this document before signifying your agreement to the Special 
Resolution. 

The undersigned, being entitled to vote on the above Special Resolution on 27 May 2020 hereby 
irrevocably agrees to the Special Resolution. 
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Subscribed for and on behalf of Irvine Housing 
Association Limited  

by  

at Duncan McEachran (Chair) 

on  

before  

 Witness 

 Full Name 

 Address 

  
 

 



Notes 

 

1 If you agree with the Special Resolution, please indicate your agreement by signing and 
dating this document where indicated above and returning it to the Company using one of 
the following method: 

• By hand: delivering the signed copy to [INSERT DETAILS]; 

• Post: returning the signed copy by post to [INSERT DETAILS]; or 

• E-mail: by attaching a scanned copy of the signed document to an e-mail and 
sending it to [INSERT DETAILS].  Please enter "Written resolution" in the e-mail 
subject box.  The original should follow by post. 

If you do not agree to the Special Resolution, you do not need to do anything: you will not 
be deemed to agree if you fail to reply. 

 

2 Once you have indicated your agreement to the Special Resolution, you may not revoke 
your agreement. 
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Date: 26 June 2019 
Subject: Treasury Policy 
Author: Morag Hutchinson 
Sponsor: N/A 
Appendices: Appendix 1: Treasury Policy 
Action: Decision 
Data Class: Public 

 
EXECUTIVE SUMMARY 
 
Treasury management is one of the services wholly provided to Irvine Housing 
Association (IHA) by the Group Treasury Team so it is crucial that the Group Treasury 
Policy is applied consistently across all entities within the Group.  The Group Treasury 
Policy was last reviewed and adopted by Board in June 2019.  Following a review, an 
updated Group treasury policy was made available on REX and Board members invited 
to comment.  The policy is now being presented to IHA Board for adoption.    
 
 
RECOMMENDATION(S) 
The Board is asked to: 
 Agree to adopt The Riverside Group Treasury Policy.   

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
1 Background 
 
1.1 The Riverside Group Treasury Policy, which is designed to be implemented 

throughout the whole Group was adopted by IHA Board in June 2019.      
 
   
 

2 Review process 
 

2.1 The Group Treasury policy is reviewed on an annual basis.   
 

2.2 The review resulted in the following amendments, none of which directly impact IHA. 
 

• Structure of the Finance leadership team 
• Removal of Impact as a separate entity   

 
2.3 The revised policy was approved by the Group Treasury Committee on 15 April. 

 
2.4 It was then circulated to IHA Board members for comment prior to the policy being 

presented to Group Board. 
 

2.5 No questions or suggested amendments were received from IHA Board members. 
 

2.6 The policy was approved by Group Board on 14 May.   
 

 
4 Recommendations 

 
4.1 It is recommended that Board: 

a Agree to adopt The Riverside Group Treasury policy.   
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Date: 18th May 2020 
Subject: Operational Performance 
Author: Heather Anderson 
Sponsor: Paul Hillard 
Appendices: Yes 
Action: Information 
Data Class: Public 

 
 
EXECUTIVE SUMMARY 
This paper and appendices sets out performance across the operational KPIs as at the 
end of Period 1 of 2020, and the proposed changes to KPIs and performance dashboards 
for the following year.  
 
RECOMMENDATION 
The Board is asked to consider and note the performance position and planned changes 
to KPIs and performance dashboards. 
 

 
 
1 Background 
 
1.1 Performance against the current agreed KPIs is reported to each Board 

meeting using the newly developed performance reporting system, Tableau. 
The dashboards as at the end of Period 1 of 2020 are attached to this report 
as Appendix 1. 

 
2 Performance Context 

 
2.1 The agreed KPIs for 2019/20 for Irvine are: 

 
 Total unadjusted arrears.    
 Void rent loss. 
 Rent Evictions 
 Repairs timescales. 
 Compliance 
 Tenancy Turnover 
 Tenancy Sustainability 
 Overall satisfaction 
 Listening to Views 
 Repairs and Maintenance 
 Latest Repair satisfaction 
 Complaints Handling 
 Complaints resolved at first stage. 

 
 

3 Performance update and analysis 
 

3.1 Performance continues to remain out-with target across all customer 
satisfaction KPIs, with the exception of complaints resolved at first stage. 



