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Scrutiny Exercise – Service Improvement 
Group Report 

Date: 26th April 2024 

Author: Stephen Connor (TIS) on behalf of 
Riverside Scotland Service Improvement Group 

Sponsor: Diana MacLean 

Action: Note Confidential:  No 

Appendices:  
Appendix 1 - Service Improvement Group 
Report 

Reading Room: N/A 

Reg. Standard: The RSL is open about and 
accountable for what it does. It understands and 
takes account of the needs and priorities of its 
tenants, service users and stakeholders. And its 
primary focus is the sustainable achievement of 
these priorities. 

ORP ref: People at our heart 

Strategic Risk ref:  R7 Customer Experience   

Consultation: This report is not subject to consultation 

 
Purpose and Action: 
This paper sets out the report and recommendations of the Service Improvement Group following 
their review of the Voids Management Policies and Procedures. Our tenant-led Service Improvement 
Group have carried out a thorough review of our approach to Voids Management, including a 
desktop review of our policies and procedures, feedback from staff and customers, and void 
inspections. They have now produced this report, highlighting their recommendations on how we 
could improve our service when it comes to Voids Management. 
 
The SIG have found this scrutiny exercise to be invaluable in understanding Riverside Scotland’s 
Voids Management Policy and voids management processes. The SIG would like Riverside Scotland 
to consider their findings and recommendations. 
 
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. 
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1. Introduction 
 
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. Risk 
The void re-let days and void expenditure were identified as areas of concern for Riverside Scotland, 
and an area in which we could improve. The SIG focused on this area for their first scrutiny project. 
The risk of us not doing this, is that as we try to deliver improvements, we wouldn’t have customer 
input on this and could be missing out on vital insight. However, by carrying out this exercise, we 
can ensure that customer feedback and recommendations are taken into consideration.  
 
The risk of us carrying out this is exercise is that by making recommendations, if and where we are 
unable to facilitate these, it could cause reputational damage and affect tenant’s trust in the scrutiny 
process. However, to mitigate this, we have had a discussion with the SIG, to manage expectations. 
I have offered assurances that where we can, we will implement their recommendations, and where 
we cannot, we will provide reasoning for this (for example, due to legislative constraints, budgetary 
constraints etc). 

 
3. Conclusion 
This report outlines the process in which the SIG carried out their review of our Void Management 
policies and procedures. This included void inspections, staff discussions, a tenant survey and a 
desktop review of our approach to Void Management. Based on this, the SIG have made 17 
recommendations relating to how we could improve our service in this area, within this report.  
 
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. 27 We trust our recommendations will deliver improvements in the 
voids management process for Riverside Scotland and its customers. 
 
4. Next Steps 
 
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 in 
May 2024. 
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• 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. 
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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. 
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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 

 
 

 
  

2 
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Appendix One – Service Improvement Group Membership 
 
The Service Improvement Group provides the opportunity to have a core 
membership of up to 15 participants. Any Riverside Scotland tenants or customers 
(i.e. homelessness service user, factored owners, etc.) can become a member of the 
group. 
 
Where possible, the membership of the Service Improvement Group should reflect 
and recognise the existence and importance of the different ages, races, genders, 
abilities and lifestyles within our communities to ensure that no group or individual 
will be disadvantaged. Support workers or carers of Service Improvement Group 
members are also entitled to attend meetings and take part in scrutiny activities. 
 

▪  
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9.2. Riverside Scotland Communities &
Livelihoods Strategy
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Title: Riverside Scotland Communities & 
Livelihoods Strategy 

Date: 15th April 2024 

Author: Gavin Wiffen Sponsor: Diana MacLean 

Action: Decision Confidential:  No 

Appendices:  
Appendix 1 - Communities & Livelihoods  
                     Strategy  
Appendix 2 - Communities & Livelihoods  
                     Strategy Consultation Results 

Reading Room: N/A 

Reg. Standard: Standard 2 
The RSL is open about and accountable for 
what it does. It understands and takes account 
of the needs and priorities of its tenants, service 
users and stakeholders. And its primary focus is 
the sustainable achievement of these priorities. 

ORP ref: People at our heart 

Strategic Risk ref:  R7 Customer Experience   

Consultation: We have consulted with customers on this strategy. 

 
Purpose and Action: 
 
This strategy sets some of the ways in which we plan to meet our corporate plan commitments to 
support customers through the cost of living, develop neighbourhood plans and ensure that 
customers have opportunities to engage with us and shape our services. This strategy sets our 
ambitious aims for the next three years, focusing on seven main objectives on how to improve the 
lives of our customers.  
 
The Board is asked to review the Riverside Scotland Communities and Livelihoods Strategy along 
with customer feedback from our recent consultation and confirm that it is assured that the objectives 
outlined within this strategy will enable us to deliver on our corporate plan commitments. 
 
We have consulted with customers on this strategy and their feedback has been taken into 
consideration in the production of this strategy. A summary of the responses from customer feedback 
has been included within the appendices. Most of the feedback received didn’t relate directly to the 
contents of the strategy. Responses were anonymous, unless a customer provided us with their 
details, so where a customer has expressed concerns, we were unable to contact the customer to 
discuss these further. 
 
Board is recommended to consider the content of and approve the Riverside Scotland Communities 
and Livelihoods Strategy. 
 
Executive Summary: 
 
By implementing a new Riverside Scotland Communities and Livelihoods Strategy, we can outline 
how we plan to engage with customers, as well as the ways in which we aim to support our 
communities and their livelihoods. We have already done so much work to support our communities, 
but this strategy provides a clearer framework to guide our work over the coming years. This strategy 
is ambitious in it’s aims and has set out seven clear objectives to support customers and go beyond 
the traditional housing management service that customers expect from us. The strategy also 
outlines our plans to engage with and support customers over the next three years, providing 
commitments to them, that we will regularly review and that they can hold us accountable for. 
 

