
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 trading as Riverside Scotland.

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

t/a Riverside Scotland in breach of the Data Protection Act 2018.
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1. Executive Summary 
 
Welcome to the Riverside Scotland Service Improvement Group Voids Management 
Scrutiny Exercise Report. Since June 2023, Service Improvement Group (SIG) 
members have been independently reviewing and assessing Riverside Scotland’s 
voids management policy and processes. 
 
The SIG was established in June to represent customers of Riverside Scotland’s 
housing services. The SIG has a core membership of five participants, with the 
following aims and objectives: 
 

▪ To operate on behalf of tenants and customers and work in partnership with 
Riverside Scotland to help ensure it provides customer-centric services of the 
highest standard. 

 
▪ To strive, through investigation, analysis, and discussion, in a spirit of 

cooperation and collaboration to achieve the best service performance 
possible. 

 
▪ To develop greater customer influence in decision making on services and the  

functions of the housing service. 
 
Following Riverside Scotland’s reducing percentage of tenants satisfied with the 
quality of their home, combined with increasing re-let timescales, it was 
acknowledged and agreed that Riverside Scotland’s voids management policy and 
processes provided an excellent opportunity for a SIG scrutiny exercise. 
 
The SIG, Riverside Scotland and TIS agreed that a customer-led scrutiny exercise 
be undertaken to allow customers to understand and experience the voids 
management process. 
 
This report provides an independent Tenant-Led Inspection review and evaluation on 
behalf of the SIG. 
 
The scope of the review included: 
 

▪ To carry out an independent review of Riverside Scotland’s Voids 
Management Policy (incl. Letting Standards) and voids management 
processes; and 

▪ To identify areas of good practice and additionally make recommendations 
where appropriate. 

 
The SIG followed an agreed work plan which included the following key stages: 
 

a) Review of information and relevant fact finding 
▪ Scottish Housing Quality Standard (SHQS) context 
▪ Scottish Housing Regulator (SHR) context 
▪ Scottish Social Housing Charter context 
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prior to exiting a property. The SIG 
identified areas of good practice when 
comparing with comparative peer 
groups’ Tenancy Handbooks and 
website information. 
 
The SIG acknowledged Dalmuir Park 
Housing Association’s ‘A Guide to 
Giving Up Your Tenancy’ as good 
practice for consideration. 

(incl. exit checklist) to outline 
tenants’ responsibilities prior to 
termination of tenancy. 

 

The SIG acknowledged good practice 
and personal experience of previous 
social landlords undertaking mandatory 
pre-termination and collection of keys 
face-to-face within properties.  

16. The SIG recommend Riverside 
Scotland implement a mandatory 
pre-termination (incl. collection of 
keys) process to take place face-to-
face within the property to maximise 
opportunities to assess the condition 
of properties. 

The SIG acknowledged good practice 
from North Ayrshire Council who include 
a list of common rechargeable repairs 
with associated costs within their 
standard pre-termination letters to 
tenants. 

17. The SIG recommend Riverside 
Scotland implement a breakdown of 
common rechargeable repairs and 
associated costs within the 
standardised pre-termination letters 
to tenants. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

7 

 

2. Foreword 
 

Welcome to the Riverside Scotland Service Improvement Group (SIG) Voids 
Management Scrutiny Exercise Report. Since June 2023, SIG members have been 
independently reviewing and assessing Riverside Scotland’s voids management 
policy and processes. 
 
The SIG has a core membership of five individuals. Membership of the SIG is 
collectively competent with individual members understanding scrutiny in a strategic 
context whilst working together within the core standards. 
 
We would like to take this opportunity to thank staff and customers who participated 
in the review, making it a positive and valuable exercise. 
 

2.1 The Riverside Scotland Service Improvement Group 
 
The SIG is a group of tenant and customer representatives who meet independently 
to work collectively to review Riverside Scotland’s services. This is known as 
“Scrutiny”. Our overall aims are to: 
 

▪ Learn more about Riverside Scotland’s policies, procedures, and service 
delivery 

▪ Understand how services are provided to customers 
▪ Understand customers views on the services provided  
▪ Consider what works well and what could be improved, and 
▪ Make recommendations for changes or improvements to Riverside Scotland’s 

Senior Management and Board. 
 

We work to a set of agreed core standards and follow a determined Terms of 
Reference and Code of Conduct.   
 
We undertake our work through Tenant-Led Inspections (TLI’s), interviewing and 
shadowing staff, reviewing information about Riverside Scotland’s services and 
performance, gathering feedback from other customers, comparing, and 
benchmarking against other landlords and reviewing housing and service standards 
set by the Scottish Government within the Scottish Social Housing Charter (the 
Charter) and expectations of the Scottish Housing Regulator (SHR). 
 
The Tenants Information Service (TIS) provided the SIG with independent advice, 
training, and support to assist in our work. In addition, Riverside Scotland supported 
us throughout by organising meetings and providing the information we required to 
review services and standards. 
 
2.1 The role of the Service Improvement Group 
 
The role of the SIG is to:  
 

▪ Take an independent view of Riverside Scotland’s overall performance  
▪ Act as a ‘critical friend’ of Riverside Scotland 
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▪ Agree a programme for scrutiny work and identify areas of Riverside 
Scotland’s housing services that need to be reviewed  

▪ Review Riverside Scotland’s Annual Return on the Charter (ARC) to the SHR   
▪ Oversee tenant-led scrutiny activities  
▪ Independently scrutinise housing services and performance in accordance 

with the Charter   
▪ Make recommendations to Riverside Scotland and highlight where 

performance falls below agreed standards and where performance meets or 
exceeds customers’ expectations   

▪ Support Riverside Scotland’s contribution to national housing policy 
consultations and regulatory frameworks   

▪ Report to tenants and other customers on progress being made   
▪ Review and monitor its own performance; and 
▪ Promote equality and diversity. 
 