Irvine Housing Association – Board Meeting   Item: 5.7 
 

However, the monthly overall satisfaction has increased again to almost 84%. 
A new Customer Plan for Irvine has been developed which sets out more 
detailed and comprehensive actions to try and drive forward improvements, 
and which reflects the new overarching Group plan. Work is also underway with 
Group’s Customer Insight Team to review current methodologies used for 
gathering customer feedback, however some of this work has been placed on 
hold due to the Covid-19 pandemic. 
 
A customer involvement exercise seeking customer feedback on areas of 
dissatisfaction is being developed, and monthly information bulletins will 
commence from June 2020, which will outline planned capital improvements, 
how rental income is used, and value for money achieved on an ongoing basis, 
as well as an emphasis on ‘You said, We Did’ approach. The Association held 
our second online ‘question time’ with Managers in May which went well, with 
a number of customers contacting us and raising issues through this facility. 
This approach will be rolled out more widely throughout 2020 and each session 
will focus on a particular service area. Steps have been taken to procure a text 
messaging service through which we can contact customers via text message 
to provide them with service information and updates. 
 
During the monitoring period eight tenants who had made a complaint 
responded to our survey saying they were very dissatisfied with how their 
complaint was handled. Each of these complaints relates to repairs and 
discussions are ongoing with contractors and Asset staff to identify any key 
themes or issues and actions for improvement.  

 
 Since the Covid-19 outbreak Housing staff have been focusing on carrying out 
welfare calls to our tenants, asking them about their health and well-being 
during the current crisis. These calls have been well received and we will be 
looking to build on this proactive approach to improve our overall customer 
satisfaction going forward. 
 

3.2 Average arrears levels have seen a decrease over the past five weeks. This is 
due largely to the non-charging fortnight and some targeted arrears work 
carried out prior to year-end.  However, as a result of the Covid-19 pandemic 
we have seen a significant increase in weekly arrears figures in the past 
fortnight and are likely to see this continuing as the impact of Covid-19 is felt 
by our tenants. Work is ongoing to develop an Income Recovery Plan focusing 
on how we manage the transition back to ‘normal’ arrears recovery processes 
and procedures, in line with legislation and Government guidance. 
 
 

4 Next steps 
 

4.1 Work has been ongoing with colleagues across Group to agree new 
performance KPIs for 2020/21. The impact of Covid-19 has meant that 
performance targets have not been able to be set as yet and performance 
dashboards have yet to be finalised. However key changes will be: 
 
 Moving to 4 weeks arrears average figure instead of 5 weeks. 
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 Inclusion of a KPI relating to Arrears movement. 
 KPI for Former Tenant Arrears. 

 
Proposed changes will be made to the Irvine Cash Leakage and Operational 
performance dashboards. The Irvine Customer Satisfaction dashboard will 
remain the same. These revised dashboards will be circulated to Board as soon 
as they are finalised. 
 
 

5 Recommendations 
 

5.1 As described in the Executive Summary. 
 



Irvine Performance 
Dashboards
As at Period 1 End (03/05/20)
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Refusals
0%

6 Lets with 0 
refusals

Commentary:
• Gas compliance has fallen due to the current 

Covid-19 pandemic and restrictions placed on 
entering properties where tenants are ill or 
self isolating. 



Commentary:
• Latest satisfaction is as at 31 March 2020 as 

satisfaction surveys are not currently being 
carried out due to Covid-19.

• No real improvement across satisfaction 
measures due to the focus of services on 
Covid 19. Anecdotally the welfare calls have 
been very well received and we will be looking 
to build on this proactive approach to improve 
satisfaction going forward.

• A new complaints process and performance 
framework is being adopted which should 
enable us to drill down further to determine 
how complaints have been handled by Irvine 
service staff.



Commentary:
• Five week arrears are currently within 

target. This is due to the impact of non 
charging fortnights and targeted work prior 
to year end.

• We expect arrears to increase as a result of 
the pandemic and work is ongoing to 
develop an Income recovery plan targeted 
to specific ‘at risk’ tenants and those 
affected by Covid 19, with more proactive 
use of text message in the absence of 
visits.

• Void rent loss is out-with target due to 
allocations restricted to homeless 
households, and significant void works 
which cannot be carried out due to Covid
restrictions.
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Date: 27th May 2020 
Subject: Managing Director’s Report 
Author: Paul Hillard (paul.hillard@irvineha.co.uk) 
Sponsor: N/A 
Appendices: None 
Action: Noting 
Data Class: Public 

 
EXECUTIVE SUMMARY 
 
This Report is provided to Board to give an update on the following matters where no 
formal decisions are required at this time: 

• Corporate Plan 2020 to 2023 

• Rule Change 

• Annual/Special General Meeting 

• Board Succession Planning 

• Data Incident Claim 
 
RECOMMENDATION 
 
 It is recommended that Board Members note and comment on the contents of this 

Report. 
 