 
 
1. Introduction 

Following our “Big Conversation” consultation exercise in 2022, we have completely reshaped 
the way we deliver services. Our Tenant Partner model is now embedded and is providing 
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colleagues with the time and resources to support our customers and be there when customers 
need them. We have also changed our approach to customer engagement, focusing on tenant-
led scrutiny activities that will drive improvements to our services, and by focusing on establishing 
task-finish groups, to tackle the issues that matter most to our customers across our estates and 
communities.  
 
Our Communities and Livelihoods Strategy sets out the ways in which we will deliver services 
that meet the needs of our customers and go beyond the traditional housing management 
service. Riverside Scotland is already doing so much to support our customers and communities; 
however, it is envisaged that this strategy will provide a clear plan to deliver on these 
commitments and will steer the work of the association over the next few years. 
 
This strategy sets out: 
 

• our plans on how to further support our customers by encouraging customers to get 
involved and to provide feedback to shape our services.  

• how we plan to work collaboratively with partners to deliver services that will support 
customers beyond the traditional housing management service.  

• our plans to make a difference to the communities and livelihoods of our customers and 
do so in a way that is dignified and based on a trauma informed approach. 

 
Seven key objectives have been outlined within this strategy to ensure that we have an ambitious 
plan to supporting communities and supporting the livelihoods of our customers. It is hoped that 
this will help us deliver the services customers need from us, as they continue to navigate the 
cost-of-living crisis, and as we strive to continuously improve and adapt the services we offer.  

 
 

2. Risk 
 

The risk of not implementing the strategy is that the organisation does not have a clear framework 
in place for how it aims to engage with customers and deliver on the objectives we have 
highlighted to support the communities and livelihoods of our customers.  
 
The risk of implementing this strategy is not delivering on the promises we have made to 
customers within this strategy. This has the potential to cause reputational damage and affect 
customers trust in us to do what we say we will do. However, to overcome this, we will carry out 
annual reviews against the commitments we have made. We will provide regular updates to 
customers on progress through communications and an annual report to board on progress of 
meeting the commitments we have made. If we fail to meet any of the commitments, we will be 
transparent about this, and provide reasoning for not being able to meet our commitment. 
 
 

3. Conclusion 
 
This strategy sets out our ambitious plans on how we plan to engage with customers and deliver 
services that go beyond the traditional housing management service, to providing services 
advice that support our communities and their livelihoods. It sets out 7 main objectives on how 
we hope to achieve this and includes plans to tackle issues such as furniture poverty, digital 
exclusion and providing support and advice to customers to increase tenancy sustainment and 
customer satisfaction. 
 
 

4. Next Steps 
 
Share the finalised strategy document with customers and colleagues, along with our Year 1 
commitments. Start work on how we will deliver on these commitments over the next 12 months, 
including looking at each role colleagues will play in the delivery of the strategy objectives. 
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Loneliness and isolation 

Loneliness and isolation are common
amongst older customers and lack of
socialisation and interaction can have a
profound impact on their health and
wellbeing. 

We will work to implement a programme
of health and wellbeing activities to our
customers in retirement living complexes.
This will be focused on improving
socialisation amongst customers and the
wider community, as well as ensuring that
they have access to advice and support to
help with their health and wellbeing.

Our aim is to set up local hubs at our
retirement living complexes focusing on
health and wellbeing activities to enable
older customers to live independently for
as long as possible.

Tackling loneliness is not just about older
people. The Jo Cox commission on
loneliness and the Minister of Loneliness,
Baroness Barran, explain that everyone is
at risk, and risks increase with factors such
as age, disability, poor mental health, care
needs and homelessness. Loneliness
manifests itself as a sense of
disconnection with the community, lack of
opportunity to meet and socialise and a
lack of access to dedicated space to
socialise.

Positive action on social isolation must
include:

· Tackling the stigma of loneliness
· Create opportunities for learning
· Create volunteering opportunities to
increase social interactions and build
community networks
· Provide good quality physical spaces and
compelling reasons to meet up and
socialise 
· Support tenants to organise and deliver
sessions themselves - co-produced or fully
tenant led activities are likely to be more
relevant, more popular, more sustainable
and have greater longevity than
organisation led activity.
· Cross community group engagement,
e.g., Scouts cooking for older people in a
community kitchen

Placemaking

Strengthening the connection between
people and the places they share -
placemaking refers to, 'a collaborative
process by which we can shape our public
realm in order to maximize shared value. '

Placemaking is a multi-faceted approach
to the planning design and management
of neighbourhoods. Placemaking
capitalises on local community assets,
inspiration, and potential, with the intention
of creating neighbourhoods that improve
urban vitality and promote people's health,
happiness, well-being, and aspiration.

Placemaking is both a process and a
philosophy that makes use of government
and local authority led initiatives, such as
the 20-minute city principles or community
driven at grassroots in improving local
spaces and provision of essential services.

We will develop a plan for each
neighbourhood, in partnership with
residents, which will set out priority actions
to address local issues and be innovative
in our ways to address these.

We will test and evaluate several initiatives
across various neighbourhoods to
determine impact, outputs and outcomes
to build our evidence base for longer-term
recommendations.

Riverside Scotland 260th Board Meeting Page 141 of 283















Scrutiny

Our newly formed Scrutiny Group is
another example of how Riverside
Scotland is including customers in
improving services. The Scrutiny Group is
a group of tenants, from across our
estates and communities, who are
committed to working with Riverside
Scotland to identify ways in which we
could improve our service. T

he Scrutiny Group will focus on one
project at a time, which will focus on one
aspect of our service. The first project
focused on our Voids and Lettings Policy,
with the aim of identifying improvements
we could make to ensure that customers
receive the best service possible, whilst
also ensuring value for money. 

Once the group have carried out a full and
thorough review of an area of service, they
will provide a report to Riverside Scotland,
detailing improvements that could be
made. Riverside Scotland has made a
commitment to action their
recommendations, wherever possible and
where we cannot action a
recommendation, provide an explanation
for this. 

