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INTRODUCTION 

The Housing (Scotland) Act 2001 gives a Regulation & Inspection role for regulating 
Registered Social Landlords (RSL’s) and the landlord, homelessness and factoring services 
of Councils to Communities Scotland. For the first time Councils and RSL’s will be 
inspected on the standard and quality of services they provide. 

BACKGROUND 

The purpose of the inspection regime is to promote quality, continuous improvement and 
good practice in the services, for the benefit of current and future tenants, and other service 
users. This will be done through the inspection of Councils and RSL’s. Inspections will 
provide an in-depth assessment of an organisation, its service quality and its ability to 
improve. Inspections will test organisations’ achievement against a set of Performance 
Standards. These standards are split into 2 main areas - Guiding Standards and Activity 
Standards. 

The Guiding Standards cover 

0 

0 

0 

Management Systems e.g. planning, performance monitoring, policies & procedures etc. 

Social Inclusion e.g. equal opportunities, tenant participation and sustainability 

Customer Service and Communication e.g. customer responsiveness, complaints and 
appeals, performance reporting 

RSL Governance and Financial Management - not for Councils. 0 

The Activity Standards cover 

0 

0 

0 

0 Homelessness e.g. strategy (local authorities only), partnership working, access, 

Housing Management e.g. access to housing, lettings, void management rents etc. 

Property Management e.g. repairs, stock management, adaptations etc. 

Property Development (developing organisations only) 

prevention etc. 

Services for owners e.g. sales, factoring 

Services for Travellers (local authorities only) 

0 

0 

0 Wider Action (RSL’s only) 
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In total there are 20 Guiding Standards and 30 Activity Standards against which we will be 
audited for compliance. The complete list is attached as Appendix 1. The Guiding Standards 
therefore cover the planning of the service with the delivery of the service being assessed 
through the Activity Standards. 

2.4 Inspection Process 

Communities Scotland have published details of how the inspection process will operate. Six 
months before the start of the year they will publish a list of authorities that may be inspected 
in the coming year. Then 4 months before the inspection they will formally notify us of 
when the inspection will start. This begins the formal inspection process and the first step 
will be for the council to put in a submission outlining how it delivers the service. 

It is important to understand that Communities Scotland are empowered to inspect any part of 
the organisation that delivers any of the services covered by the Guiding or Activity 
Standards regardless of where it resides within the organisation e.g. they will wish to inspect 
Legal Services for house sales, Social Work for housing support/adaptations, etc. 

The inspection process will consist of a team of at least 6 inspectors who will spend 4 weeks 
on site inspecting the service, talking to customers, partner organisations, elected members 
and other external agencies. The site visit will be split into 2 x 2 week visits and will include 
job shadowing, file audits, estate inspections etc.. Following the site visit Communities 
Scotland will produce a draft a report for discussion and then a final report grading each of 
the service areas, i.e. homelessness, property management etc. from “A” to “E”. Once this 
has been received the Council is duty bound to write up an action plan to improve any service 
weaknesses found during the inspection. 

From Communities Scotland website they have listed what will be inspected under the 
landlord and homelessness services. These are: 
0 Housing management services - access to housing, lettings, tenancies, housing support, 

void management, rents and service charges, arrears, antisocial behaviour, estate 
management. 

0 Property management services - repairs, stock management, lifetime maintenance, 
adaptations. 

0 Homelessness services - homeless strategy, partnership working, access, prevention, 
assessment, information and advice, appeals, quality of accommodation, contract 
compliance. 
Services for owners -house sales and factoring. 
Services for Gypsy Travellers - site quality and access. 

0 

0 

In addition the inspection will also consider our performance in the following areas: 
0 

0 

Management systems - planning and performance, policies and procedures, commitment 
to continuous improvement, resource management and procurement. 
Social inclusion - equal opportunities, tenant participation and sustainability. 
Service delivery and communication - responsiveness to service users, information and 
advice, complaints and appeals, performance reporting, and openness and confidentiality. 

2.5 Selection of Councils for Inspection. 

Each year Communities Scotland will publish a list of Councils that may be inspected in the 
following year. At the beginning of October they published the list for 2004-2005 together 
with the selection criteria. Below is the extract from Communities Scotland website detailing 
the selection process and listing the authorites that may be inspected: 
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“These are the criteria for the local authority inspection programme: 

e to get a good mix of types of local authority landlord (in terms of size and structure, 
geographical location and also performance against national performance indicators) 

e to prioritise landlords that have not been subject to a performance, management and 
planning audit by Audit Scotland 

e to place LAs with deflnite plans for  stock transfer towards the end of the programme to 
give them time and space to work this through 

0 to prioritise LAs where the outcome of other regulators’ processes identiyed 
performance issues that were relevant to our role. 