 



 

 
1 Corporate Plan 2020 / 2023 
 
1.1 The first phase of consultations on the new Irvine HA Corporate Plan have been 

completed. This has included consultation exercises with the customer panel and the 
full staff team, meetings with the Scottish Housing Regulator and senior housing 
officers from the three Ayrshire Councils and Dumfries and Galloway Council, and a 
presentation to the Riverside Executive Team. 
 

1.2 There has been general support for the key themes of People, Homes and Place 
discussed by Board at the January 2020 Strategy Event. The key message from 
customers, colleagues and our local authority partners has been for a focus on asset 
management with regeneration of our neighbourhoods and investment in homes. 
 

1.3 A draft of the Corporate Plan is now available on the REX for comment by Board 
Members and second stage consultation is now underway with customers. 
Colleagues and key stakeholders. 
 

1.4 As discussed at the last Board meeting the timetable for the approval of the Corporate 
Plan has, intentionally, been slipped to approval at the July Board meeting. This will 
allow an assessment of the impact of the COVID-19 pandemic which is likely to 
influence targets and the timetable for initiatives and projects. 
 

2 Rule Change 
 

2.1 As previously instructed by Board work has been progressed to initiate a change in 
the Association’s Rules. The initial reason for the proposed rule changes was to 
remove the specific requirement for a defined number of tenant representatives on 
the Board. In discussion this has been extended to align the Rules with the content 
of the SFHA’s Model Rules 2020, and to ensure that the language in the Rules is 
gender neutral. 
 

2.2 The alignment of IHA’s Rules to the SFHA Rules is leading to a more significant and 
numerous changes than anticipated. Work is well progressed but, after discussion 
with the Chair, it was felt that a single issue Board meeting should be convened to 
consider the changes. The timetabling of this will be considered at this meeting. 

 
2.3 Once Board have approved the new Rules they will then be recommended to The 

Riverside Group Ltd. Board and Shareholders for adoption. It is still anticipated that 
this can be achieved by the end of July 2020, subject to the constraints on General 
Meetings set out in item 3 below. 
 

3 Annual/Special General Meeting 
 

3.1 The proposed Rule Changes will require the convening of a Special General Meeting 
of the Association’s shareholding members. The association is also required to carry 
out an Annual General Meeting within 6 months of the financial year end, by the end 
of September 2020. 
 

3.2 In view of the provisions of the Coronavirus (Scotland) Act 2020 it is currently illegal 
to have a gathering of more than 2 people in any public place. This effectively makes 
the convening of any General Meeting impossible. 



 

 

3.3 The timing of a General Meeting will therefore be subject to the lifting of lockdown 
and the specific provisions relating to the gatherings of people. It is also likely that 
even with a slight lifting of lockdown measures any meeting will require social 
distancing to be maintained. The situation will be monitored closely and options for a 
socially distanced General Meeting are being considered. 

 
4 Board Succession Planning 

 
4.1 As previously advised to Board the first stage of the Association’s Board succession 

planning strategy is for Board to consider again the position on remuneration. A 
proposal to assist the Board with this process has been received from North Star 
consulting. It is intended to complete this process over the summer. 
 

5 Data Incident Claim 
 

5.1  
 

  
 
 
 

 
  

 
 
6 Recommendation 

 
6.1 It is recommended that Board Members note and comment on the contents of this                                                                                                                                   

Report.  
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Date: 27 May 2020 
Subject: Annual Write Off 
Author: Morag Hutchinson 
Sponsor: N/A 
Appendices: Appendix 1: Schedule of Write Offs 
Action: For information 
Data Class: Public 

 
EXECUTIVE SUMMARY 
 

This report provides Board with information on all debts written off or written on during the 
2019/20 financial year.   

 
RECOMMENDATION(S) 

The Board/Committee is asked: 
 To note and comment on the report 

 
 
 

1 Background 
1.1 The Financial Regulations state: 

“Current tenant debt will only be written off where there are legislative reasons for doing so 
e.g. sequestration, protection via trust deed” 

“Former tenant debt can only be written off once all avenues for recovery have been 
exhausted. The Former Tenant Arrears team will carry out a range of tracing techniques for 
all debts which are economic to recover” 

 

2 Write Offs 

2.1 Appendix one provides information on all debts that were written off or written on during the 
financial year 2019/20. 
 