2.2 Our core standards 
 
Our work is based on the following core standards: 
 

▪ Being accountable to all tenants and customers  
▪ Being open and honest and act with transparency 
▪ Reflecting the needs and aspirations of tenants and customers  
▪ Making recommendations based on robust evidence that is proportionate and 

reflects the context in which the Riverside Scotland operates 
▪ Respecting the views of the SIG members 
▪ Respecting the decision-making role of Riverside Scotland 

 
3. The Scrutiny Process – Our Approach 
 

3.1 Selecting a Service for Scrutiny 
 
The SIG undertook a desk top study comparing and benchmarking Riverside 
Scotland’s performance from the 2022-23 ARC report. 
 
SIG members noted Riverside Scotland’s reducing percentage of tenants satisfied 
with the quality of their home, combined with increasing re-let timescales, and 
expressed interest in further investigating this area to ascertain why, using a TLI 
approach. It was agreed that a customer-led scrutiny exercise into voids 
management would naturally align with a review of the Voids Management Policy. 
 
3.2 The Key Stages of Scrutiny 
 

The SIG followed an agreed work plan for the Voids Management Scrutiny 
Exercise, which included the following key stages: 
 

a) Review of information and relevant fact finding 
▪ Scottish Housing Quality Standard (SHQS) context 
▪ Scottish Housing Regulator (SHR) context 
▪ Scottish Social Housing Charter context 
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Chart 13: Riverside Scotland number of abandoned homes – C4 
 

 
 
Since 2020-21 the number of abandonments has consistently increased annually. 
 
Chart 14: Peer group comparison of number of abandoned homes – C4 
 

 
 
The number of properties abandoned in 2022-23 (10) remains relatively average in 
comparison with Riverside Scotland’s peer group. 
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4.3 Desk Top Study 
 
4.3.1 Voids Management Policy  

 
The SIG undertook a review of Riverside Scotland’s Voids Management Policy (incl. 
letting standards) together with a desk top study and comparison of peer group 
landlords, such as Almond, Clyde Valley, Maryhill, Thenue, and West of Scotland.  
 
The following points were noted for consideration: 
 

▪ Riverside Scotland’s current Voids Management Policy is available on the 
website. 
 

▪ The Voids Management Policy reviewed by the SIG was developed and 
implemented under Irvine Housing Association in 2021. 
 

▪ The SIG highlighted the use of ambiguous wording, such as ‘reasonable 
standard’ as being subjective and open to personal interpretation, which may 
cause challenges in managing tenants expectations.  
 

▪ When compared to other voids management policies, the existing policy lacks 
structure and detail, and needs to be more robust, prescriptive and 
transparent to align with peer group policies. 
 

▪ The SIG highlighted Almond Housing Association’s Voids Management Policy 
and West of Scotland Housing Association’s Voids Management Policy as 
good practice examples for consideration. 

 
4.3.2 Tenants Responsibilities – Information and advice provide to tenants   
 
The SIG undertook a review of Riverside Scotland’s Tenants Handbook, focusing 
specifically on tenants’ responsibilities, together with a desk top review and 
comparison of peer group landlords. Almond, Barrhead, Fife and Glen Oaks.  
 
The following points were noted for consideration: 
 

▪ New tenants are provided with a copy of the Riverside Scotland’s ‘Welcome to 
your home’ tenants handbook, which includes tenants’ responsibilities. 
 

▪ The SIG suggested Riverside Scotland’s tenants handbook could benefit from 
adopting similar approaches to peer group landlords in terms of 
communicating tenants responsibilities. 
 

▪ The SIG Group highlighted Barrhead, Fife, Glen Oaks and West of Scotland 
tenant handbooks as being clear and concise and good practice for 
consideration, and in particular the ‘who is responsible for what’ table section. 
 

▪ The SIG highlighted that tenants responsibilities are not referenced within 
Riverside Scotland’s Repairs and Maintenance Policy or Rechargeable 
Repairs Policy. 
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6. Conclusion 
 
The SIG would like to thank all staff who assisted our members to carry out this 
scrutiny exercise through providing information and presentations and arranging 
voids inspections, staff discussions and customer feedback. This has been 
invaluable to the SIG, and staff are to be commended for their commitment to the 
process. 
 
We trust our recommendations will deliver improvements in the voids management 
process for Riverside Scotland and its customers. 
 
7. Next Steps and Timetable 
 
The SIG considered and agreed a draft of this report in April 2024 and the final 
agreed report with tenant recommendations was submitted to Riverside Scotland. 
Thereafter meetings will take place to allow: 
 

» The SIG to present key findings and recommendations to the Riverside 
Scotland Board of Directors in May 2024. 

 

» Riverside Scotland to meet with the SIG to discuss the Riverside Scotland 
response, present and agree specific actions to the recommendations at a 
meeting in June 2024. 

 

» The SIG to agree the actions required to publicise their work of the scrutiny 
project and attract new members. 

 
8. Monitoring and Evaluation 
 
It is essential that this scrutiny project is monitored and evaluated to find out if 
agreed objectives have been met, to recognise what works well and what may need 
to be adapted to meet the changing needs and priorities of Riverside Scotland and 
its customers.  
 
This is about evaluating the effectiveness of the scrutiny project itself but also 
monitoring the implementation of the agreed action plan has been carried out. 
 
The SIG recommend that an exercise to review the action plan takes place in May 
2025. 
 
9. Contact 

 
To discuss anything within this report, please contact TIS on the details below: 
 
Stephen Connor – Development Manager 

 
 

 
  

 














