
CLACKMANNANSHIRE COUNCIL 

Report to Scrutiny 

 Date of Meeting: 18 August 2016  

Subject:  Housing and Community Safety Performance Report 2015-16 

Report by:  Head of Housing & Community Safety   

THIS PAPER RELATES TO 
ITEM 14 

ON THE AGENDA 

1.0 Purpose 
 

1.1. This report provides a summary of performance to the end of 31st March 
2016.  

 
2.0 Recommendations 

2.1. It is recommended that Committee notes the report, while commenting on and 
challenging the performance as appropriate. 

3.0 Review of Vanguard Consultancy Work  

3.1. In July 2014 the service advertised for a partner to assist with a 
comprehensive process mapping exercise across activities.  The aims of the 
project as set out in the contract advertisement can be summarised  as;  the 
involvement of staff in service redesign, to focus on customer service, leading 
to –  

a) Efficiencies, through adding value and reducing waste in the system,   

b) Increased capability and capacity of staff, and sustained improved 
performance.   

3.2. Following the procurement exercise a tender from Vanguard Scotland was 
accepted and work began towards the end of 2014.   Whilst the formal 
consultancy work has now ended, the change programme is still ongoing.  
The following can therefore be considered as preliminary findings.   

3.3. The knowledge and experience of many ‘front line’ colleagues has very much 
been utilised in the design of new processes, using the structured analysis 
and implementation techniques developed by Vanguard based on a ‘systems 
thinking’ model.   An example of how this this is developed is set out in 
appendix 1.  
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3.4. It can be seen from the designs / principles (set out below) that there has 
been a clear customer focus.  Increasing numbers of positive comments and 
expressed satisfaction levels (table 1) in most areas provide evidence to 
support the view that customer service has improved. The satisfaction results 
for allocations and voids are set out below.  

Table 1: Satisfaction  
Measure  2015‐16  2014‐15 
void property when let  94%  83% 
sign up meeting  98%  94% 
application process   97%  94% 

3.5. An independent satisfaction survey will be undertaken later in the year which 
will provide additional robust data in this area to allow further analysis.  

3.6. There has been no survey of staff attitudes, but anecdotally several 
colleagues have reported increasing levels of satisfaction through greater 
control of their work.   

3.7. The new service designs are summarised below.  
 

1. Allocations, Homelessness and Voids  
 

Purpose ‐ Get person a home and set them up to succeed 
 

Operational Principles 
 

• One person deals with customer from application to new tenancy visit 
• Greater choice of area and customer makes choice 
• Offer to be made a early as possible 
• Use choice based lettings where appropriate 
• Only do paperwork that is necessary 
• Measure what matters 
• Minimise hand‐offs 
• Pass off clean 
• Accept fixed costs at PCU and only account for materials 
• Bring work in house where we can 
• Only do void work needed from customer's point of view 
• IT fit for purpose 
• Regular problem solving and idea sharing  
 

The results on the Charter indicators show improvements in most areas.      
   

 
Charter Indicators   

2014‐15 
 

As at April 
2016 

Average length of time taken to re-let properties in the last year   40 days  36 days 
% rent due lost through properties being empty during the last year 1.10%  0.61% 
Percentage lets to statutory homeless applicants 46%  57% 
The percentage of tenancy offers refused during the year  46%  46% 
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Refusal rates remain stubbornly high, despite significant effort being applied to this area, including 
decoration of properties, improved estate management and better property matching. Further work 
is now underway to tackle this. A policy initiative may also be required and this will be addressed in 
the allocation policy review to be presented to this committee later in the year.  
 
Significant cash savings have also been delivered.  
 
Area  15‐16    14‐15  saving 
voids rent loss ‐ end of year  £293, 551  £471, 873  £178,322 
Bed and Breakfast costs  £304,430  £762,804  £458,374 
spend on decoration vouchers to new tenants  £0  £65,267  £65,267 
 
2. Tenancy Management & Rents 
Purpose ‐ I want a safe area to live in, a well maintained house and help when I need it 
 
Operational Principles 
 

• Make it easy to pay 
• Same officer end to end 
• Set tenancies up to succeed 
• Treat customers as individuals 
• Everyone should be aware of arrears 
• Clean hand off from Housing Options 
• Act quickly on arrears and TMT cases 
• Focus on increasing arrears and new accounts 
• Get measures to help understanding and improve the system 
• Give our tenants the right help to maintain and not just sustain their tenancy 
• Enforce the tenancy agreement ensuring our estates are in a good condition and safe places  

 
The management of rent is being rolled in to tenancy management and not all areas were covered 
by the year end. Staff measure the number of increasing and decreasing arrears cases on a weekly 
basis while individual rent accounts are managed by officers along as part of the management of the 
tenancy.  For the areas that had been rolled in to the new way of working by the year end, the cash 
arrears figure had reduced by £18,575.  
 

  When compared with the previous year, the results of some key performance indicators show the 
improved outcomes as a result of the new approach.   
 

• Support tenancies to succeed –        15‐16    14‐15 
        a) abandonments     27     (36)   
        b) evictions       9     (16)  
        c) orders for repossession   10     (30)  
 

3. Housing Repairs 
 
Purpose ‐ To provide a fast and flexible repairs service that meets our customer's requirements 
 
Operational Principles 
 

• Carry out the repair when the customer wants it. 
• Gather all the information that's required when the customer contacts us. 
• Do what's needed to fix the repair, and keep it fixed. 
• Take as long as required to do the job right. 
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• Have access to all materials required to complete the job. 
• Manage the job(s) not the joblines 
• Eradicate Failure Demand.  (Value takes care of itself). 
• Review, and take action based on our measures data. 
• Nothing is perfect. We can always improve 
 
A similar 'roll in' approach is being taken with repairs where areas are included and staff join 
the group in the newly designed process gradually. The table below shows the performance 
results for repairs in 2015/16 compared with the previous year.   

 
Charter Indicators  2014‐15  April 2016 
Average Length of Time Taken to Complete Emergency Repairs  1.95 hrs  2.01 hrs 
Average Length of Time Taken to Complete Non-Emergency Repairs  6.28 days  5.94 days 
Percentage of reactive (non-emergency) repairs completed right first time 
during the reporting year  

92%  93.5% 

Percentage of repairs appointments kept  90.09%  99.91% 
             
4. Housing Benefit 

 
Purpose  

To process benefit claims correctly and as quickly as possible 
 
Operating Principles  

• Work to ensure claims come in clean or work to get all information as soon as form is 
received 
• People treated as individuals  
• Support other departments and external agencies to help us get correct information and 
clean forms. 
• Staff member takes ownership of claim and award wherever possible  
 

Measures  
• New claim form, number of days taken to process Baseline October 2015 (43 days) end of 
2015/16 (34 days) 
• Change of circumstances, number of days taken to process        
• Baseline October 2015 (30 days) end of 2015/16 (14 days) 

 
5. Council Tax  

 
Purpose  

• To make it easy to pay council tax  
• To pursue non‐payers  

 
Operating Principles  

• Profile customers based on previous payment history to target early intervention on 
'regular' non payers  
• Allow for flexible payment days  
• Ensure billing happens every week on a Tuesday  
• Send as few cases as possible to Sherriff Officer as possible  

Measures 
 
The Council tax experiment will fully commence in July 2016.  However some initial work has been 
undertaken prior to the experiment with encouraging results, and the collection rate for 2015/16 
was the highest since 2009.   
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4.0 Overall assessment.  

4.1. Every area that has been reviewed is showing improvement to a greater or 
lesser degree.  Clearly there were already changes taking place, for example 
the integration of three previously separate departments into comprehensive 
housing service, which may also have assisted the progress made.  However, 
the Vanguard contribution has been very significant, and has provided a 
sound platform for the integration work.  

4.2. There are a number of specific points to note should this exercise be repeated 
elsewhere.  

4.2.1. One of the key aims was to achieve efficiencies, through adding value 
and reducing waste in the system.  There have been quantifiable cash 
savings particularly in voids and B&B use that alone more than meet 
the £145K costs of the consultancy exercise.  People on the housing 
list, including homeless people, are undoubtedly receiving added value.  

4.2.2. The consultancy work was commissioned in preference to the Housing 
Management Business System (HMBS) project to upgrade the IT 
system, which had an allocated budget of £460K.  Process changes 
allowed the existing IT systems to continue to meet business needs 
with some relatively low-cost enhancements.    However the 
introduction of the new finance computer system subsequently also 
provided the opportunity to acquire Technology One's housing module 
as part of that implementation.  This has proved a particularly cost 
effective solution, and in 2017-18 will result in the replacement of four 
systems currently in use.  The costs of the consultant plus the IT 
enhancements, added to the costs of the new system are still well 
below the original HMBS budget.  Improving the processes has also 
provided the service with a far better starting point for implementing a 
new IT system.   