2.2 Former tenant transactions have been administered by the Former Tenant Arrears team in 
Speke.  These transactions have been approved in line with Group regulations. 
 

2.3 Current tenant transactions have been administered by the Housing Services team in Irvine.  
These transactions have been approved in line with Irvine regulations. 
 

2.4 A total of 37 debts valuing £14,960.39 were written off in the year.  
 

2.5 There is no need to seek further approval for these transactions as they all fall within officer 
limits in the scheme of delegation. 
 

3 Recommendation 
3.1       It is recommended that Board note and comment on the report.  



Value
Tenant / 
Owner

Date of 
Write Off

Status @ date of 
write off

Reason for Write Off

Total 14,960.39

Reason for Write Off Number Value
Admin Error 1 338.22
Bankrupt 2 3,512.20
Deceased 12 3,945.02
Disputed charge 3 472.58
Incentive 5 402.73
Other 0 0.00
Sequestration 2 1,722.80
Trust Deed 8 7,601.18
Uneconomical 1 11.83
Write On 3 -3,046.17

Value Volume Value Volume
Former 3,176.25 22 155.40 1
Current 11,628.74 14 0.00 0
Total 14,804.99 36 155.40 1

Tenancy Reference

Tenants Owners
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Date: 27-05-2020 
Subject: Equality, Diversity & Inclusion Action Plan 
Author: Anne-Marie Fox-Smith 
Sponsor: Paul Hillard 
Appendix: 1. 2020 EDI Action Plan Monitoring Sheet  
Action: N/A – information paper 
Data Class: Public 

 
EXECUTIVE SUMMARY 
 
This paper provides an update on the 2020 Equality, Diversity & Inclusion Action Plan and the 
progress being made to achieve it. 
 
RECOMMENDATION 
 
The Board is asked: 

1. To note the contents of the 2020 Action Plan Monitoring Sheet. 
 

 
 
1 Background  
 
1.1 In September 2017, the Board approved a new Equality, Diversity and Inclusion (EDI) Policy 

which was updated and approved in May 2019.  In 2017 it was agreed that an associated 
action plan flowing from the policy would be presented to Board bi-annually.  The last update 
to Board was at its meeting in November 2019 when the new plan for 2020 was shared. 
 

1.2 Work continues within the Association to embed the ethos of equality and to ensure that the 
environment we create is inclusive for customers and staff alike.  This work has included 
running in-house wellbeing sessions for staff and inviting speakers from the Art of Brilliance 
and the NHS' Healthy Working Lives to our staff conference in February, both of whom were 
very well received.   
 
Since day-to-day living changed due to the current coronavirus pandemic, senior officers 
have been acutely aware of the potential impact this could have on the individual wellbeing 
of customers and staff alike.  Wellbeing calls to customers commenced to ensure people 
have access to the support and services that they require, with follow-up calls offered for 
those that would like us to continue to check in with them.  This began with calls being made 
to the over 65s, but this is now being extended to younger customers too. Line managers 
are contacting their teams on a daily basis and a fortnightly full staff meeting is taking place 
virtually. 
 

2 Action Plan 
 

2.1 The updated 2020 EDI Action Plan Monitoring Sheet can be found at Appendix 1 and details 
our progress and results to date.   

 
 
3 Scottish Housing Regulator (SHR) 
 
3.1 In its Regulation of Social Housing in Scotland, Our Regulatory Framework, the SHR has 

underlined the importance it places on equalities and human rights, by introducing a new 
requirement for social landlords to: 
 



• Have assurance and evidence that it considers equality and human rights issues 
properly when making all of its decisions, in the design and review of internal and 
external policies, and in its day-to-day service delivery 

 
As well as to continue collecting data relating to each of the protected characteristics for 
existing and new tenants, waiting list applicants, governing body members and staff.  

 
 

4 Risk 
 

4.1 Failing to implement the EDI  Policy could result in a number of significant risks arising 
including: 

• reputational damage caused by not providing services equally to all parts of 
the community; 

• exposure to legal claims for unfair treatment; 
• not providing the right support to those who need it; and 
• not harnessing the skills of employees and the governance community. 

 
5 Recommendation 

 
5.1 It is recommended that the Board notes the contents of the 2020 EDI Action Plan Monitoring 

Sheet. 