It was agreed to add an aim to include at least one city council each year, reflecting 
their relatively high proj le .  

Local authority inspection programme 2004/05 

City of Aberdeen Council 
Clackmannanshire Council 
East Renfrewshire Council 
Highland Council 
Midlothian Council 
North Lanarkshire Council 
Orkney Islands Council 
Perth & Kinross Council 
Scottish Borders Council (Homelessness, factoring and sites for  Gypsies/Travellers only) 
South Ayrshire Council” 

This is also confirmed in a letter to the authority. Having regard to the selection criteria it is 
considered highly probable that North Lanarkshire Council will be inspected. 

3. PROPOSALS 

3.1 Although the Housing Service has been subjected to regular inspection it terms of its 
performance for Statutory Performance Indicators (SPI’s) and occasional thematic studies 
from Audit Scotland (formerly the Accounts Commission) it has not had its whole service 
inspected at once. The PMP audits looked more at the management arrangements to ensure 
service delivery and did not include the detailed on site inspection that is proposed by 
Communities Scotland. This new inspection regime places a much higher burden of 
inspection on local authorities and as a consequence more staff resource will be needed to 
meet the demands placed on the department to ensure compliance. Already other authorities 
are appointing staff in a quality and performance role to meet the twin demands of the SRF 
and the Local Government (Scotland) Act 2003. 

3.2 Over the past 15 months Housing Services have been completing a self assessment module 
for each of the Guiding and Activity Standards identifying areas for improvement and 
checking compliance with the standards. As an example Activity Standard 1.1 - Access to 
Housing is attached as Appendix 2. As can be seen from the above list the inspection process 
will cover the whole of the service area and from the example of access to housing will look 
at in detail how the services are provided. The completion of the self assessment has 
identified areas where additional work will be required to meet the requirements of the SRF, 
Guiding Standard 2.1 on Equal Opportunities is one of the key areas that will be inspected 
and where a lot of work is required to meet the inspection regime. 
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3.3 It is vital that the department puts in place management arrangements to address the SRF if 
the Council is to be inspected in 2004/5 and in this respect it is proposed to establish a 
dedicated team, reporting directly to the Director of Housing & Property Services to progress 
this area of work. 

3.4 It is proposed to second 2 Mangers from the Area Offices plus the existing Client Services 
Team within the Property Division to form this task force. Additional training for all staff 
involved is also essential. It will be necessary to temporary fill the Area Office positions and 
the estimated additional cost of filling the operational roles on a temporary basis and for 
additional training is &110,000 in 2004/5. Any additional costs incurred in 2003/4 are likely 
to be minimal and would be funded from additional turnover savings. 

4. RECOMMENDATIONS 

4.1 It is recommended that:- 
(i) Committee approves the secondment of staff as outlined in paragraph 3.4 and makes 

provision to fund this initiative including additional training, as part of the budget 
review process for 2004/5. 
This report is referred to the Policy and Resources (Personnel) Sub Committee for 
approval of the staffing proposals. 

(ii) 

5. BACKGROUND PAPERS 

Available within the department, Communities Scotland website. 

c 
THOMAS McKENZIE 

OF HOUSING & PROPERTY SERVICES 
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Appendix 1 

GUIDING STANDARDS 1: MANAGEMENT SYSTEMS 

GS 1.1 Planning and performance 
We have a robust planning process and realistic strategies and plans for achieving our goals. We 
monitor and control our performance and assess the outcome of our activities. 
For local authorities, this Standard concerns planning related to their landlord function and other 
related services. It is not intended to assess their wider strategic planning role in housing. For RSLs, 
this Standard relates to strategic and operational planning. 
GS 1.2 Policies and procedures 
We have high-quality written policies and procedures to guide our actions. 
GS 1.3 Commitment to continuous improvement 
We actively strive for continuous improvement in all we do. 
GS 1.4 Resource management 
We make the best use of our people and our physical resources to achieve value for money, 
continuous improvement and to deliver high quality services. 
GS 1.5 Procurement 
We have a systematic and accountable approach to finding the most cost-effective way of securing 
the quality of assets and services we need. 