4.2.3. Service levels have been maintained or improved despite a 13% 
reduction in staff numbers, (from 303 to 264), between April 2014 and 
March 2016.  Numbers will reduce further this year with vacant posts 
deleted from the structure. This demonstrates improving capacity and 
capability of staff.  It should also be noted that the number of service 
managers reduced from four to two.  As three service managers left in 
quick succession considerable extra duties and responsibilities were 
taken on by the remaining manager, and then a new post created (and 
filled internally) to absorb remaining functions.   

4.2.4. The general fund budget savings targets were achieved for both 2014-
15 (22% = £646K) and 2015-16 (13% = £469k).   The savings target for 
2016-17 is 13% (£454k).   

4.2.5. The engagement and support of trade unions, staff and managers has 
been crucial.  The process relies on goodwill of staff prepared to work 
and think flexibly, to take on extra to try new ways of working whilst at 
the same time keep existing systems running.     

4.3. The slight downsides to the project might be considered as follows: -  
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4.3.1. The process of change is gradual and methodical.  This is largely due 
to the need to add staff into experiments slowly to ensure they are 
suitably trained so new processes can be embedded.  This can lead to 
impatience to achieve results, as well as some colleagues feeling 
excluded from the process.   

4.3.2. Changes to working practices are not always universally welcomed.  
Whilst most staff will respond positively to the removal of system 
constraints it has to be recognised that there will be barriers to change 
that need to be tackled early and effectively.   

4.3.3. In hindsight, work would have started in different areas, with different 
resources deployed to the project at different times.  However, the 
service structure was not completely in place when the project started, 
some areas were not ready for the work, and some of the information 
that would have influenced decisions has only been revealed during the 
experiments. 

4.4. There is little doubt that this has been a successful project.  It must be noted 
however that this is a process of continual improvement. Without regular 
reinforcement there is a danger of reverting to old ways.  It needs be driven by 
committed managers "in the work" willing to work with staff to help them 
problem solve on a daily basis.  That is a different way of thinking and 
managing from more traditional structures.  To support this work going 
forward, four members of staff have successfully completed the Chartered 
Management Institute (CMI) Level 4 Certificate in Management and 
Leadership.   

5.0 Service Restructuring 

5.1. Service restructure has been following the Vanguard work.   Recruitment to 
the generic housing officer role will be completed shortly.  Other changes to 
support the new ways of working will be developed and consulted on during 
the year.   

6.0 Financial Monitoring  

6.1. The draft financial performance of each account in the service is shown in 
appendices 2-4.  The draft out-turn is compared with that from previous 
reports in table 1, below.   

Table 1: Outturn summary 
  June 2015  August 

2015 
October 
2015 

January 2016  March 2016 

HRA Revenue  ‐£6k  ‐£135k  ‐£313k  ‐£369k  ‐£478k 
HRA Capital  ‐£719k  ‐£731k  ‐£2,296k  ‐£5,821k  ‐£6,271k 
Housing General 
Fund 

‐£277k  ‐£187k  ‐£212k  ‐£518k  ‐£1,279k 

6.2. The current draft end of year position for HRA Revenue indicates an increase 
of £478k from the budgeted surplus. This would mean that the year end 
surplus of £5,381k would be available to reduce the amount required to be 
borrowed to fund the Capital Programme. 
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6.3. The end of year position for the HRA Capital is that the net expenditure will be 
£7,085k, an underspend of £6,271k from the budget. From the underspend, 
£2,813k will be required to be carried forward to 2016-17 to fund programmes 
that have been delayed this year. This leaves an underspend of £3,458k for 
the year. 

6.4. With this year’s revenue surplus and utilising some of the current reserve, in 
line with the business plan, it is anticipated that this year the required 
borrowing to fund the capital programme will be less than £1million. When the 
budget was set the expected borrowing was £5.11m. 

7.0 The current draft end of year position for Housing, Revenues & Community 
Safety indicates an underspend of £1,279k an improvement of £761k from 
that reported in January. The main reason for this was a significant increase 
in grant income received in respect of Rent Rebates and Rent Allowances of 
£441k.  The government grant received in respect of Rent Rebates is now at 
93.67% of Expenditure compared to 91.77% last year.  On expenditure of 
£11.6m this made a significant difference. Benefit changes/notifications are 
more up to date than the previous year, and the reduction in use of B&B has 
also meant that the grant shortfall on these costs has reduced as more use 
has been made of council property.  

7.1. There is also £128k of earmarked reserves for Revenues that was reported as 
expenditure during the year to ensure it did not impact on the available 
General Reserve.  The underspend of £93k on the Scottish Welfare Grant and 
Furniture payments has been earmarked to add to the 2016-17 budget and 
the current balance of £35k in the Corporate Arrears Recovery System has 
now been treated as earmarked. 

8.0 Capital Programme  

8.1. Details of the capital programme works completed during the year are 
attached as appendix 5.  

9.0 Performance Indicators 

9.1. The end of year performance indicators are attached as Appendix 6. Many of 
these indicators are covered in the Vanguard areas noted above. The key 
indicators for the service are those relating to the Social Housing Charter.  
These were reported to the Scottish Housing Regulator on 31st May 2106.  All 
indicators are included in the appendix.   The Scottish Housing Regulator 
(SHR) has now published its annual summary of its risk assessment of local 
authorities and registered social landlords (RSLs).  The Regulator is to 
engage with 51 RSLs and 19 local authorities this year.  Clackmannanshire is 
not on the list for engagement this year.   

9.2. The Scottish Housing Regulator’s summary of how the Council performed 
against the Social Housing Charter in 2014-15 is attached as appendix 7.  It 
should be noted that this information is now a year out of date and the most 
up to date report on the Charter will be published later this year.  

9.3. Clearly collections is a significant area and one that the SHR will expect to 
see progress on this year.  For reasons discussed above, it will be nearer the 
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end of this financial year before success in this area can be fully evaluated.  
As noted early signs are encouraging particularly as this is against a 
background of a continuing decline in household incomes.   

9.4. As members noted in previous reports, a significant area of concern during 
the year was declining housing benefit performance.  Audit Scotland also 
sought assurances during the year that appropriate action was being taken.  
These assurances were provided and performance greatly improved during 
quarter four.  Given that there has been similar short term improvements in 
previous years that have not been sustained the emphasis this year will be to 
ensure that the changes made are embedded.   

Table 2: Housing Benefit Processing Times 
  Q4  Pre / post 

intervention 12.10.15 
Overall  
Year 15/16  

New Claims Clackmannanshire  14  43  / 19  34 
Scottish Average   24    24 
       
Change of Circumstances Clackmannanshire  3  30 / 4  14 
Scottish Average   10    10 

10.0 HRA expenditure comparison with other Local Authorities 

10.1. The Scottish Government publishes information for all Scottish Local Authority 
housing income and expenditure.  The following tables from this report 
demonstrate that when compared with other Scottish councils, 
Clackmannanshire's supervision and management costs are amongst the 
lowest, rent arrears towards the top end, and void rent loss somewhere in the 
middle.   

 
Chart 9:  Rents lost as a result of unlet properties as a percentage of standard rental income on 

houses1, Scotland,  2014-15 (actual) and 2015-16 (estimate)2,3
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Chart 11:  Rent arrears at 31 March as a percentage of annual standard rental 
income on houses1, by Local Authority2, March 2014 to March 2015
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Chart 7: Management and maintenance expenditure per house1, by Local Authority, 
2015-16, Estimates2
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11.0 Response rates to complaints, enquiries and FOIs  

11.1. The council corporately collects response times to all complaints, member 
enquiries and FOI requests.  One councillor enquiry was not answered in 
time.  