Key:
Completed
Up to one month slippage 
Over one month Slippage 

Equality, Diversity & Inclusion Action Plan 2020
Customer Objectives Detail Outcomes Deadline Owner Update 
1. Getting to know our customers Continue to collect customer diversity 

information, ensuring that it is stored securely 
and meets the GDPR.  We will use this 
information to better understand the needs of 
our customers and identify and shape our 
services accordingly.

IHA will provide tailored services that are 
accessible to all customers, taking into 
account individual needs wherever possible.

Dec-20 HA  Tenants are asked to complete E&D information at the point of 
applying for housing and at tenancy sign up stage.  Data is routinely 
gathered on tenants who are assessed as having a need for 
adaptations.

2. Supporting our customers Continue to work closely with local community 
organisations and health services representing 
specific groups ensuring that our Tenancy 
Sustainability Team are equipped with the 
knowledge they need to engage with and 
support our most vulnerable customers.

To ensure that we understand and can 
identify our customers' needs and signpost 
them to the right agencies to offer support at 
the time when they need it most. 

Jun-20 HA Due to the threat of Covid-19 we began contacting all tenants aged 65 
or older to offer support and signposting people if they require 
assistance, linking in with the council's community planning 
partnerships where appropriate.  This was then extended to the over 
45s, with regular call backs offered to all those contacted should they 
wish.  The tenancy sustainability team are also providing greater 
support to homeless households leaving hostel accommodation for a 
new tenancy, doing what we can to ensure that they have what they 
need to set up their new home. 

3. Involving our diverse communities Analyse the profile of our Customer Panel to 
understand how representative its 
membership is.  Using the results of this 
analysis, try to recruit more members from 
any under-represented groups from our 
communities.

To ensure that the opinions from our 
Customer Panel are more likely to be 
representative of our whole communities, to 
ensure that decisions to shape our services 
are made in a way that will benefit the most 
customers and not exclude any groups. 

Jul-20 MH We are currently promoting Customer Panel membership to increase 
membership, analysis will then be carried out.

Staff Objectives Detail Outcomes Deadline Update 
1. Getting to know our staff Continue to encourage 100% of staff to 

complete their diversity profile on the HR 
system.

IHA will have a clear evidence base to 
understand and address key and emerging 
issues in its workforce. It will also be able to 
ensure that throughout their employment, 
all employees are treated fairly and with 
respect

Dec-20 PH Ongoing. 

2. Promoting our staff groups Increase local involvement where appropriate 
in the Riverside Group's three staff groups 
which represent different diversities:
* ENABLE
* Spectrum
* ORIGIN

Staff feel they have a 'voice' in the wider 
organisation and have an opportunity to be 
heard, by helping to influence and shape 
policies and services.

Jun-20 PH We supported the 'Time to Talk' drop in in at the start of February, 
which was well-attended by staff from Irvine HA and Riverside's 
Shared Services. We promoted staff wellbeing at our Staff Conference, 
which included sessions on the staff groups, as well as speakers from 
the Art of Brilliance and the NHS' Healthy Working Lives.  During the 
Covid-19 lockdown, daily contact between managers and staff is taking 
place, as well as fortnightly whole team meetings via video 
conference.  Resources are also being made available via Group to 
support colleagues.
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3. Creating an inclusive environment for 
customers and staff

100% of staff to have undergone equality and 
diversity e-learning. 
100% of managers to have undergone 
unconscious bias training.

IHA will ensure that all staff and customers 
are treated with fairness, respect and 
dignity.  We will aim for a working 
environment which is free from unconscious 
bias, discrimination, harassment and 
bullying.

May-20 PH Complete.

4. Embedding a culture of fairness and respect At team meetings, directors will facilitate 
regular E&D 'tool box talks' or 'did you know' 
quizzes.  Topics will relate to key issues that 
have been identified as relevant to our locality 
for instance; disability and long-term chronic 
health conditions; mental wellbeing; LGBT, 
and; sectarianism

A powerful message is cascaded across the 
business, helping to embed a culture of 
fairness, respect and dignity throughout IHA.

Aug-20 PH Ongoing. 
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Subject: Formal Customer Involvement Strategy Update 
Author: Anne-Marie Fox-Smith 
Sponsor: Morag Hutchinson 
Appendices: Appendix 1 – Customer Involvement Structure 

Appendix 2 – 2019-20 FCI Strategy Implementation Plan 
Action: Noting and comment as necessary 
Data Class: Public 

 
EXECUTIVE SUMMARY 
 
The purpose of this Report is to update the Board on the progress to date on the 
implementation of the Formal Customer Involvement Strategy, including the key 
achievements to date and how we intend to continue its implementation.   
 