Riverside Scotland will seek to be flexible
in the opportunities it offers customers to
get involved and will make getting involved
as accessible as possible for our
customers – allowing every customer the
chance to engage with us, no matter their
background, circumstances or prior
knowledge. We will also carry out ongoing
analysis of customer feedback and carry
out learning exercises from any complaints
we receive, to ensure that we are
constantly improving our service.

Scrutiny group 
logo or pic
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key enablers
Our primary enabler is the Riverside
Foundation who will be well-supported,
directed and governed to play its role to
invest the funding granted to it by
Riverside, while maximising opportunities
for external match funding.

Our second primary enabler is our robust
data sources, and we will maximise the
use of data and evidence to inform
decision making as well monitoring project
delivery against clearly defined outcomes
with robust evaluation to identify best
practice.

The Riverside Sustainability Index (RSI)
along with the Indices of Multiple
Deprivation (IMD) data that we have
modelled against all our neighbourhoods,
provides us with a very detailed analysis of
the issues impacting a particular
community and the potential interventions
that could be developed to deliver
solutions.

Many of the activities delivered by the
Communities and Livelihood strategy
would benefit from targeted marketing
campaigns which would enable Riverside
Scotland to actively promote projects and
initiatives, particularly employment and
training opportunities, to customers.
Riverside Scotland does not currently
capture and hold data on consent to
market non-essential services and a data
strategy taking this into account would
enable targeted marketing campaigns to
those that give their consent and want to
hear from us.
.

Other key enablers to the delivery of this
strategy include:

·Existing strategic and operational
partnerships with local authority partners
and community groups. We will build on
these partnerships to maximise
opportunities to increase the products and
services available to our customers.

·External grant funding secured for several
projects which we will learn from and
determine how we can maximise our grant
funding income streams to deliver more
outputs for customers. We will investigate
the opportunities to tap into Corporate
Social Responsibility funding through our
contractors to help us in our aim to
supporting customers and communities.

·Ongoing Communications and Marketing
to ensure that our message reaches
customers and that customers are kept
fully informed of the work we are doing.
Developing the new Word on the Street
newsletters and further utilising the use of
online, social media and text messaging
marketing campaigns.

·Word of mouth is a powerful tool to get
customer engagement in projects and
initiatives and we will develop customer
testimonials from successfully delivered
projects to promote the benefits of these to
their peers.

·Customer/Resident Involvement &
Engagement will be a priority for the
business over the next 3 years and as we
build the engagement frameworks with
local customers, in local neighbourhoods,
it will present opportunities to create
community resilience and empowerment
initiatives.
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communities and
livelihoods action
plan
Year 1 commitments:
·Within the first year of this strategy, Riverside Scotland, in partnership with the Scrutiny Group, will
deliver at least one more scrutiny project with a report outlining recommendations in how we could
improve our service in a particular area of the organisation.

·We will implement customer consultations as we embark on new programmes of planned
maintenance works in 2024/25 – allowing customers to get involved and have a say on bathroom
and kitchen replacement programmes and choose which style of fixtures and fittings they would like
to see us use.

·Riverside Scotland will continue to engage with customers across our estates and neighbourhoods,
to identify and address local issues.

·Riverside Scotland will develop a new Handyperson Service, that will be available to customers to
help them maintain their home. This will focus on carrying out small jobs around the home, that
customers may not be able to do themselves, with a focus on vulnerable customers.

·We will establish a rolling programme of Health and Wellbeing activities within our Retirement Living
Complexes, working in partnership with the local authority, health organisations and other local
groups to help tackle social isolation and improve health and wellbeing of our elderly customers.

·Roll out a Device Lending Scheme to customers, through funding from Connecting Scotland, to
offer customers the chance to access IT devices and internet connectivity, ensuring that we are
doing all we can to combat digital exclusion.

·Establish working relationships with local employability and skills agencies – creating a referral
pathway for Riverside Scotland into these services so customers can be supported into work or
education.

·Produce a Directory of Support – providing details of support services and local organisations that
may be of assistance to our customers as they continue to navigate the cost-of-living crisis, with a
focus on alleviating poverty, food insecurity and isolation.
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9.3. Annual Return on the Charter



 

GENERAL - EXTERNAL 

Title: Annual Return on the Charter  Date: 3rd May 2024  

Author: Jonathan Hulme  

  

Sponsor: Diana MacLean  

Action: Review  Confidential:  No  

Appendices:   

Appendix 1 – Draft ARC Return 

Appendix 2 – ARC Performance Comparison Report 

Appendix 3 – Global Validation Report 

Reading Room:  

Reg. Standard:  Standard 4 The governing body 

bases its decisions on good quality information and 

advice and identifies and mitigates risks to the 

organisation’s purpose  

ORP ref:  

Strategic Risk ref:  R6 Governance and Regulation  

Consultation: This report is not subject to consultation  

 

Purpose and Action:  

The Board is asked:  

• To review the content of the ARC 

• To approve the ARC for submission to the SHR 

• To authorise the Managing Director to approve and submit the return on behalf of 

Riverside Scotland 

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. 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 to complete the return. Internal checks 

are carried out on the figures provided to minimise the risk of any errors.   

 

1. Introduction 

The Housing (Scotland) Act 2010 required Scottish Ministers to set standards and outcomes 

which social landlords should aim to achieve and publish in the Scottish Social Housing 

Charter. 

The Scottish Social Housing Charter was first published in 2012 and updated in 2017 when 

only minor amendments were made to the Charter.  However, as detailed to the Board in the 

2019/20 return, a full consultation was undertaken during 2019 which resulted in several 

changes being made to the information we are required to return relating to the submission of 

EESSH (Energy Efficiency Standard for Social Housing) compliance information. In 2022/23 

the SHR advised that they were reviewing the information requested to reflect tenant and 

resident safety, and EESSH standards, and that for the 2022/23 Return, information relating 

to these areas will be captured via the Association’s Scottish Housing Quality Standard 

(SHQS) data and associated commentary. There have been no changes to the technical 

guidance for this year’s ARC Return and so all of the previous changes mentioned above 

remain in place. 
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2. Discussion 

Implications/Risks  

  

The ARC provides the Regulator with a full set of information from all social landlords which 

can be used to benchmark between organisations and highlight areas of strong performance, 

as well as areas that need improvement.  