 
 Housing and community safety 

Number                  % on time  

Council 

   Number                  % on time 

Complaints (stage 1+2)  65 100% 95 74% 

Complaints stage 1 60 100% 86 n/a 

Complaints stage 2 5 100% 9 n/a 

Councillor enquiries 176 99.4% 557 85% 

MP / MSP enquiries 110 100% 346 79% 

FOIs 190 100% 971 93% 
 

12.0 Community Safety  

CCTV 

12.1. The new CCTV arrangements were successfully implemented in April 2015 
and have provided significant savings.  

Community Wardens  

12.2. In addition to work with the multi-agency tacking group, the Community 
Wardens dealt with 756 service requests in 2015/16 with the most common 
being shown below: 

 

• Private Landlord Registrations   334 
• Dog Fouling      105 
• Open Space ASB     81 
• Neighbour Dispute     68 
• Noise Issues      40 

12.3. The Community Wardens also completed 603 patrols around the 18 primary 
schools during holiday periods to prevent vandalism, and provided community 
safety input at 12 of the primary schools during the year, on a wide range of 
safety topics including “be safe, be seen; Dog fouling and its consequences; 
Alcohol and its dangers to young people; Crossing the road safely; Water 
Safety” 

12.4. Significant work has also been undertaken by the Wardens and the Council’s 
ASB Administrator during 2015/16 to tackle issues with unregistered landlords 
(private landlords are required to register under the law relating to ASB). This 
concerted piece of work identified 334 cases where landlords had allowed 
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their registration details to lapse and all were contacted. Whilst some were no 
longer operating as landlords there were 104 who were. All of those identified 
individuals have now reapplied and have, after due consideration, been found 
to be “fit and proper” persons and who are allowed to legally operate as a 
landlord. 

12.5. In addition to the above, 15 landlords who had never registered were 
identified and, again, after due consideration, been found to be “fit and proper” 
persons. 

12.6. There were 645 new or renewal applications in 2015/16.  There are currently 
1891 approved landlords covering 2377 properties. 

12.7. 3.17% of landlords in Clackmannanshire have lapsed registrations against an 
average of 7.37% for Scotland as a whole. Lapsed registrations do not 
necessarily mean that the landlord continues to act as a landlord - they may 
have, for example, sold their property - these landlords are being actively 
pursued and asked to register or bring their details up to date. 
 

13.0 Sustainability Implications 

13.1. The Clackmannanshire Housing Strategy is subject to a full Environmental 
Impact Assessment which will incorporate its principle priorities and actions. 

14.0 Resource Implications 

14.1. Financial Details 

 The full financial implications of the recommendations are set out  in the 
 report.  This  includes a reference to full life cycle costs where appropriate.
            
               
 Yes √ 

 Finance have been consulted and have agreed the financial implications as 
set out in the report.              Yes √ 

14.2. Staffing  

 There are no additional staffing implications associated with this report.   

15.0 Exempt Reports          

15.1. Is this report exempt?       

 Yes   (please detail the reasons for exemption below)    No √ 

16.0 Declarations 
 
The recommendations contained within this report support or implement our 
Corporate Priorities and Council Policies. 

(1) Our Priorities  (Please double click on the check box ) 
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The area has a positive image and attracts people and businesses  √ 
Our communities are more cohesive and inclusive √ 
People are better skilled, trained and ready for learning and employment  
Our communities are safer  √ 
Vulnerable people and families are supported √ 
Substance misuse and its effects are reduced   
Health is improving and health inequalities are reducing   
The environment is protected and enhanced for all  √ 
The Council is effective, efficient and recognised for excellence  √ 
 

(2) Council Policies (Please detail) 

17.0 Equalities Impact 

17.1. Have you undertaken the required equalities impact assessment to ensure 
that no groups are adversely affected by the recommendations?  
       Yes      No √ 

18.0 Legality 

18.1. It has been confirmed that in adopting the recommendations contained in this report, 
the Council is acting within its legal powers.   Yes  √ 

19.0 Appendices  

19.1. Please list any appendices attached to this report.  If there are no appendices, please 
state "none". 

 1. Vanguard – Check Plan Do method 

 2-4. Budget monitoring  

 5. Capital Programme detail 

 6. Key Performance Indicators 

 7. Social Housing Charter Comparisons 

  Background Papers 

19.2. Have you used other documents to compile your report?  (All documents must 
be kept available by the author for public inspection for four years from the 
date of meeting at which the report is considered)    

 Yes   (please list the documents below)   No√ 
Author(s) 
NAME DESIGNATION TEL NO / EXTENSION 
Jennifer Queripel Service Manager 2475 
Murray Sharp  Service Manager 5113 
 
Approved by 
NAME DESIGNATION SIGNATURE 
Ahsan Khan Head of Service 

 
Nikki Bridle Depute Chief Executive 
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Appendix 1:  Improving Housing Repairs using the 'check, plan, do' Vanguard 
model.  
 
The purpose of check is to get knowledge, clarity of purpose, create interest and 
challenge, study the system, listen and learn and focus on the customers.  In ‘check’ the 
team of front line staff defines the purpose of the service, analyses the demand (value 
and failure), assesses the capability of the response by measuring our response to 
customer demand, looks at the flow to identify the value work and the waste, and 
identifies the system conditions.   
 
We looked at the flow, waste and impact of the current repairs system and we analysed 
the data by taking a random sample of jobs and tracking the repair from when the tenant 
first reported it to when the repair was complete. As a result in staff carrying out 'check' 
they found that there were different categories for different types of jobs with separate 
target times. We measured volumes of work and productivity, almost half of our demand 
(47%) was failure demand and 24% of routine repairs were reoccurring jobs.  
 
We discovered that we were managing and measuring job lines, not actual repairs. We 
found delays, duplication, multi tasking, progress chasing and handoffs in the old 
system. There was poor communication and unclear job roles. In the old system people 
did not have the right materials when they needed them to do the repairs.  
 
The check team then started to plan what we wanted to do. We carried out further 
analysis on the demand, we looked at sample cases and we mapped the processes. We 
built a system picture and we presented our check results to our Head of Service and to 
colleagues.  
 
Then we started the experiment. Here we are trying out ideas to fix the problems we 
have identified. We are allowed to fail and we know that we continue to learn as the 
experiment continues. Some of the changes we made are that we now arrange the 
appointment for the repair at a time that suits the customer, we only have two categories 
of repairs (routine and emergency) and all routine repairs are scheduled. The tradesmen 
get more than one job sent to them on their phones so that they can have more control 
over their work and they now have sufficient time to complete the job. They now add 
notes to the phone so that details about the work carried out are recorded and if there is 
a need to return to a job for any reason, the original tradesman attends. The call 
handlers, coordinator and tradesmen now work together to improve diagnosis of the 
repair at the point of receiving the call and to more accurately allocate the time needed 
to complete the repair.  
 
Managers have regular informal conversations with staff because they are in the work 
and we have regular problem solving sessions at the Visual Measurement Board where 
we record the results of our measures, identify issues and problems and agree on next 
actions. Staff can make changes where required, based on the results of the measures 
and check team members are now the experts and have personal control over their 
work. Managers provide support to the team by coaching and counselling and the 
environment is now one of trust, innovation, and cooperation.    
 
The benefits are that staff are happier because they are using their expertise and can 
make decisions about how the work is designed. They are clear about our purpose and 
our measures now relate to the purpose from a customer’s point of view. The measures 
are meaningful to staff so we can see if we are achieving what we set out to achieve by 
changing the system and performance results have significantly improved. 
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Appendix 4 - SUMMARY GENERAL FUND HOUSING

COST CENTRE SUMMARY

Annual 
Budget 
2015/16

Actual To 
31/03/16

Variance 
Outturn v 
Budget

January 
Outturn to 
31/03/16

Outturn 
Variance

STRATEGIC HOUSING COSTS
Head of Service 24,280 21,545 (2,735) 22,253 (707)
GF Housing manager 4,690 0 (4,690) 0 0
SLAB Funding (TMO2) 0 614 614 590 24
Strategic Housing Authority 178,390 179,836 1,446 179,019 818
Advice Services 139,070 126,723 (12,347) 127,016 (293)
Housing Support Team 187,860 125,446 (62,414) 142,551 (17,106)

534,290 454,164 (80,126) 471,428 (17,264)

HOMELESS & SPECIALISED ACCOMM
Homeless Team Admin 455,600 415,983 (39,617) 420,323 (4,340)
Backwood Court 52,420 29,931 (22,489) 32,032 (2,101)
Lochbrae 38,020 (1,475) (39,495) (5,324) 3,849
Katrine Court (42,320) (47,744) (5,424) (42,892) (4,851)
Mosaic 0 0 0 0 0
Pompee (54,450) (80,668) (26,218) (79,915) (754)
Chalets (38,290) (18,138) 20,152 (24,522) 6,384
Dispersed HPU's (439,050) (482,729) (43,679) (400,157) (82,571)
Bed & Breakfast (38,250) 36,437 74,687 40,020 (3,583)
Private Lets (88,890) (11,215) 77,675 (10,764) (451)
OTSP (222,780) (211,972) 10,808 (223,942) 11,969
Pine Grove 45,750 4,629 (41,121) (6,791) 11,420
Hallpark (35,200) (67,929) (32,729) (86,819) 18,890
General Homeless 0 0 0 0 0
Travelling Persons' Site 16,050 17,380 1,330 22,735 (5,355)