RECOMMENDATION 
 
 It is recommended that Board Members note and comment on the contents of this 

Report. 
 

 



 

 
1 Background 
 
1.1 Board approved the Association’s Formal Customer Involvement Strategy at its 

meeting in March 2019. 
 

1.2 The Strategy represented a step change in approach, as it focussed on increasing 
involvement and representation through digital means as, having completed an 
extensive customer consultation, it was clear that many of our tenants already had 
access to online services.  However, whilst this was the case, there was still a 
significant proportion of tenants who either did not have, or did not wish to use the 
internet to engage with us.   
 
So, whilst it was important to offer new opportunities for customers who had perhaps 
never engaged with us previously due to the traditional format that had been on offer, 
we also decided to maintain offline options to ensure that the approach was inclusive 
and representative as possible.  Appendix 1 outlines the strategy’s approach. 
 

1.3 One of the key changes was the introduction of the customer panel, a virtual body of 
customers, willing to engage and participate in consultations, surveys and scrutiny 
activity.  The majority of members have joined the customer panel as fully fledged 
online members, however, some customers have opted to join the offline version 
(which works in exactly the same way).  
 
Whilst good progress has been made in expanding membership of the customer 
panel, the aspiration remains to grow the panel further so that engagement becomes 
more truly representational of our customers.  

 
 
2 Implementation Plan 

 
2.1 The Implementation Plan sets out the individual tasks required to implement the 

strategy as well as tracking our progress and performance. This can be found at 
Appendix 2.  As it stands, we have completed 81% of the actions agreed when we 
initially commenced the implementation of the strategy.  
 

2.2 Year one of the strategy has been productive and resulted in a number of key 
achievements including: 

 
a Creation of our Customer Panel which, at the time of writing, now has 73 

members, 65 online and 8 offline. We started the panel with 34 customers 
after contacting respondents to the “Future Delivery of Services” 
consultation which informed the development of the strategy. Membership 
has since increased by 39 through frontline officer referrals and contacting 
customers who respond to our satisfaction survey. 

b Development of a new scrutiny approach.  Our customer panel members 
are now emailed (or sent, if they are offline) our performance information 
and given the opportunity to vote for the area they would like to see 
scrutinised.  They are also given the opportunity to volunteer for online and 
offline scrutiny activities. The first scrutiny exercise which was carried out 
on the “Satisfaction with Quality of Home” was successful and completed 



 

within an 8 week timeframe by volunteers who had never previously been 
involved in a scrutiny exercise.  

c Our first Service Update was emailed direct to customers with a valid email 
address, and posted to those we hold no email address for, in August 2019. 
It included articles on our capital investment programme, ‘you said, we did’ 
section on customer feedback and promoting our customer panel. 

d A review of our Landlord Report was carried out last year, which included a 
customer consultation on its content and how we publish the report.  The 
consultation highlighted that some customers were not aware of this 
publication. In response, we emailed the Landlord Report directly to all of 
our customers with a valid email address and provided printed copies at our 
sheltered housing units and local community centres. 

e Six Customer Panel surveys have now been carried out and we are seeing 
the response rate steadily increase with each survey. We have noted that 
volunteers for online and offline customer involvement opportunities are 
being taken up by different customers each time which suggests that our 
approach is working as customers take part in activities they are interested 
in and at a level they feel comfortable with. 

 
2.3 There are a few areas where we have not been able to make as much progress as 

we had anticipated.  Individual comments have been entered at Appendix 2.  These 
actions will be reviewed and included in the year two Implementation Plan as 
appropriate.  
 

 
3 Measuring our Success 
 
3.1 The strategy stated that following approval, an implementation plan would be 

developed along with a number of key performance indicators which would be 
provided to Board.  

 
3.2 As implementation of the strategy progressed, it became clear that developing 

specific and meaningful indicators was not as straightforward as it had been 
anticipated due to a number of factors.  However, it is clear from the number of actions 
that have been successfully completed in the first year of the strategy (81%), and the 
number of key achievements that have been accomplished, that sustained progress 
is being made.  

 
3.3 In developing the year two implementation plan, we will consider the key outcomes 

and achievements that demonstrate that strategy continues to be successfully 
delivered. 