Local and centrally generated data sets are gathered within Riverside Scotland throughout the 

year to provide an accurate return.  All electronic back-up reports are stored in one, central file 

for ease of access.   

Several staff assist with the completion of indicators within the ARC, taking responsibility for 

their own area of expertise with support from the Planning Team where needed.  Full validation 

of the indicator answers against the associated data sets is undertaken by the Planning Team 

who then input the validated data into the Regulator’s portal for Riverside Scotland. The portal 

automatically cross-checks many of the figures and highlights any validation errors which can 

then be corrected.  

After validation, the Planning Team undertakes a sense-check to confirm any fluctuations in 

the figures against previous years and to ensure that the technical guidance has been 

followed.  Any out of kilter indicators receive full comments, to reduce the likelihood of the 

Regulator needing to ask any questions or request evidence.  

Indicators – Performance  

 

There are several areas where performance has improved or remained steady:  

  

• Satisfaction – We have seen a significant improvement in satisfaction 

this year. All areas have seen improvement except for the factoring 

service which fell to 39.5%. Last year there was a noticeable decline 

in satisfaction and we had introduced significant changes to 

understand and address the decline in our customer satisfaction 

levels during 2022. A new improvement action plan was developed 

and a new operational structure put in place to support improved 

service delivery. 

• EICR - We implemented an intensive programme of electrical safety 

checks throughout 2023/24. This saw us move from 89% at the end 

of 2022/23 to 99.43% compliance in domestic electrical safety 

checks. In all cases outstanding, this was due to tenancy issues 

which our Tenant Partners are working with our customers to support 

them and obtain access.   

• Expired Gas Safety Inspections - After a positive reduction in expired 

LGSRs last year, we have managed to maintain this performance 

with 0 expired LGSRs in 2023/24. We have a robust gas safety check 

and management process in place which has smoothly transitioned 

to our new Business Support Team as part of our operational 

restructure.  

• Rent Arrears – 2023/24 has seen improvement in rent arrears as we 

have been able to decrease the percentage of rent due from 5.99% 

last year to 4.88% this year. 

• Complaints – The percentage of complaints responded to in full and 

the average length of time taken to respond has remained relatively 
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steady. There has been a slight improvement in time taken to 

respond to complaints both in Stage 1 and 2 but the percentage 

responded to in full has seen a very marginal decline. 

• Repairs – The average length of time to complete both emergency 

and non-emergency repairs has remained steady. The time to 

complete emergency repairs has increased from 4.65 hours to 4.74 

hours meanwhile non-emergency repairs have increased from 13.02 

days to 13.08 days. 

 

3. Next Steps  

  

The Board is asked to review the contents of the ARC and the Global Validation Report.  
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Approval 

Date approved 

Approver 

Approver job title 

Comments (Approval) 

Annual Return on the Charter (ARC) 2023-2024

Page 1 of 51

Irvine Housing Association Ltd

280

20/05/2024 16:32:05

Appendix 1

Report generated date:

RSL Reg. No.:

Landlord name: 

A1.1
A1.2
A1.3
A1.4
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Annual Return on the Charter (ARC) 2023-2024

Page 2 of 51

Comments (Submission)
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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) 2023-2024

Page 3 of 51

Mrs. Diana MacLean

3.00

32.81

0.00

0.00

0.00

0.00%

12.84%

8.74%
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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) 2023-2024
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149

32

181
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Social landlord contextual information'' section.

Annual Return on the Charter (ARC) 2023-2024

Page 6 of 51

The level of sickness absence has been impacted by cases of long term absences. 
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Overall satisfaction'' section.

Annual Return on the Charter (ARC) 2023-2024

Page 8 of 51

N/A
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the ''The

customer / landlord relationship'' section.

Annual Return on the Charter (ARC) 2023-2024

Page 11 of 51

Following extensive work to understand the needs of our customers we have implemented improvements across our 
services which are leading to improvements across all tenant satisfaction indicators.
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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) 2023-2024

Page 12 of 51

03/2023

20.00

03/2026

20.00

Stock condition and SHQS survey last completed by Savills in March 2023. Over the last 12 months we have been working 
to analyse the data from the recent stock condition survey. We are in the process of procuring a new contract which will see 
us complete 20% stock condition surveys per year over the coming 3 years to further build on our SHQS data. 
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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) 2023-2024

Page 14 of 51

0 0

0 0

0 0

0 0

0 0

0 0

359 361

0 0

177 177

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

0 0

1,582 1,693
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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) 2023-2024

Page 18 of 51

2,213

10,497

4.74
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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) 2023-2024

Page 19 of 51

6,136

80,242

13.08
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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) 2023-2024

Page 20 of 51

5,110

6,136

83.28%
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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) 2023-2024
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0

N/A

0
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Comments for any notable improvements or deterioration in performance, or compliance with tenant and resident 

safety requirements regarding the figures supplied in the ''Housing quality and maintenance'' section, including 

non-compliance with electrical, gas and fire safety requirements and plans to address these issues. 