(351,390) (417,511) (66,121) (366,017) (51,494)

HOMELESS STRATEGY
Homeless Strategy 10,040 1,251 (8,789) 731 520

10,040 1,251 (8,789) 731 520

PSH
Discretionary Projects 0 0 0 0 0
Admin Survey Improvements 16,500 1,440 (15,060) 5,000 (3,560)
Engagement Private Landlords 1,000 0 (1,000) 1,000 (1,000)
Repairs 33,590 47,709 14,119 30,115 17,594
Mandatory Adaptations 222,000 231,843 9,843 183,000 48,843
Minor Disabled Adaptations 0 0 0 0 0
Compulsory Repair 0 0 0 0 0
Empty Homes 0 0 0 0 0

273,090 280,992 7,902 219,115 61,877

HOUSING BENEFITS
Rent Rebates 1,011,970 555,632 (456,338) 764,470 (208,838)
Rent Allowances 43,850 (231,332) (275,182) (1,759) (229,574)
Affordable Housing 0 (3,195) (3,195) 0 (3,195)

1,055,820 321,104 (734,716) 762,711 (441,607)

HOUSING GRANTS
Improvement Grants 0 (2,053) (2,053) (1,767) (286)
Repair Grants 0 (1,736) (1,736) (1,180) (556)

0 (3,789) (3,789) (2,947) (841)

GENERAL FUND HOUSING TOTAL 1,521,850 636,212 (885,638) 1,085,021 (448,809)

COMMUNITY SAFETY 
CCTV 89,370 11,845 (77,525) 71,610 (59,765)
Anti Social Behaviour 195,270 180,851 (14,419) 181,486 (635)
VPR's 0 0 0 0 0
Landlord registration (25,530) (37,167) (11,637) (33,955) (3,212)
Community Safety Partnership 660 0 (660) 0 0

259,770 155,529 (104,241) 219,140 (63,611)

REVENUES AND PAYMENTS
Revenues Payments Manager 185,250 150,176 (35,074) 181,064 (30,888)
Non Domestic Rates 1,600 51 (1,549) (0) 52
Revenus Administration 115,460 61,590 (53,870) 60,281 1,308
Social Fund 507,150 380,104 (127,046) 507,070 (126,965)
Billing & Assessment 6,210 (47,328) (53,538) (31,397) (15,931)
Collection 204,230 217,332 13,102 218,969 (1,637)
Recovery 353,820 322,323 (31,497) 337,096 (14,773)

1,373,720 1,084,248 (289,472) 1,273,082 (188,834)

NET EXPENDITURE 3,155,340 1,875,989 (1,279,351) 2,577,243 (701,255)

327



 

328



Appendix 5: HRA Capital Programme & SHQS 
 

Achievements 

In the last financial year the council have invested nearly £5.5 million on key projects 
improving the condition of the Housing portfolio. This builds on previous investment 
commitments and continues to sustain and consolidate the Council’s position in 
terms of Scottish Housing Quality standard compliance. 

 In 2015-16 the following works were carried out to completion -  
Project  Number of Houses Completed  
Bathroom Replacement -MITIE  101 houses completed  

Bathroom Replacement - PCU  19 houses completed  

Kitchen Replacement - PCU  88 houses completed  

Major Adaptations - PCU  29 houses completed.  

Damp Rot Eradication  41 jobs completed  

Front Door Replacements  4 houses completed.  

Central Heating  723 homes upgraded with new central 
heating system with "A" Rated combi boiler. 

Safe Electrical Upgrade  177 Houses completed  

Houses with Roof and Wall 
Replacement  

50 homes  

Roof Replacement  25 homes  

Roughcast /Cladding Replacement  43 homes  

Secure Door Entry Upgrade  25 Common Blocks of flats were upgraded 
including 92 council tenants  

Periodical Electrical Testing 
Programme  

189 Houses completed in total  

Fencing Replacement Alloa Bowmar  121 back garden fencing upgrades 
completed  

Asbestos Testing  101 tests completed  

Asbestos Removal Works  189 houses  

Fire House - Rebuild - 80 Caroline 
Crescent Alva  

Rebuild of a fire damaged non-traditional 
weir multicon property - mid terraced.   

Stock Condition Surveys  250 Homes surveyed.  

Refurbishment to Purchased 
Properties.  

19 houses refurbished.  

Window Replacement Programme  129 houses completed  

Demolition - 21-39 The Orchard 
Tullibody  

10 units demolished  
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Overall Scottish Housing Quality Standard (SHQS) Position - April 2016  

The council is currently 97.3% compliant with the SHQS charter indicator. 4827   
properties achieved the standard out of a total stock of 4968    A total of 141 fail and 
the breakdown of these are as follows –  

- 97 kitchens require replacement.  Upgrade has not been possible due to 
tenant refusals. These have been refused on at least three occasions since 
2006. These are once again programmed for replacement in 2016/17 and will 
be completed by the end of July 2016.  

- Secure Door Entry Replacements - 37 Council properties within 25 shared 
common blocks with the council in minority ownership.  Agreement to upgrade 
was not reached with sharing private owners despite grant assistance being 
made available.  

- A total of 7 properties fail the SHQS Section B " Free from Disrepair" criteria 
as at the 31st of March 2016. These include a structural failing to a stone 
gable wall, work which is planned shortly.  A further six flats in Alloa fail due to 
defective wall fabric. The Council is in minority ownership in the communal 
block and the other mutual owners’ agreement is required to the scope and 
programming of the works.  

SHQS Compliance as at April 2016 

SHQS Number of Properties 
failing  Percentage Complaint

Tolerable Standard 0 100% 

Free From Serious 
Disrepair 7 99.9%  

Energy Efficiency 0 100% 

Modern Facilities & 
Services 97 98.1%  

Health, Safe & Secure 37 99.3%  

Local Clackmannanshire Standard  

A key objective set out in 2006 was to achieve an enhanced "Local 
Clackmannanshire Standard" over and above the SHQS. This was met by the 
deadline of 31 of May 2015.  

- All properties will have had a new entrance door fitted compliant with the 
Police Approved "Secured by Design" standards. 

- All tenants have been offered a replacement kitchen across the housing stock 
within our improvement programmes.  Remaining 97 kitchen upgrades 
previously refused on our programme have now been offered a further 
opportunity to upgrade. This work is being carried out by the in-house team, 
who replaced 88 kitchens last year.  
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- Every tenant has now been offered a new upgraded bathroom with an 
enhanced specification including an electric shower, internal decoration, wall 
boards and cushioned vinyl flooring. Previous refusals are now being 
programmed for upgrade by the in-house team.  

Energy Efficiency Standard for Social Housing (EESSH) Progress  

The Energy Efficiency Standard for Social Housing (EESSH) was launched by the 
Scottish Government in March 2014. This is a new energy efficiency rating for all 
Social Housing to be achieved by May 2020 and it aims to encourage landlords to 
improve energy efficiency. This is an enhancement of the previous Scottish Housing 
Quality Standard element 35.  

The Scottish Housing Regulator expects all councils and Registered Social 
Landlords to provide data on their compliance as from May 2016 reporting on 
progress annually.  

The new standard is more detailed with each property type having its own rating to 
achieve. This is a more complex methodology and requires intensive management of 
stock data.  

As at March 2016, Clackmannanshire Council is 63% compliant with the new 
EESSH standard.  Failures are mainly remaining non-traditionally built housing 
stock, previous central heating refusals within our programme, coal and electrically 
central heated properties and housing with older heating systems replaced prior to 
2006.  

The Council is in a good position to achieve the EESSH standard by the 2020 
deadline given the previous investment in upgraded heating systems.  

The council has also been successful with bids for significant Scottish Government 
grant funding since 2012, which allowed the heating replacement programmes to be 
accelerated, and allowed upgrading of non-traditionally built housing stock within 
areas such as Bowmar Alloa, Carseview, Schaw Court in Sauchie, Devonway and 
Mary Place in Clackmannan and Parklands Place Forrestmill. This has enhanced the 
overall EESSH score.  

In 2016/17 funding has been secured to upgrade additional non-traditionally built 
Weir Timber houses in Westercroft Alva, Steel framed properties at Baingle/Stirling 
Road Tullibody and also in Coalsnaughton. Works are currently underway and are 
on schedule on this phase and are scheduled to finish on the 30th of June 2016.  

Challenges remain for some of the stock where upgrade costs are in excess of 
£20,000 per unit, with high levels of sharing private owners.   