 
 

4 Recommendations 
 

4.1.1 It is recommended that Board Members note and comment on the contents of this 
Report. 





Key:
Target Date
Up to one month slippage (Reason and new target detailed in 
comments)
Over one month Slippage (Reason and new target detailed in 
comments)
Completed

Ref. Initiative Actions Team Lead 
Officer

Target Date Amended 
Target date

Comments

Internal: Raising awareness across teams of the strategy. Service Delivery PPM Apr-19 Communication provided to staff via Team Meeting and individual departmental 
meetings; Service Delivery, Planning, Income Collection, CSC, Sheltered

External: Promotion via Service Update Service Delivery LMcL May-19 Included in first Service Update, website, social media with subsequent follow-up 
actions

External: Promotion in the community Planning PPM May-19 Letters sent to RTOs, publicised in community centres etc. leaflet created for 
customers

Training on customer involvement options Planning LMcL Apr-19 Included in strategy launch
Assign actions and responsibilities to front line workers Neighbourhood 

Services
JW Apr-19 Frontline workers providing sign ups via offline sign up form and referring customers 

to Customer Involvement Officer (CIO) by email for web sign up
1.c STAR Survey Shift to 80:20 telephone and online survey from April 2019 MICI MM Apr-19 Complete

Review of tenant Board member recruitment Governance MD May-19 Complete
Implement new recruitment process Governance DB Jun-19 Online information and expression of interest form on website
Assessment of coverage and effectiveness Planning LMcL May-19 Complete
Discuss recommendations with RTOs to make improvements Planning LMcL Mar-20 Aug-20 Coverage of our RTOs has been assessed.  How we can better utilise meetings to 

provide information is being considered as well as how to provide advice/ guidance 
so an RTO has a wider reach.  Meetings are currently suspended, but this action will 
continue once they restart.

Work with RTOs to increase membership Housing LMcL Mar-20 Aug-20 As above, we will work with RTOs when meetings back up and running

Ref. Initiative Actions Team Lead 
Officer

Target Date Comments On Progress

Establish clear content guidelines and format Planning LMcL Mar-19 Complete
Engage marketing, agree methodology Planning LMcL Apr-19 Agreed the process for finalising IHA Service Update content & timescales with 

Marketing
Plan for rolling 12 months Marketing LMcL Apr-19 As above
Create a plan to increase rate of email distribution Planning LMcL Apr-19 CSC now collect email addresses when confirming contact details on calls
Define strategic approach to provision of online information Service Delivery HA Jun-19 Complete
Determine use of social media for providing information / updates Marketing SJ Jun-19 Agreed that useful information to be passed to Marketing on weekly basis from 

across the business - Marketing can add to social media/ website/ service updates

Implement sharing of online information Marketing SJ Jun-19 As above
2.c Annual Review / 

Landlord Report
Review methods of feedback to ensure publications are open and 
accessible for customers

Planning LMcL Jun-19 We are including information from online publications in our service updates to 
reach online and offline customers. Care is taken to ensure offline customers are 
made aware of publications and how to access them. 

2.d Owners Review overall strategy for factored for owners Service Delivery HA Jul-19 Decision was taken to put this on hold due to other priorities. 

Service Updates2.a

2.b Online information

1. Encourage more representative customer involvement

2. Keeping our customers informed

1.b Front line worker 
engagement

1.d Increase Tenant Board 
Membership
Promote RTO 
Membership

1.e

Strategy Launch1.a
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Identify offline feedback mechanisms Planning LMcL Apr-19 Frontline services made aware of surveys and ways customers can provide feedback 
online or offline to promote to customer.

Develop processes to combine offline feedback alongside online 
feedback.

Planning LMcL Apr-19 We currently ensure offline surveys are the same as the online version - this allows 
us to combine the online and offline feedback and we can provide accurate analysis 
of feedback from our customer base.

Identify ways to encourage channel shift where possible Planning LMcL Jun-19 Feb-20 Alongside Service Delivery and Marketing our customers have received 
communication via the service updates with promotion of our online customer 
panel.
Each offline customer panel member was contacted at time of offline sign up to 
determine if they were able to join online or required help. The offline membership 
will be monitored and offline survey carried out to identify the barriers they face 
getting online - reviewed every quarter.

Ref. Initiative Actions Team Lead 
Officer

Target Date Comments On Progress

Contact customers from the Future Delivery of Services 
Consultation 

Planning LMcL Apr-19 Customer Panel membership after contacting Future Delevery of Services 
respondants: 34 
No. of members as at April 2020: 74 (67 online, 7 offline)

Identify customer points of contact and opportunities to increase 
membership

Planning LMcL May-19 Contacting and promoting to customers who provide feedback via our satisfaction 
survey on a monthly basis, frontline workers referring customers to FCI officer from 
call-backs carried out.