GUIDING STANDARDS 2: SOCIAL INCLUSION 

GS2.1 Equal opportunities 
We embrace diversity, promote equal opportunities for all and eliminate unlawful discrimination in 
all areas of our work. 
GS2.2 Tenant participation We have published and are implementing a sound 
strategy for encouraging and supporting tenants, residents and service users to participate actively in 
all areas of our work. We support tenants who take an active interest in managing their homes. 
GS2.3 Sustainability 
We ensure that our policies and actions are underpinned by our commitment to sustainability. We 
consider the impact we can have in improving the economic, social and environmental circumstances 
of the wider community. 

GUIDING STANDARDS 3: SERVICE DELIVERY AND COMMUNICATION 

GS3.1 Responsiveness to service users 
We place the people who want to use our services at the heart of our work. We treat people with 
respect and are responsive to their views and priorities. 
GS3.2 Information and advice 
We provide or secure effective information and advice, in line with the national standards for housing 
information and advice services. 

GS3.3 Complaints and appeals 
We deal fairly and effectively with anyone wanting to appeal against, or complain about, any of our 
decisions or activities. We make it clear that they can complain about us to the relevant Ombudsman. 
GS3.4 Performance reporting 
We give our stakeholders the information they need about the organisation and its plans, services and 
performance. 
GS3.5 Openness and confidentiality 
We respond openly to requests for information, unless there are justifiable reasons for withholding it. 

GUIDING STANDARDS 4: RSL GOVERNANCE AND FINANCIAL MANAGEMENT 

GS4.1 Independence and constitution 
We are independent from other bodies 
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(unless we are a subsidiary RSL) and properly constituted. We operate under the terms of our 
constitution. 
GS4.2 RSLs in group structures 
We are explicit about our relationships within 
the group; we have clear and separate identities; we control potential conflicts of interests; and we 
ensure that our assets are not put at risk by subsidiaries. 
GS4.3 Governing body 
Our governing body exercises proper control over our activities and makes decisions in the best 
interests of the organisation 
and its service users. 
GS4.4 Risk management 
We identify and appraise the most important risks we face, and we take a prudent approach to 
managing them. 
GS4.5 Ethical Standards 
We conduct our affairs with honesty and integrity. 
GS4.6 Financial viability 
We are a financially sound and viable business. 
GS4.7 Financial management 
We have a robust financial management framework in place. 

ACTIVITY STANDARDS 

These Activity Standards set out the primary functional areas and activities that the Agency will 
regulate and inspect. Assessments should focus on: 

outcomes; 
achieving good practice; and 
how well the Guiding Standards are being met in each of the activities - for example, how well the 

Guiding Standard on equality of opportunity is being met in the activities that relate to the allocation 
of properties and the assessment of homeless applicants. 

ACTIVITY STANDARDS 1: HOUSING MANAGEMENT 

AS 1.1 Access to housing 
We ensure that people have fair and open access to our housing list and assessment process. We work 
with others to maximise and simplify access routes into our housing. 
AS 1.2 Lettings 
We let houses in a way that gives reasonable preference to those in greatest housing need; makes best 
use of available stock; maximises choice; and helps to sustain communities. 
AS 1.3 Tenancies 
We offer the most secure form of tenancy compatible with the purpose of the housing. The agreement 
makes clear the rights and duties of the tenant and landlord. We act to uphold these rights and duties 
in a fair and responsible manner. 
AS 1.4 Housing support needs 
We are responsive to people’s individual housing support needs. 
AS 1.5 Void management 
We monitor demand for our houses and maximise the use of available housing, keeping empty 
properties and spaces in our shared accommodation to a minimum. We make sure our properties are 
of an appropriate lettable standard. 
AS 1.6 Rents 
We set rents that take account of affordability, the costs of managing and maintaining our houses, 
comparability with other social landlords in the area, and that enable us to service existing loans and 
fulfil contractual obligations. We have a fair system for apportioning rents between individual 
properties. 
AS 1.7 Service charges 
We price the services to our tenants and recover costs in a fair and accountable manner. 
AS 1.8 Arrears 
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We act to prevent arrears of rent and service charges building up. We recover any arrears fairly and 
effectively. 
AS 1.9 Antisocial behaviour 
We deal appropriately with antisocial behaviour. Where appropriate, we work in partnership with 
others to manage such behaviour. 
AS 1-10 Estate management 
We manage the environment around our properties and any common areas effectively, to ensure that 
the neighbourhood is an attractive, well-maintained and safe place to live. 