Programme Update  

1. SHQS Modern Facilities & Services  

Bathroom Replacement Programme 2012-16  

The bathroom replacement programme is now completed with every tenant offered a 
new modern bathroom.  Any previous refusals in the replacement programme are 
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being programmed on request with works completed in-house. All tenants who opted 
out of the programme have been contacted offering them an upgrade.  

Kitchen Replacement Programme  

As previously reported to the committee, the Scottish Housing Regulator requires 
evidence from social landlords that exceptions through previous tenant refusals are 
being addressed. A proactive approach has been taken by allocating budget and 
engaging previous refusals in the kitchen programme in order to bring our stock up 
to the SHQS compliance.   

House Adaptations  

In 2015-16, a total of 28 house adaptations were carried out by the in-house trades.  
The programme continues on request.  

2. SHQS Structural & Upgrading Works  

Roof and External Wall Upgrade Programme - 423200 

Following the information gathered through stock condition surveys, in addition to 
referrals into the programme from the reactive maintenance team, a total of 25 roofs 
within Tullibody, Alloa and Sauchie were identified as requiring full roof replacement. 
A programme of work was commenced in June 2015 which also included upgrade to 
the external wall fabric of 43 properties within Sauchie and a further 50 properties in 
Tullibody at which external fabric upgrade to both roof and wall render was required.  

The scope of works for roofing upgrade included for renewal of rainwater goods with 
rainwater gutter protection brushes installed on the back of a successful pilot last 
year, these brushes have now been rolled out across all roofing installations 
reducing the future maintenance dependency. On-going maintenance is reduced 
further with installation of UPVC eaves soffit and fascia's boards replacing the 
previous timber finish. 

External roof upgrade used  high quality roof cladding materials, and wall render 
upgrade utilising modern polymer render systems has provided not only an 
aesthetically pleasing finish to some of the most tired and aged stock but also 
protects the integrity of the underlying building structure ensuring maximum longevity 
in pro-longing the lifespan of the domestic housing stock.  

Customer satisfaction for all roof and render works carried out in 2015-16 was 87.1% 
which is down from last year’s figure of 97.2%. This however can be attributed to a 
significant reduction in the number of customer satisfaction cards returned with only 
around 10% of tenants participating. 

Roof and wall fabric condition remains the biggest challenge particularly the inter- 
war stock.  Large areas such as Hutton Park, Ashley Terrace, Alloa, old 
Clackmannan, Tillicoultry and Alva have large numbers of inter war stock.  

Demolition of 21-39 The Orchard, Tullibody 425500 

Reigart Contracts Ltd were awarded the tender through a single stage procurement 
method.  The demolition began site in October 2015 and were completed within 4 
weeks. A great deal of preparatory work was required in advance in respect of 
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services disconnections, ecological surveys, consultation with local schools and 
residents, obtaining appropriate consents and ensuring compliance with health and 
safety legislation.  

The project was one which, due to its nature, attracted a great deal of attention. 
Demolition of a multi-storey asbestos containing block in the heart of a heavily 
populated residential area is not an easy task. It is extremely pleasing that no 
complaints were received and the workforce involved were praised by locals for 
there efficient and effective working manner.  

The project was brought in significantly under budget which is also extremely 
pleasing given the very real potential for extra costs incurred on-site through 
unforeseen works. 

Restoration of Fire Damaged Property  

A house fire caused serious structural damage to a Weir Multicon mid terraced two 
storey property. The remains of the property were left exposed to the elements; over 
half of the roof structure had perished with the remaining timbers badly charred. All 
external cladding and insulation to the rear elevation had gone with only the timber 
stud frame remaining. The damage was such that demolition and subsequent re-
instatement of the superstructure was agreed to be the most viable solution both 
economically and structurally.  

A lengthy lead in time was needed to plan and procure for the re-instatement 
resulting in a lengthy lead in time to works commencement on-site in late August 
2015, works proceeded at pace with the property completed and the tenant able to 
return to the in time for Christmas. The project, which was the subject of an 
insurance claim, was brought in under budget.  

Asbestos Removal Works 423000 

Asbestos removals across the county were carried out on a mainly re-active basis 
with both licensed and non-licensed asbestos materials removed from both occupied 
and un-occupied properties across the domestic housing stock. The high risk nature 
of asbestos works brings about strict health and safety monitoring. These works are 
often intrusive and have been completed with minimum disruption to tenants whilst 
maintaining confidence in the quality of the removal works completed. 

Asbestos Testing Works 422900 

Asbestos testing across the county was carried out on a mainly re-active basis within 
both occupied and un-occupied properties across the domestic housing stock. Tests 
within void properties are often intrusive whilst those in occupied properties are less 
so and designed to manage the risk by identifying suspect content through visual 
inspection without the need for disruptive works. Re-assurance air tests are also 
undertaken through the contract as and when required.  

The council now has comprehensive knowledge of Asbestos within the domestic 
Housing Stock through a robust survey programme since 2009. To date 40% of the 
housing stock has had a full refurbishment survey completed and 100% for all 
common closes. This allows the planning to safe management of repairs and 
upgrades.  
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Window Replacement Programme - 2015-16  

This year saw the commencement of the Council’s Window Replacement 
programme. This was the first window replacement programme carried out by the 
council since 1996.  

Phase 1 of the programme successfully upgraded 129 properties within Alloa and 
Alva. Tenant feedback to date has been very positive to date with 95.2% "very 
satisfied" following completion of the works. In 2016/17 a further 552 homes are 
scheduled for window replacement within areas in Alloa, Cambus and 
Coalsnaughton. This project will be completed by both contractor Sidey Glazing and 
our own trades at Kelliebank.  

3. SHQS Healthy Safe & Secure  

Secure Door Entry Replacement Programme 2013-17 

A total of 25 new Secure Door Entry Systems have been completed in 2016/17 
through our term contract with Scotshield. These include flats within various 
locations throughout Clackmannanshire. Sharing owners within these common 
blocks were offered a one off grant package towards the cost of this work.  The 
completed closes included a total of 92 council tenant households. Completion of 
this work enhances the Council's overall SHQS position.  

This work greatly enhances the overall condition and security to our common areas 
to flats and in turn, should ensure easier management and maintenance for tenants 
and owners.  

To date a total of 25 common blocks remain to be upgraded where agreement could 
not be reached with sharing owners. These are blocks where the council are in 
overall minority ownership overall.  Further efforts will be made in 2016-17 to secure 
agreement.  

As reported to the Council in February 2016, the HRA is proposing to carry the door 
entry funding forward to support continuing engagement with owners to help the 
council achieve SHQS compliance.  To facilitate this, the service is looking to carry 
forward part of the earmarked Private Sector Housing Grant reserve to assist owner 
occupiers to finance their required contribution to the project and ensure the Council 
can meet the SHQS standard.  

In house trades have undertaken training on the maintenance of the new entry 
systems. This will ensure easy reactive future maintenance and servicing which in 
turn, will prolong the lifespan of the upgrades.  

Safe Electrical Rewire Programme 2014-18 

 A total of   189 Safe Electrical upgrades have been completed in 2015-16. Customer 
satisfaction from this programme has been excellent for intrusive work recording a 
91% satisfaction score.  

Our electrical rewire programme is now being dictated by the results from electrical 
testing.  Following full survey and testing, due to the existing condition of the 
electrics, many of our properties are able to meet the modern standards through 
carrying out partial upgrade as opposed to a full electrical rewire. This is allowing 
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significant savings within our Safe Electrical programme allowing the council to 
upgrade with hardwired smoke detection within our testing programme.  

Fencing Renewal Programme- 2015-16  

As part of the Council's ongoing commitment to sustain the Scottish Housing Quality 
Standard Health Safe and Secure category, a fencing upgrade programme was 
carried out renewing rear garden fencing within the Alloa Park area of Alloa. This 
was successfully completed on time. The programme included items such as 
galvanised steel posts that will ensure durability and longevity and reduce ongoing 
maintenance requirements.  

Customer satisfaction for this work was a healthy 95% "very satisfied".  

4. SHQS Energy Efficiency  

Central Heating Replacement Programme 2014-18 

The central heating replacement contract 2014 -18 is making good progress with a 
total of 723 new central heating systems fitted during 2015-16. This is a term 
contract with PH Jones, part of British Gas.  The specification for this includes a full 
heating upgrade with a "A" Rated SEDBUK boiler. Customer satisfaction with this 
project is currently 96.4% satisfied.  

The central heating replacement programme through to 2018 is established with all 
addresses identified.  A programme of 700 addresses will commence in April for 
2016/17.  This will further strengthen the Council’s position in maintaining both 
SHQS and the new Energy Efficiency Standard for Social Housing (EESSH) that has 
to be met by April 2020.  