Increase membership of customer panel - Marketing plan Marketing BMP May-19 promotion via social media and website - Promotion and marketing campaigns to be 
included in Marketing plan going forward

Increase membership of customer panel - Frontline Workers Neighbourhood 
Services

JW Dec-19 Referrals and sign ups increased from asset team - through callbacks to customers 
who highlighted dissatisfaction in STAR survey, also through visits to properties and 
discussions with tenants.

Develop timetable for engagement with customer panel Planning LMcL Sep-19 Jul-20 Initially created to September 2019 - this has been extended to July 2020 to include 
customer plan / corporate plan actions

Devise reward scheme for all customer involvement Planning LMcL Sep-19 Initially we agreed to offer prize draws to promote and encourage sign ups as well as 
vouchers for participation in a scrutiny focus group or scrutiny exercise. This was 
reviewed and a new reward scheme has been drawn up to include all customer 
involvement. This will be reviewed once fully implemented to ensure the rewards 
are appropriate and welcomed by our customers - allowing for changes suggested at 
the review point to be considered.

Refe
renc

Initiative Actions Team Lead 
Officer

Target Date Comments On Progress

Develop a timetable for a scrutiny activity Planning LMcL Apr-19 Complete
Identify options for a scrutiny activity Planning CC Jun-19 Analysis of ARC performance was presented to customer panel members with top 4 

least performing areas highlighted - customer panel members were then given an 
option to vote which area they would most like to be scrutinised.

Engage with Customer Panel Planning LMcL Jun-19 Analysis of ARC performance was presented to customer panel members (online 
and offline) with the top 4 least performing areas highlighted - customer panel 
members then given option to vote (in a survey) which area they would most like to 
be scrutinised.

2.e Offline feedback 
mechanisms

3. Developing our customer panel

4. Making scrutiny more accessible for more

Customer Panel3.a

3.b Engagement Plan

Scrutiny Plan4.a



Identify Scrutiny team Planning LMcL Jul-19 Customer panel members expressed interest in volunteering for focus group or 
individual scrutiny activities via the survey at time of voting (above)

Conduct Scrutiny Activity Planning LMcL Aug-19 Started beginning of July - complete by end of August
Evaluate the process Planning LMcL Sep-19 Key areas for improvement identified - build in extra time to carry out scrutiny 

activities and allow for potential additional support based on customers' skill level

Develop effective ways to share scrutiny reports with customers 
and staff

Planning LMcL Aug-19 In conjunction with Marketing - via service update (online and offline) our website 
and social media.  Also shared with RTOs.

Create timetable for review and implementation of reports Planning LMcL Aug-19 Timeline diarised to allow relevant managers to provide updates when actions are 
completed.

Refe
renc
e

Initiative Actions Team Lead 
Officer

Target date Comments On Progress

5.a Review of Customer 
Feedback

Rev ew information available via:
● SMS Survey
● STAR Survey
● Contractor-led survey
● Complaints
● Compliments

Planning CC

Feb-20 Aug-20

It was agreed to place this on hold whilst BI&I reviewed all feedback systems in use 
by Group. Target extended to reflect this. 

5.b. Feedback Reporting Agree the data and process to communicate feedback to our 
customers.

Planning CC
Aug-19

 'You said we did' section is included within our service update - we will continue to 
build on this.

Refe
renc
e

Initiative Actions Team Lead 
Officer

Target date Comments On Progress

6.a RCV Executive Agree role of Irvine HA nominee FCI LMcL Jan-20 Jul-20 The target date for this has been extended as new ways of working embed within 
the RCVE and the most effective role can be agreed for IHA.

Develop information flow or exchange principles FCI LMcL Oct-19 Jul-20 In conjunction with Group FCI manager 
- currently sharing scrutiny reports 
- Reviewing possibility of including a report of highlights from RTOs provided to FCI 
Officer from each of Irvine's RTOs,  which is then given to the RCVE, with the RCV 
hubs providing similar report -these reports are exchanged and local RTOs/RCV 
Hubs can request further information on anything they feel is best practice and 
would like to know more. 

Review flow of information and identify improvements FCI LMcL Mar-20 Nov-20 In conjunction with Tonia - review date will be set when process in place

RCV 6.b

6. Good practice exchange with Riverside Customer Voice

5. Linking customer feedback to customer involvement

 

4.b Scrutiny Reports
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