ACTIVITY STANDARDS 2: PROPERTY MANAGEMENT 

AS2.1 Repairs 
We provide an efficient and effective responsive repairs service for our tenants. 
AS2.2 Stock management 
We follow sound stock management strategies to ensure our houses are in demand, maintained, 
modernised and adapted as people’s needs change. 
AS2.3 Lifetime maintenance 
We know the condition of our houses and have costed plans for their lifetime maintenance and 
improvement. We can demonstrate that resources will be available for future planned work, taking 
account of the financial frameworks in which we operate. We are delivering maintenance 
programmes efficiently and effectively. 
AS2.4 Adaptations 
We are responsive to the particular needs of applicants and the changing needs of existing tenants, 
and we adapt our properties efficiently to meet these needs. We have good records about the adapted 
houses we own. 

ACTIVITY STANDARDS 3: PROPERTY DEVELOPMENT 
(For developing organisations only) 

AS3.1 Development strategy 
We are pursuing a development strategy that links 
into the plans of other partner organisations. In this way, we ensure that 
the housing we provide meets the long-term priority needs of the area in 
which it is to be developed, and the needs of our intended and existing 
client group. 
AS3 -2 Risk and VFM 
We consider and manage development risk effectively. Our 
development proposals are financially viable and represent value for 
money. 
AS3.3 Physical quality 
We build and renovate homes to meet high standards. 

ACTIVITY STANDARDS 4: HOMELESSNESS 
(The degree to which these Standards will apply to individual local authorities 
and RSLs will depend on the nature of the Homelessness Strategy and local 
arrangements for service delivery) 

AS4.1 Strategy (local authorities only) 
We have published, and are following, 
an effective homelessness strategy for preventing and alleviating homelessness in our area. We 
monitor and review its implementation. 
AS4.2 Partnership working 
We co-operate with other organisations, and within our own organisation, to ensure that the needs of 
homeless people are met quickly and appropriately. 
AS4.3 Access 
We ensure that people have fair and open access to our homeless services. AS4.4 Prevention 
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We help to prevent homelessness arising in the first place, and its recurrence when it has occurred. 
9 
AS4.5 Assessment process 
We have a high-quality assessment process, based on relevant legislation and the Code of Guidance. 
We make good decisions and offer appropriate solutions when considering applications from people 
seeking help on the grounds that they are homeless or threatened with homelessness. 
AS4.6 Information and advice 
We arrange free and effective information and advice services for homeless or potentially homeless 
people, based on the national standards for housing information and advice services. 
AS4.7 Appeals 
We make it clear that people can appeal against any of our decisions. We deal fairly and effectively 
with appeals. 
AS4.8 Quality of accommodation 
When we arrange temporary or permanent accommodation, we treat homeless people fairly and 
appropriately in terms of tenancy provisions, quality of housing and location. 
AS4.9 Contract compliance 
We comply with the terms of any contracts we have entered into, to fulfil our statutory homelessness 
duties. 
AS4.10 Accommodation provision (RSLs only) 
We comply with requests from local authorities for accommodation for homeless people, unless we 
have good reasons for not doing so. We make sure we treat homeless people fairly in terms of the 
quality of housing and location we offer them. 

ACTIVITY STANDARDS 5: SERVICES FOR OWNERS 

AS5.1 Sales 
We sell houses fairly and efficiently through the Right to Buy 
scheme. We follow the terms of the tenancy agreement and relevant 
legislation. 
AS5.2 Factoring 
We are fair, efficient and effective factors for other property 
owners. We manage factoring funds on behalf of owners in a proper and 
accountable manner. 
AS5.3 Care and repair (RSLs, where applicable) 
We provide or manage a good 
quality care and repair service. 

ACTIVITY STANDARDS 6: SERVICES FOR GYPSY TRAVELLERS 
(For local authorities only) 

AS6.1 Sites for Gypsy Travellers 
We plan and provide or arrange good-quality, serviced stopping places for Gypsy Travellers. We let 
pitches in a way that ensures fair and open access for all. We take Gypsy Travellers’ views into 
account in delivering our services, and we are 
responsive to their needs. 