A number of Council properties where we have replaced heating systems have seen 
dramatic improvements in their Energy Performance ratings.   For example 
properties at the Orchard, Branshill Park, Craigview and Lochbrae have seen their 
EPC rating increase from 49 (E) to 72 (C).   The predicted savings for tenants in 
these properties is £550 per year.   

The council will be required to provide an update on the new EESSH position in our 
submission to the Scottish Housing Regulator in May 2016.  
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Appendix 6:  Business Plan Performance 2015-16
 
  
 
 
KEY TO SYMBOLS 
 

PIs 
Status Short Term Trends Long Term Trends 

Compares actual performance with 
target 

Compares actual performance with most recent 
previous 

Compares actual performance with 
previous over the longer term  

 Alert  Performance has improved  Performance has improved 

 Warning  Performance has remained the same  
Performance has remained the 
same 

 
OK (performance is within 
tolerance limits for the target)  Performance has declined  Performance has declined 

 Unknown  
No comparison available - May be new 
indicator or data not yet available  No comparison available 

 
 

ACTIONS  RISKS 

Expected Outcome  Current Rating 
= Likelihood x Impact (1 - 5) Status  

 Meet target/complete within target dates  
 Rating 16 and above 

 Will complete, but outwith target  
 Rating 10 to 15  

 Fail to complete or cancelled  

 

 Rating 9 and below 

   

   

The likelihood of a risk occurring, and the impact if it does occur are each scored on 
a scale of 1 to 5, with 1 being the least likely or the least significant impact. Detailed 
guidance on scoring is provided in the Risk Management Policy and guidance. 
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Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

HCS CUS 003 % tenants satisfied with the management of 
the neighbourhood they live in Charter 83% 83& 83% n/a 

The data for this indicator is from the Tenant Satisfaction 
and Aspiration Survey 2013. The results have been 
analysed and improvement actions have been included in 
team actions plans.  
The next Tenant Satisfaction and Aspiration Survey is 
scheduled to be carried out in 2016. 

HMO ALL 005 

Average length of time taken to re-let 
properties in the last year - excluding new-
build & OTS  
(i) The total number of properties re-let in 
the reporting year.  
(ii) The total number of calendar days 
properties were empty.  

Charter 40 40 36 39 The average length of time taken to relet properties is 36 
days. This compares favourably with last year (40 days).   

HMO ALL 013 
The percentage of new tenants satisfied with 
the lettable standard when moving in - used 
for SHBVN & report to tenants  

Charter 96% 83% 94% 98% 

Satisfaction levels with the condition of properties when let 
have increased significantly with 94% of new tenants 
satisfied with the condition of their property when moving 
in.   

HMO ALL 041 Total number of lets (including new builds 
and OTS)  Charter 461 403 363 n/a 

363 properties were let in 2015/16. This is a reduction 
from last year when there were 403 lets. Of the 363 
properties that were let in the year, 17 were off the shelf 
purchases. 

HMO ALL 056 

The percentage of tenancy offers refused 
during the year  
(i) Number of tenancy offers made during the 
reporting year.  
(ii) The number of tenancy offers that were 
refused.  

Charter 52% 46% 46% 40% 

With 46% of tenancy offers refused this year this is a 
disappointing result.  We aim to improve on this result in 
2016/17 and we have redesigned our processes to ensure 
that information about the preferences of applicants are 
accurate and up to date before offers are made.   

HMO ALL 057 
The number of empty dwellings that arose 
during the last year in self-contained lettable 
stock  

Charter 401 398 367 n/a 
367 properties became vacant in 2015/16. This is a 
reduction from last year when 398 properties became 
void.  

HMO ALL 071 

The percentage of lettable dwellings that 
arose during the year (excluding new-build 
and off the shelf purchases) in self contained 
lettable stock.  

Charter 8.24% 8.21% 7.59% n/a Out of 4836 lettable stock, 7.59% lettable dwellings arose 
during the year.   

HMO TEM 074 % of factored owners satisfied with the 
factoring service they receive Charter - 20% - - The survey is currently being carried out. 
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Covalent Ref. Action Due Date Progress Expected 
Outcome Latest Note 

HCS SBP 057 Implement satisfaction / feedback survey for 
factored owners  31-Mar-2016   

A satisfaction survey was carried out in May 2015. The survey will be carried 
out annually. This will coincide with the issuing of annual statements to 
factored owners.  

HCS SBP 058 
Redefine Community Wardens duties and 
establish clear outcomes including income 
generated.  

31-Mar-2016   

Patrols and community activity now directed and reviewed by MATAC. Call  
centre is now working to a reduced, and more focused, list of referral codes.  
Work to identify performance indicators approaching a conclusion at the  
community safety partnership. A review of noise complaints procedure  
approaching completion with new procedures to follow. A cross service exercise 
is being arranged, with the call centre, to ensure customer calls are directed to  
the correct person on each occasion which should result in an improved and  
more efficient experience for customers.  

HCS SBP 059 
Implement improved estate management 
caretaking services (removal of rubbish, 
graffiti, cleaning of common areas etc.)  

31-Mar-2016   

The review of current resources to form a dedicated team to keep our estates 
clean and tidy has started and will be informed by the outcome of the 
vanguard work to review our tenancy and estate management processes.  

 
 
2) Our communities are more cohesive and inclusive  
 

Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

FAM HPI 005 
The proportion of the council's housing stock 
meeting the Scottish Housing Quality 
Standard 

Charter 
LGBF 90.8% 92.4% 97.3% 100% 

Of the 141 properties that will fail this standard, 97 
kitchens require replacement with work programmed for 
2016/17, secure door entry replacements in 37 Council 
owned properties in 25 blocks where there the council is in 
minority ownership, and 7 properties which fail the SHQS 
Section B "Free from Disrepair" criteria as at the 31st of 
March 2016. These include a structural failing to a stone 
gable wall in Tillicoultry where work is scheduled for late 
April 2016 and 6 flats in Alloa Town centre with defective 
wall fabric.  
 

HMO TEM 070 % of court actions initiated which resulted in 
eviction  Charter 7.55% 9.68% 11.25% N/A 

As part of our work with Vanguard the new approach 
involves cases going through the newly designed process 
before court actions are initiated. We are applying the new 
principles to high level cases with the aim of increasing 
collection rates and sustaining tenancies.  

RGN ACC 021 Avg weekly rent for Gypsy / Travellers pitch Charter £56.28 £85 £85 £85 This is a Charter indicator.  
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Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description Latest Note 
 Value Value Value Target 

RGN ASN 002 % Satisfaction with management of Gypsy / 
Traveller site Charter 100% 93.33% NA - The survey is currently being carried out.   

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 037 Fully implement Property Factoring Service in 
accordance with legislation  31-Dec-2014   

The Annual statement is now in place and works are being charged for cyclical 
repairs and for large works involving owners. Processes are being developed to 
ensure a full charging mechanism is implemented.  

HCS SBP 061 
Implement generic housing officer role 
working in small patches, and associated 
specialist roles (advice, support etc.)  

31-Dec-2015   

The full generic role is being developed based on the work done by the tenancy 
and estates and the rents check teams. The implementation of the full generic 
role and matching of officers will continue as more officers are rolled in to the 
new way of working. 

 
 
4) Our communities are safer  
 

Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

HMO TEM 067 
% of asb cases reported in the last year 
which were resolved within locally agreed 
targets  

Charter 74.70% 78.25% 75.24% 75% 

The Housing Charter specifies that a case is resolved when 
the landlord has taken appropriate measures, or advised 
the complainer of the landlords position where they do not 
have the authority or powers to resolve the complaint.  
We are using the issuing of a closing letter to the 
complainer as evidence that we have resolved the ASB 
case.  
 
During 15/16:  
319 ASB cases were opened.  252 of these were resolved 
during the year, 12 cases were out with the agreed target 
of 20 weeks.  
 
The remaining 67 cases are ongoing.  

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 
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Expected Covalent Ref. Action Due Date Progress Latest Note Outcome 

HCS SBP 060 
Review and improve internal processes for 
property checks and information sharing with 
Link officers for all MAPPA cases.  

31-Mar-2016   

SOLO is currently being notified of all mainstream properties that become 
available.  A system is to be set up to notify what temporary accommodation is 
available.   

HCS SBP 062 Complete the review of MATAC process and 
implement findings  30-Sep-2015   

MATAC in early stages of implementing its role as a hub for operational 
community safety activity and in the sharing of relevant information. This 
requires change for the partner organisations and will take some time to 
become fully established.  The Community, Wellbeing & Safety Partnership is 
reviewing its structure and targets.  MATAC will adapt to the requirements of 
the partnership.  