Annual Return on the Charter (ARC) 2023-2024

Page 23 of 51

Since the implementation of our new contractor management framework, we have worked closely with our contractors to 
manage performance and customer satisfaction. We have rolled out internal training on trauma informed practise with our 
contractors. Over the last 12 months we have seen satisfaction with repairs and maintenance service rise and dip 
throughout the year. Overall there has been a 0.86% decrease. We have implemented a repairs improvement plan and 
internal processes to drive this forward over the next 12 months. We have seen our average length of time taken to 
complete an emergency repair remain steady throughout the year at 4.71 hours. Percentage of repairs right first time has 
seen a steady increase throughout the year up to 84.50%. We have completed internal audits on all areas of compliance this 
year and will be taking forward agreed actions to ensure compliance. We carried out a large project to complete electrical 
safety checks in all of our properties which saw our overall compliance rise to 99.43% at the end of March 2024. All other 
areas of compliance have remained at 100% compliance at the end of the reporting year. We have implemented a one point 
of contact role for all complaints and have seen that complaints satisfaction has risen and dipped throughout the year but 
overall remained steady. Over the course of the next 12 months we will be carrying out a programme of stock condition data 
validation in addition to carrying out 20% stock condition surveys annually.
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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) 2023-2024
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189

8

4.23%
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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) 2023-2024

Page 27 of 51

168

145

86.31%
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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) 2023-2024
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5
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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) 2023-2024
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11

4

0

0

36.36%

0.00%

0.00%

36.36%

22.2
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Neighbourhood & community'' section.

Annual Return on the Charter (ARC) 2023-2024

Page 30 of 51

Figures for days taken to respond to stage 1 complaints show higher due to internal process, staff were retaining the 
complaint as open until work carried out. However, throughout the year this was updated to ensure that stage 1 complaints 
were closed once resolution was agreed. Staff will now close a complaint once resolution is agreed.
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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) 2023-2024
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2,498

132

5.28%
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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) 2023-2024
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59

23

36

N/A

36
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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) 2023-2024
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£42,717

£75,000

£0

£117,717
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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) 2023-2024
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832

23

36.17
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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) 2023-2024

Page 36 of 51

128

4,134

32.30
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Tenancy sustainment 

 

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

 

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

existing tenants 

 

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

16.1.3 applicants from your organisation's housing list  

16.1.4 nominations from local authority  

16.1.5 other  

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

year by: 

existing tenants 

 

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

16.2.3 applicants from your organisation's housing list  

16.2.4 nominations from local authority  

16.2.5 other  

 

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

 

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

 

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

 

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

 

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

  

Annual Return on the Charter (ARC) 2023-2024

Page 37 of 51

23

56

143

0

25

21

48

133

0

21

91.30%

85.71%

93.01%

N/A

84.00%
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Access to housing and support'' section.

Annual Return on the Charter (ARC) 2023-2024

Page 38 of 51

This year our scrutiny panel carried out a report on our voids process and we will be working over the coming year to 
improve our days taken to complete a void property. 
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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) 2023-2024
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£12,269,500

£12,304,387

99.72%
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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) 2023-2024
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£603,603

£12,381,471

4.88%
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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) 2023-2024
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1,041

£9,956

£9.56
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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) 2023-2024
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£77,084

0.62%
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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) 2023-2024
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6.70%
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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) 2023-2024

Page 44 of 51

1,730

£7,022,647
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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) 2023-2024

Page 45 of 51

£223,539

£30,809

13.78%
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Getting good value from rents and service charges'' section.

Annual Return on the Charter (ARC) 2023-2024

Page 48 of 51

The Association continues to aim to keep rent increases to a minimum and to keep rents affordable for our tenants. This has 
been increasingly challenging in recent years due to the cost-of-living crisis and the inflationary increases associated with 
delivering our services. The number of customers struggling to pay their rent has increased and this has had a particularly 
significant impact on tenants in low paid employment. We continue to offer the support of our Affordability Officer which we 
have extended this year who works alongside our Income Collection service and Tenant Partners to work with new tenants, 
and those at high risk of homelessness to maximise their income and manage their household expenditure. 
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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) 2023-2024

Page 49 of 51

0

N/A

N/A
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the

''Other customers'' section.

Annual Return on the Charter (ARC) 2023-2024

Page 51 of 51

N/A

System Use: Version No.: Date created:charterRSL_5_1 12/02/2024 12:21
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Organisational Org Stock split by region, age, size and type 2306 2306 2326 2443 2498

C2 The number of lets during the reporting year by source of let. 238 116 131 246 181

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) 

199/39 100/16 106/25 205/41 149/32

People C1 Staff information, staff turnover and sickness rates.(RSLs only) 4.5/3.70 0.0/1.2 5.71/3.18 32.22/4.00 12.84/8.74

Overall Satisfaction Satisfaction
1 Percentage of tenants satisfied with the overall service provided 

by their landlord. 
73.53 78.57 74.48 66.19 68.4

Communication
2 Percentage of tenants who feel their landlord is good at keeping 

them informed about their services and decisions 
71.83 78.19 75.69 73.25 74.07

C10 Percentage of properties meeting the EESSH 79.6 86.3 92.3 N/A N/A 

C11 Anticipated exemptions from the EESSH 277 317 180 N/A N/A 

C12 Energy Performance Certificates (EPCs) - REMOVED by SHR 
2021/22 

57.5 61.7 N/A N/A N/A 

C13 Investment in the EESSH - REMOVED BY SHR 2021/22 £410k £522.7K N/A N/A N/A 

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

20 20 20 20 20

C9 Scottish Housing Quality Standard (SHQS) – Stock summary. 2273/2277 2278/2305 2141/2347 2015/2423 2231/2344