 
 
5) Vulnerable people and families are supported  
 

Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

FAM HPI 041 
% of approved applications for medical 
adaptations  
completed during the reporting year  

Charter 58% 97.4% 92% - The 15/16 figures include major and minor adaptations.    

FAM HPI 042 Average time to complete medical adaptation 
applications  Charter 66 days 38 days 37 days - The average time to complete medical adaptations has 

improved compared with last year.  

HMO ALL 043 Percentage lets to statutory homeless 
applicants  Charter 39 % 46 % 57 % 50 % The % of lets to homeless applicants in 2015/16 has 

increased.  

HMO TEM 054 
Percentage of new tenancies sustained for 
more than a year, by existing tenants - 
Transfer (TR)  

Charter 92% 95% 92% 94% Tenancy sustainment levels for existing tenants has 
reduced slightly in 2015/16.   

HMO TEM 056 
Percentage of new tenancies sustained for 
more than a year, by applicants who have 
been assessed as statutory homeless (HP)  

Charter 82% 80% 85% 83% 
Tenancy sustainment levels for applicants housed as 
homeless have increased and have exceeded our target in 
2015/16.   

HMO TEM 058 
Percentage of new tenancies sustained for 
more than a year, by applicants from the 
Housing Waiting List - WL  

Charter 88% 90% 89% 90% Tenancy sustainment levels for waiting list applicants are 
similar to previous years.   

HMO TEM 060 
Percentage of new tenancies sustained for 
more than a year, let source by other reason 
- O  

Charter 100% 100% 0 N/A There were no lets in this category.  

RGN AOR 001 % of households requiring TA to whom an Charter 98.9% 98.9% 100% 100.0% As a Local Authority, we are required to offer all homeless 
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Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description Latest Note 
 Value Value Value Target 

offer was made applicants who need it, temporary accommodation.  

RGN AOR 002 % of TA offers refused - Total Charter 11.9% 8.4% 1.67% - The % of temporary accommodation offers refused has 
reduced.  

RGN ASN 001 % Satisfaction with standard of Homeless 
Temporary Accommodation Charter 92% 90% 79% 93% There has been a decline in satisfaction with temporary 

accommodation in the last year.  

RGN ATA 201 Avg no of weeks stay in Homeless TA during 
period - LA Ordinary dwelling Charter 12.6 weeks 15 weeks 14.2 weeks - 

This indicator is a Charter indicator required by the 
Scottish Housing Regulator. It reflects the average 
duration of stay for all applicants during the year. 

RGN ATA 202 Avg no of weeks stay in Homeless TA DP - 
Housing Association / RSL Dwelling Charter 27.2 weeks 38.2 weeks 0 - Housing Association / RSL accommodation is no longer 

used for homeless temporary accommodation.  

RGN ATA 206 Avg no of weeks stay Homeless TA DP - Bed 
& Breakfast Charter 9.9 weeks 7.2 weeks 4.8 weeks - 

This indicator is a Charter indicator required by the 
Scottish Housing Regulator. It reflects the average 
duration of stay for all applicants during the year. 

RGN ATA 208 Avg no of weeks stay Homeless TA DP - 
Private Sector Lease Charter 34 weeks 55.9 weeks 0 - Private Sector properties are no longer used for homeless 

temporary accommodation.  

RGN ATA 209 Avg no of weeks stay Homeless TA DP - 
other LA Charter 1.2 weeks 5.4 weeks 0 - There have been no placements in this type of 

accommodation.  
 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 063 Increase use of section 5 referrals  31-Dec-2015   

The Council has a section 5 protocol with Ochil View Housing Association. The 
vast majority of homeless presentations are from single person households. 
This places significant pressure on our temporary accommodation because of 
the low availability of one bedroom properties. The aim of the protocol is 
therefore is to share the responsibility of housing people who are homeless 
with local housing associations in the area. The terms of this protocol specifies 
that OVHA will give the Council 75% of their one bedroom mainstream 
properties to nominate applicants who are assessed as homeless.  

HCS SBP 064 

Review current housing support and intensive 
tenancy management services for all 
vulnerable tenants/customers (temp and 
secure accommodation)  

31-Mar-2016   

As part of the ongoing Vanguard analysis this process has been reviewed for 
customers in temporary accommodation and secure accommodation. We are 
continuing to develop our approach to ensure that vulnerable households are 
provided with the support needed to prepare them for permanent 
accommodation and to provide enhanced tenancy management services to 
help vulnerable tenants sustain their tenancy.   

HCS SBP 065 Complete the exercise for B and B 
accommodation  31-Mar-2016   The procurement exercise is complete and will achieve savings.  
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8) The environment is protected and enhanced for all  
 

Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

FAM HPI 013 

15iii) The number and proportion of the 
council’s housing stock being brought up to 
the Scottish Housing Quality Standard by 
criteria. Energy efficient - Percentage  

Charter 
LGBF 99.98% 100.00% 100% 100% 

All Council Housing stock meets the requirements of the 
SHQS Energy Efficiency criteria.  The Energy Efficiency 
Standard for Social Housing (EESSH) now supersedes this 
indicator.  

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 066 
Make applications for energy efficiency 
improvements in housing stock that relate to 
strategic priorities  

31-Mar-2016   

Upgrades are currently being carried out to Non-traditional house stock in Alva, 
Coalsnaughton, Tullibody and Hutton Park Alloa.  This project will be completed 
by the 30th of June and private owners are grant funded as part of the HEEPS 
ABS scheme. HRA stock is being upgraded at the same time and we are 
benefitting from the contract rates.  A new bid has been submitted for 2016-17 
and this was multi tenure with Ochilview, Paragon and ourselves. 

 
 
9) The Council is effective, efficient and recognised for excellence  
 

Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

FAM HPI 001 % Properties with Current Gas Safety 
Certificate  Charter 100% 100% 100% 100% It is a priority for the service to maintain excellent 

performance.  

HCS CUS 001 % tenants satisfied with the overall service 
provided by their landlord Charter 91% 91% 91% - 

The data for this indicator is from the Tenant Satisfaction 
and Aspiration Survey 2013. The next Tenant Satisfaction 
and Aspiration Survey is scheduled to be carried out in 
2016. 

HCS CUS 002 
% tenants satisfied with the opportunities 
given to them to participate in their 
landlord's decision-making process  

Charter 79% 79% 79% - 

The data for this indicator is from the Tenant Satisfaction 
and Aspiration Survey 2013. The next Tenant Satisfaction 
and Aspiration Survey is scheduled to be carried out in 
2016. 

HCS CUS 004 Percentage of tenants who feel their landlord 
is good at keeping them informed about their Charter 81% 81% 81% - The data for this indicator is from the Tenant Satisfaction 

and Aspiration Survey 2013. The next Tenant Satisfaction 
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Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

services and decisions and Aspiration Survey is scheduled to be carried out in 
2016. 

HCS CUS 007 
Percentage of tenants who feel the rent they 
pay for their property represents good value 
for money 

Charter 80% 80% 80% - 

The data for this indicator is from the Tenant Satisfaction 
and Aspiration Survey 2013. The next Tenant Satisfaction 
and Aspiration Survey is scheduled to be carried out in 
2016. 

HCS CUS 015 Percentage of FOI requests dealt with within 
timescale by Housing and Community Safety     100% 100% The service continues to prioritise all FOI requests 

timeously.  

HCS CUS 016 Percentage of Councillor enquiries dealt 
within timescale    100% 99.4% 100% One out of the 176 enquiries received by the Service was 

responded to out with the target timescale.    

HCS CUS 036 
Percentage of first stage complaints to 
Housing and Community Safety responded to 
in full  

Charter 100% 100% 100% 100% All 60 first stage complaints were responded to in full.  

HCS CUS 037 
Percentage of first stage complaints to 
Housing and Community Safety that were 
upheld  

Charter 31% 41% 52% - 
As work with Vanguard continues we are reviewing our 
business processes and tailoring solutions to customers' 
needs.  

HCS CUS 038 
Percentage of first stage complaints to 
Housing and Community Safety that were 
responded to within SPSO timescales.  

Charter 90% 100% 100% 100% At 100% our response rate remains consistent.   

HCS CUS 045 
Percentage of second stage complaints to 
Housing and Community Safety responded to 
in full  

Charter 100% 83% 100% 100% All 5 second stage complaints were responded to in full 
within the reporting year.   

HCS CUS 046 
Percentage of second stage complaints to 
Housing and Community Safety that were 
upheld  

Charter  33% 50% 60% - 

3 out of 5 second stage complaints were upheld.  As work 
with Vanguard continues we are reviewing our business 
processes and tailoring solutions to customers' needs and 
we anticipate that the level of complaints will reduce as a 
result.  

HCS CUS 047 
Percentage of second stage complaints to 
Housing and Community Safety that were 
responded to within SPSO timescales.  

Charter 100% 83% 100% 100% All 5 of the second stage complaints were responded to 
within the SPSO timescale.  

HCS CUS 048 % of tenants who moved in within the last 12 
months satisfied with their home  Charter 77% 77% 77% - 

The data for this indicator is from the Tenant Satisfaction 
and Aspiration Survey 2013. The next Tenant Satisfaction 
and Aspiration Survey is scheduled to be carried out in 
2016. 

HCS CUS 049 % of tenants who have had repairs or 
maintenance within the last 12 months Charter 88% 88% 88% - The data for this indicator is from the Tenant Satisfaction 

and Aspiration Survey 2013. The next Tenant Satisfaction 
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Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

satisfied with the repairs and maintenance 
service 

and Aspiration Survey is scheduled to be carried out in 
2016. 

HCS PPL 001 Percentage sickness absence in Housing & 
Community Safety service   4.91% 4.93% 5.29% 4.75%   

HMO ALL 035 % rent due lost through properties being 
empty during the last year 

Charter 
LGBF 0.86% 1.10% 0.61% 0.9% 

The void rent loss has reduced significantly and reflects 
the improved performance on reducing the time properties 
are empty.   

HMO ALL 072 % of existing tenants satisfied with the 
quality of their home Charter 88% 88% 88% - 

The data for this indicator is from the Tenant Satisfaction 
and Aspiration Survey 2013. The next Tenant Satisfaction 
and Aspiration Survey is scheduled to be carried out in 
2016. 

HM0 TEM 010 

Rent collected as percentage of total rent due 
in the reporting year 
(i) The total value (£) of gross rent arrears 
as at the end of the reporting year 
(ii) The total rent due for the reporting year 

Charter 96.34% 99% 99% 99.5% 

The % of rent collected remains the same as last year.  
Rent management is part of the Tenancy Management 
Vanguard experiment and improvements are expected in 
the coming year.     

HMO TEM 011 

Gross rent arrears (all tenants) as at 31 
March each year as a percentage of rent due 
for the reporting year 
(i) The total value (£) of gross rent arrears 
as at the end of the reporting year 
(ii) The total rent due for the reporting year  

Charter 
LGBF 6.64% 7.39% 7.95% 7% 

The % gross rent arrears has increased since last year.  
There has been an increase in both current tenant arrears 
and former tenant arrears.  Rent management is part of 
the Tenancy Management Vanguard experiment and 
improvements are expected in the coming year.     

HMO TEM 071 Average annual management fee per 
factored property Charter  £2.17 £2.33 - 

The management fee charged is 10% of the total cost of 
the repair.  At present, only work carried out as part of 
cyclical maintenance is factored.  

RAP CTA 01a Council Tax Collected Within Year 

Director of 
Finance 
CIPFA 
LGBF 

94.73% 94.97% 95.77%  

The 2015/16 collection rate is the best in year collection 
figure for Council Tax since 2009/10. The improved 
performance in collection is down to the work of the team 
being more proactive with recovery intervention.   Work to 
enhance the Council Tax IT system throughout the last two 
years has certainly assisted with this task.   Moreover, 
engagement with new sheriff officers is now starting to 
deliver results.    With collections rates from the Sherriff 
Officers far in excess than that achieved by the previous 
supplier.    

RAP CTA 002 Cost of collecting Council Tax per dwelling Director of 
Finance £16.51 £16.69 N/A - Figure for 2015/16 will be available when the guidance 

from CIPFA is released in July and the final accounts are 
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Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

CIPFA 
LGBF 

available.   

RAP CTA 007 Non Domestic Rates in year collection rate 
Director of 
Finance 
CIPFA 

97.66% 97.26% 98.15% - The improvement in performance is due to being more 
pro-active with local business claiming appropriate reliefs.   

RAP CTA 011 Sundry debt in year collection  
Director of 
Finance 
CIPFA 

73.15% 73.95% 73.84% - 

The sundry debt collection performance is affected by the 
significant large volume of invoices raised by services at 
the year end.    For example, Social Services raised 
invoices for £1.25m in the last quarter so not enough time 
for payment and or recovery action to take place.   This 
will be action to review procedures with services on the 
timing of raising invoices.    

RAP CTA 019 Debt collection rates > 90 days 
Director of 
Finance 
CIPFA 

37.01% 33.96% 43.1% - 

Although this figure is expressed as a percentage.   It is 
not the number of invoices greater than 90 days but the 
value of the invoices that this figure represent.   We have 
a number of invoices which are now greater than 90 days 
and the service is working with legal services on obtaining 
appropriate payment arrangements.    

RAP CTA 020 Number days taken on average to process 
new benefits claims  

Director of 
Finance 
CIPFA 

47 32 34 30 

Although the figure for 2015/16 is slightly higher than 
2014/15.    This area of service has now gone through a 
vanguard intervention and the number of days taking to 
process new claims is now below the Scottish Average.   

RAP CTA 021 Number of days taken on average to process 
changes to benefits claims  

Director of 
Finance 
CIPFA 

15 12 14 15 

Although the figure for 2015/16 is slightly higher than 
2014/15.    This area of service has now gone through a 
vanguard intervention and the number of days taking to 
process new claims is now below the Scottish Average.   

RAP CTA 022 Percentage of applications to Local Social 
Fund processed within 2 days (Crisis grants)   100% 100% 100% 100%  All applications made to the fund processed within time.   

RAP CTA 023 
Percentage of applications to Local Social 
Fund processed within 28 days (Community 
Care grants)  

 100% 100% 100% 100% All applications made to the fund processed within time.   

PRF PRO 005 

Average Length of Time Taken to Complete 
Emergency Repairs  
(i) The total number of emergency repairs 
completed in the last year  
(ii) The total number of hours taken to 
complete emergency repairs  

Charter 
LGBF 1.91 hrs 1.95 hrs 2.01 hrs 2.50 hrs 

The average length of time taken to complete emergency 
repairs in 2015/16 was 2.01 hrs. This is a slight increase 
on the previous years average. The time taken to 
complete a repair is determined by the nature of the 
emergency.  
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Indicator 
Source 2013/14 2014/15 2015/16 Covalent Ref. PI Description 
 Value Value Value Target 

PRF PRO 006 

Average Length of Time Taken to Complete 
Non-Emergency Repairs  
(i) The total number of non-emergency 
repairs completed in the last year  
(ii) The total number of working days to 
complete non-emergency repairs  

Charter 
LGBF 6.74 days 6.28 days 5.94 days 6 days The average time for non emergency repairs has 

improved.  

PRF PRO 007 

Percentage of reactive (non-emergency) 
repairs completed right first time during the 
reporting year  
(i) Number of reactive repairs completed 
right first time during the reporting year  
(ii) Total number of reactive repairs 
completed  

Charter 87% 92% 93.5% - 
The average time for response repairs completed right first 
time in 2015/16 has improved compared with the previous 
2 years results.  

PRF PRO 008 

Percentage of repairs appointments kept  
(i) Do you operate a repairs appointment 
system Y/N?  
(ii) Number of reactive repairs appointments 
made in the last year  
(ii) The number of appointments kept in the 
last year  

Charter  90.09% 99.91% 100% 
Appointments kept to tenants continues to be very high. 
Due to exceptional circumstances a few appointments had 
to be rescheduled.  

Latest Note 

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 067 
Implement new processes for allocations and 
voids, homelessness and revenues and 
payments, with the customer at the centre.  

31-Mar-2016   
Work is progressing well on the review of processes as part of our work with 
Vanguard. More staff are being rolled into the new way of working.  

HCS SBP 068 
Implement the new guidance on the 
Operation of Local Authority Housing Revenue 
Accounts (HRAs) in Scotland  

31-Mar-2016   

The Scotland's Housing Network (previously SHBVN) has been running a pilot 
with a number of organisations to attempt to better benchmark costs and to 
ensure consistency can be applied relating to charges to the HRA. We are 
currently using the framework produced by SHN to ensure we are compliant 
with the HRA Guidance.  This work will be continued in the review of the HRA 
Financial Business plan during 2016/17.  

HCS SBP 069 Implement the revised Council Repairs Policy 31-Mar-2016   The revised policy has been implemented.  
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