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

98.57 / 
98.74

98.79/98.80 92.05/94.87 82.48/99.18 89.31/93.84

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

75.43 74.52 72.05 70.38 79.42

8 Average length of time taken to complete emergency repairs. 3 hours 3.77 hrs 6.39 hrs 4.65 hrs 4.74 hrs

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

8.37 days 7.19 days 9.05 days 13.02 days 13.08 days

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

97.26 95.55 95.13 78.92 83.28

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

84.83 82.4 74.37 74.1 74.96

C4 Abandoned Properties 9 5 7 10 5

100/100 97.7/100 97.19/100 96.73/100 94.76/95.24

1.74/21 
days

7.05/18 days
7.02/4.75 
days

10.85/17.37 
days

8.63/13.22 
days

14 Percentage of tenancy offers refused during the year. 11.19 4.31 11.03 7.22 4.23

15 Percentage of anti-social behaviour cases reported in the last 
year which were resolved. 

81.43 82.43 81.9 90.9 86.31

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

15.79 0 20 24 11

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

6.07 4.99 5.07 5.81 5.28

19 Number of households currently waiting for adaptations to 
home.

4 19 14 52 36

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

£304,203 £218,487 £234,842 £202,989 £117,717

21 The average time to complete adaptations. 41.98 44.31 37.87 57.2 36.17

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 

18.18/96.3 22.48/100 18.33/100 36.99/100 38.92/98.46

30 Average length of time taken to re-let properties in the last year 10.07 22.63 21.05 37.2 32.3

C5 Rent Increase. 2 1.5 3.1 5 6.7

C6
The number of households for which landlords are paid housing 
costs directly and the total value of payments received in the 
reporting year. 

1539 1541 1577 1641 1730

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

2.07 36.5 1.87 33.43 13.78

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

0.17 0.3 0.33 0.76 0.62

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

99.68 97.86 98.82 98.49 99.72

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

3.46 3.68 5.09 5.99 4.88

28 Average annual management fee per factored property £6.31 £6.14 £6.25 £7.91 £9.56

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

63.33 69.11 65.45 63.2 65.64

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

46.55 50 50 50 39.47

Major decline (over 5% or relative measure)
Minimal decline (within 5% or relative measure)
Represents Improvement

KEY:

Rents & Service 
Charges

Value for Money

Contextual 
Information

The Customer 
Landlord Relationship

Housing Quality and 
Maintenance

Neighbourhood and 
Community

Access to Housing and 
Support

Getting Good Value 
from Rents and 
Service Charges

16

Lets

EESSH

Quality of Housing

Repairs, 
Maintenance and 
Improvement

Estate 
Management and 
ASB

Housing Options

Tenancy 
Sustainment

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

exist 44.44  
Hmless 87.8          
Wlist 93.81

exist 85.71  
Hmless 86.54          
Wlist 97.58

Ex 12 (100)    
s5 53(91.38)  
List 41 (100) 
Other 3 (60) 

Ex 12 (87.50)         
s5 (88.89)           
List (89.71) 

Other(79.17) 

Ex 12 (91.30)         
s5 (85.71)          
List (93.01) 
Other(84) 

Result Year on Year

Indicator Description

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

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 

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. 

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

61.44 67.57 64.76 59.78

23/2422/23 

59.36 66.8 60.5 64.6164.58

60.7

19/20 20/21 21/22

05 78 22 2

13

3&4

Area Sub Area Indicator Ref

Participation
5

11
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9.7. Quarterly Performance Report



 

GENERAL - EXTERNAL 

Title:  Quarterly Performance Report – Q4 2023 Date: 25/04/2024 

Author: Jonathan Hulme 
 

Sponsor: Diana MacLean 

Action:  Note Confidential: No 

Appendices: Appendix 1: Riverside Scotland Board  
                      KPIS Q4 2023/24         

Reading Room: 

Reg. Standard:  Standard 4.2 The governing body 
challenges and holds the senior officer to account 
for their performance in achieving the RSL’s 
purpose and objectives  

ORP ref:  
Our Riverside Way: Value - Managing our 
resources effectively, so that we can build 
more homes and deliver better services 

Strategic Risk ref:    R6 Governance and Regulation 

Consultation: This report is not subject to consultation 

 
Purpose and Action: 
The purpose of this report is to provide Board with an opportunity to review the Association’s 
operational key performance indicators (KPIs) covering quarter four of 2023/24.   The data is 
set out in Appendix 1 of this report. 
 
Executive Summary: 
The Board reviews the operational KPIs on a quarterly basis to ensure that performance is 
being managed effectively.  The attached report at Appendix one covers performance for the 
period 1st January to March 31st 2024.  It is recommended that Board discuss and note the 
contents of the Quarterly Performance Report. 
 

 
 
1. Introduction 

 
Progress against our operational key performance indicators (KPIs) is reported to Board 
on a quarterly basis.   Appendix 1 to this report sets out our performance position against 
each of our KPIs including distance from target, and direction of travel as at the end of 
March 2023. With no Board meeting scheduled for April, we have included a snapshot of 
the operational performance dashboards for Customer Satisfaction and Asset Services as 
at the end of April to provide an update on our current position. 

 
 
2. Key Points      

      The key points to note from the performance analysis are: 

 

• The majority of our Satisfaction Indicators saw an increase this quarter. Overall 

Satisfaction (Ind 1) hit 72% in Quarter 4, 2% above our target. Other notable areas 

include Percentage of tenants who feel their landlord is good at keeping them 

informed (Ind 2) which saw an increase of 12.2% from 71.1% in Q3 to 83.3% in 

Q4. Satisfaction with quality of home (Ind 7) also hit 83.3% this quarter which is up 

4% from Q3. It is worth mentioning that the majority of our Satisfaction Indicators 

have seen an increase compared to this time last year. For example, our overall 

satisfaction at this point last year was 63.4%. 

 

• Our Finance Indicators have done well this quarter. The total amount of rent 

collected (Ind 26) has exceeded 100% for the third quarter in succession (101.2%). 

The gross rent arrears as a percentage of rent due (Ind 27) reached a low of 5.42% 

and exceeding the target of 5.7%.  Comparatively to this time last year, we have 

improved performance as Q4 last year saw gross rent arrears sitting at 6.26%. 
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• We got the result of the three yearly factored owners satisfaction survey. Three 

years ago, we got a result of 50% with the target for this year set at 60%. The 

survey result revealed that factored owners satisfaction only reached 39.5%. 

 

Further points to note: 

• For Indicator 3+4 we have made a slight change to the Stage 2 figures. We have 

converted all Stage 2 complaints responded to in full to 100%. When looking 

back at previous quarters, we wanted to query why the responses at Stage 2 

were sitting as low as 11% in Q2 and 6% in Q3. These numbers represented the 

percentage of Stage 2 complaints we received that quarter but in each case the 

response in full was 100%. 

 

• There was also clarification needed surrounding the overdue Fire Risk 

Assessment Actions (Local Indicator). This was data that was missing in Q3 due 

to issues with the Tableau Dashboard but we can now report that there were 0 

overdue actions in Q3 and again in Q4. 

 

• We have also re done all quarterly statistics for Indicators 8,9,10 and the Local 

Indicator (Percentage of repairs appointments kept). We had encountered some 

issues with the accuracy of the contractor data pulling through which ended up 

taking some time to fix. A combined interactive dashboard for our contractor data 

has been put together for more accurate data reporting in these areas. In doing 

so, we have discovered that monthly data can subsequently pulled through. 

Therefore, when looking at the data retrospectively, we have found further 

changes in the data. The results are as follows: 

 

Emergency repairs (Ind 8) – remained roughly the same as first reported. 

 

Non-emergency repairs (Ind 9) – the average time has increased which fits more 

accordingly with our target. 

 

Reactive repairs completed right first time (Ind 10) – there is a noticeable 

increase each quarter. For example, in the last report for Q3 we reported 68.6% 

but that figure is 87% for Q3 and we are sitting at 84.2% for Q4. 

 

Percentage of repairs appointments kept (Local) – this indicator also had an 

increase in numbers each quarter. 

 

The Management team have implemented the following actions to drive forward 

improvements: 

• Developed a communication strategy to prioritise the publication of good news 

stories both internally and externally.  

• Developed and implemented a repairs improvement plan. 

• Agreed a suite of KPIs to monitor contractor performance closely at weekly and 

monthly meetings.  
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• Appointed a permanent Complaints Officer post to ensure we can provide 

customers with one point of contact for complaints handling. 

• Developed and implemented a procedure for follow on works to ensure 

customers are kept informed at all stages of their repairs. 

• Closer contract monitoring with all contractors across planned and reactive 

works. 

• Commenced customer consultation on planned works. 

• Worked with contractors to provide training for staff team, to support partnership 

working and improved relationships. 

• Closer analysis of dissatisfied customers comments 

• Working closely with CSC to ensure actions are taken to improve customer 

journey. 

 

Over the next quarter and continuing throughout the year, the Management team will 

continue to ensure the above actions are progressed.  

 

With regards to our Finance Performance, the following has been noted 

• The Income Collection team have been actively pursuing rent in advance during 

conversations with customers explaining that at points during the month they have 

arrears and by building into 1 months credit this will prevent an arrears balance and 

put the rent account in a good position should they have a change of circumstance 

e.g. benefit changes, starting work etc.  The Tenant Partners have been supporting 

this by having these conversations with customers and there has been an increase in 

the IC team sending through rent visits for static balances and early intervention. 

 

 

 

3. Next Steps 
 
Board is asked to note the content the of operational performance position as at Q4 2023. 
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Indicator 

Ref
Indicator Description Owner 2022/23 Result 2023/24 Target Frequency

Quarter Performance

Q1 2023/24

Quarter Performance

Q2 2023/24

Quarter Performance

Q3 2023/24

Quarter Performance

Q4 2023/24

Measured Against 

Last Quarter

(RAG see key above)

Measured Against 

Same Quarter from 

Last Year

Target

ON TRACK

NEARING (10%)

OFF (<10%)

Organisational x Org Stock numbers Managing Director 2443 2496 Quarterly 2496 2497 2498 2498 2496

People

x x C1
Staff numbers (FTE)

Staff turnover

Head Of Finance & 

Business Support Services

Staff Number = 33.11             

Turnover = 6.04%
No target Quarterly

Staff Number = 36.3         

Turnover = 0.00%

Staff Number = 38.4         

Turnover = 0.00%

Staff Number = 37.4         

Turnover = 5.35%

Staff Number = 37.4         

Turnover = 5.35%

Satisfaction
x x x 1 Percentage of tenants satisfied with the overall service provided by their landlord. Head Of Service Delivery 66.8% 70% Quarterly 64.4% 73.9% 65% 72% 70%

Communication
x x x 2

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

about their services and decisions
Head Of Service Delivery 73.6% 70% Quarterly 65.1% 80.9% 71.10% 83.30% 70%

Participation
x x x 5

Percentage of tenants satisfied with the opportunities given to them to 

participate in their landlord’s decision making processes
Head Of Service Delivery 60.6% 70% Quarterly 58.9% 72.8% 61.20% 66.70% 70%

Quality of Housing x x x 7 Percentage of existing tenants satisfied with the quality of their home. Head Of Service Delivery 73.4% 73% Quarterly 69.9% 87.50% 79.30% 83.30% 73%

x x x 8 Average length of time taken to complete emergency repairs.
Asset And Compliance 

Manager
4.65 hours

4 hours (H&S)

12 hours emergency
Quarterly 3.92 Hours 5:14 Hours 4.88 Hours 4.84 Hours

4 hours (H&S)

12 hours emergency

x x x 9 Average length of time taken to complete non-emergency repairs
Asset And Compliance 

Manager
13.02 days

Urgent 5 days

Routine 15 days
Quarterly 16.91 Days 11.51 Days 10.27 Days 13.94 Days

Urgent 5 days

Routine 15 days

x x x Local % of repairs appointments kept
Asset And Compliance 

Manager
78.0% 80% Quarterly 66.58% 65.64% 68.14% 60.77% 80%

x x x 10
Percentage of reactive repairs carried out in the last year completed right first 

time.

Asset And Compliance 

Manager
80.2% 80% Quarterly 76.11% 85.21% 87.07% 84.22% 80%

x x x 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

Asset And Compliance 

Manager
99.9% 0 (100%) Quarterly 99.79% 100% 100% 100% 0 (100%)

x x x Local
Safe Electrical Systems - Percentage of properties with valid EICR (Electrical 

Installation Condition Report) certificates

Asset And Compliance 

Manager
89.5% 100% Quarterly 88.74% 94.35% 99.11% 99.43% 100%

x Local The percentage of Fire Risk Assessments in communal areas that are in place
Asset And Compliance 

Manager
100.0% 100% Quarterly 100.00% 100% 100% 100% 100%

x Local The number of overdue Fire Risk Assessment Actions
Asset And Compliance 

Manager
0 0 Quarterly 23 15 0 0 0

x Local The percentage of up to date communal asbestos surveys
Asset And Compliance 

Manager
100% 100% Quarterly 100% 100% 100% 100% 100%

x Local  The percentage of up to date Legionella Risk Assessments in place
Asset And Compliance 

Manager
100% 100% Quarterly Stats unavailable Stats unavailable Stats unavailable 100% 100%

x x x 12
Percentage of tenants who have had repairs or maintenance carried out in last 12 

months satisfied with the repairs and maintenance service.

Asset And Compliance 

Manager
64.4% 80% Quarterly 55.5% 74.3% 67.80% 67.90% 80%

x x x 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.

Head Of Service Delivery

96% at Stage 1

4% at Stage 2

14 days at Stage 1

20 days at Stage 2

100% at Stage 1

100% at Stage 2

5 days at Stage 1

20 days at Stage 2

Quarterly

97% at Stage 1

100% at Stage 2

7 days at Stage 1

11 days at Stage 2

89% at Stage 1

100% at Stage 2

10 days at Stage 1

9 days at Stage 2

94% at Stage 1

100% at Stage 2

9 days at Stage 1

10 days at Stage 2

84% at Stage 1

100% at Stage 2

7 days at Stage 1

18 days at Stage 2

100% at each stage;

5 days for Stage 1

20 days for Stage 2

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

in
Head Of Service Delivery 74.8% 75% Quarterly 52.1% 69.90% 59.50% 63.10% 75%

x x x 19 Number of households currently waiting for adaptations to home.
Asset And Compliance 

Manager
52 No target Annual

Major difference/decline (over 5% or relative measure)

Minimal difference/decline (within 5% or relative measure)

Represents better performance/improvement

Repairs, Maintenance and 

Improvement

Estate Management and 

ASB

Housing Options

 GENERAL - EXTERNAL
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Indicator 

Ref
Indicator Description Owner 2022/23 Result 2023/24 Target Frequency

Quarter Performance

Q1 2023/24

Quarter Performance

Q2 2023/24

Quarter Performance

Q3 2023/24

Quarter Performance

Q4 2023/24

Measured Against 

Last Quarter

(RAG see key above)

Measured Against 

Same Quarter from 

Last Year

Target

ON TRACK

NEARING (10%)

OFF (<10%)

Major difference/decline (over 5% or relative measure)

Minimal difference/decline (within 5% or relative measure)

Represents better performance/improvement

x x x 20 Total cost of adaptations completed in the year (£) by source of funding
Asset And Compliance 

Manager
£202,989 No target Annual

x x x 21 The average time to complete adaptations.
Asset And Compliance 

Manager
57.2 days 91 days Annual

x x x 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
Housing Services Manager

36.99%                          

100%
No target Quarterly

50%                          

100%

54.5%                       

100%

29.16%                   

100%

29.54%                     

84.61%

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

Asset And Compliance 

Manager / Housing 

Services Manager / Voids & 

Lettings Co-ordinator

37.2 days 25 days Quarterly 31.9 Days 32.6 Days 30.7 Days 32.3 Days 25 Days

x x x 16
Percentage of new tenancies sustained for more than a year

(by source of let measured annually)
Housing Services Manager 87.5% 90% Quarterly 90.0% 90.7% 89.91% 90.91% 90%

x x x C5 Rent Increase. Managing Director 5% No target Annual

x x x C7 Amount and percentage of former tenant rent arrears written off at the year end. Head Of Service Delivery 33.43% No target Annual

x x x 18 Percentage of rent due lost through properties being empty during the quarter Head Of Service Delivery 0.76% 0.70% Quarterly 0.81% 0.61% 0.66% 0.60% 0.70%

x x x 26

The total amount of rent collected in the reporting year to date as a percentage of 

the total amount of rent due to be collected in the reporting year to date (1st 

April 2023 to date)

Head Of Service Delivery 98.49% No target Quarterly 99.50%

100.4%                    

Prev reported as 

110.7% but this was 

due to error in 

dashboard

100.50% 101.20%

x x x 27
Gross rent arrears (all tenants) as a percentage of rent due in the last year (12 

month rolling)
Head Of Service Delivery 5.99% 5.70% Quarterly 5.90%

7.73%                                   

Prev reported as 

6.38% but this was 

due to error in 

dashboard

6.71% 5.42% 5.70%

x x x 25
Percentage of tenants who feel that the rent for their property represents good 

value for money
Head Of Service Delivery 63.2% 75% Quarterly 55.5% 75.00% 65.30% 69% 75%

x x x 29 Percentage of factored owners satisfied with the factoring service they receive. Head Of Service Delivery 50.0% 60% at next survey Three Yearly

*Survey last 

undertaken 2020/21 - 

Satisfaction 50%

*Survey last 

undertaken 2020/21 - 

Satisfaction 50% Next 

survey will commence 

December 2023

Results should be 

available in March
39.50% 60% at next survey

x
x

x x Local
RIDDOR incidents

(Reporting of Injuries, Diseases and Dangerous Occurrences)

Asset And Compliance 

Manager
0 No target Quarterly 0 0 0 0

Tenancy Sustainment

Rents & Service Charges

Value For Money

Health & Safety
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12. Date of Next Meeting - Tuesday 25
June 2024 at 5.30 pm - 261st Board
Meeting at 44-46 Bank Street, Irvine and
via MS Teams