ACTIVITY STANDARDS 7: WIDER ACTION 
(For RSLs only) 

AS7.1 Wider action involvement 
Where we have decided to become involved in 
wider activities, we are co-operating with other agencies and linking into 
higher-level strategies. We are managing any risks appropriately and 
protecting our housing assets. 
AS7.2 Wider action outcomes 
We are meeting our stated objectives and achieving successful outcomes. 
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Activity Standard 1.1 Access to Housing - SelfAssessment 

Self Assessment 
Question 

Do we promote fair and 
equal access to our 
housing list and can 
people apply and be 
assessed at anv time? 
Do we actively and 
widely publicise the 
means by which people 
can apply to our 
housing list? 
Do we provide 
information and 
assistance on 
accessing housing for 
those who do not have 
English as a first 
language or who might 
have other difficulties 
in applying? 
Do we admit all 
applicants who are 
aged sixteen or over to 
our housing list? 

Do we minimise 
suspensions from our 

Assess 
ment 

Yes 

Yes 

Partly 

Yes 

Yes 

Evidence -What evidence do we 
have to support our assessment? 

Policy Document 

Void Initiative, Policy Document, Tenant 
tnformation pack, Crystal Mark 

Language line 

Policy document 

Policy document 

Action - What do we need to do to either: 
4chieve standard 
Provide assessment or 
To check evidence e.g. file check, reality 
check 

Review web site information, 
Check FSS leaflets, Posters through office audits 
Ongoing Work with the CHR. 

Need to add minority languages to policy document, 
make it available in large print. Incorporate as part of 
the review of the allocations policy document. 
Check about having it put into Braille. 

Time- 
scale 

No date 
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Self Assessment 
Question 

Do we ensure that 
we do not 
unreasonably 
suspend from our 
housing list on 
grounds of: 
- Rent arrears? 
- Anti-social 
behaviour? 
- Property 
ownership? 
- Local 
connection? 
- Age? 
- Immigration 
status? 

Where we operate 
suspensions, do we 
make them explicit and 

~ monitor their impact? 

Have we eliminated 
restrictive practices, 
such as screening of 
application enquiries, 
limiting distribution of 
applications forms, etc.? 

Asses 
sment 
Yes 

Yes 

Yes 

Evidence 

2omply with Housing Act 

Policy document 

Policy document 

Action 

AM’s to run monthly report to review suspension. 

To be included as report in system. 

Time- 
scale 

ASAP 

Oct. 03 
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Self Assessment 
Question 

Do we test our policies, 
procedures and actual 
practices against 
legislative requirements 
and good practice 
across the range of 
access issues? 

Have we reviewed our 
access policies and 
procedures to ensure 
that they contribute to 
the prevention, and 
resolution, of 
homelessness? 
Do our operational 
practices reflect our 
policies and procedures 
and are we consistent in 
applying these? 
Do we actively manage 
our housing list to 
ensure that it is accurate 
and up to date? 

Do we monitor and 
report outcomes to 
ensure our objectives on 
access are being 

9sses 
sment 

Partly 

Yes 

Yes 

Yes 

No 

Evidence 

Test against legislation. 

CHR. Void initiative, Everyone over 16 
has access, policy is inclusive. Housing 
support workers. 

VFM study of allocation procedure and 
policy implementation - see reports. 

Annual checks sent out to tenants and 
removed from list if no reply. 

Is being tackled under CHR 

Action 

Race and equal opportunities need action - include as 
part of review of policy 

Report on % lettings against waiting list category. 
Incorporate into new system. 

Time- 
scale 

Oct. 03 

Apr 04 
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Self Assessment 
Question 

What are our service- 
users views on access? 
What are satisfaction 
leve I s? 

views on access? 

Do we provide 
applicants with accurate 
and timely information to 
allow them to make 
informed judgements 
about their housing 
options? 

Do we regularly inform 
those on our housing list 
of their current position 
and their housing 
prospects? 
Do we provide an 
accessible and fair 
appeals process? 
Do we publish outcome 
information, including 
equalities information, to 
demonstrate 
transparency and 
accountability in our 
decision-making and to 
help inform choice? 

Asses 
sment 
Don’t 
know 

Yes 

Partly 

No 

Yes 

No 

Evidence 

Consulted on policy document. Protocol 
on joint nominations. 

Respond to specific individual requests. 

On demand only 

Policy document 

Action 

Strategy on how to consult for this topic. Liaise with 
ZR 

Need to be included as part of the policy review. 

Check with SHBVN members to see how this is dealt 
with. 

See above. 

Amend existing letters to inform new applicants of 
position. Review statement to be issued after offer. 

Needs to await completion of CHR. 

Time- 
scale 

Oct 03 

May 03. 
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Self Assessment + Do we involve tenants, 
applicants and potential 
applicants in the 
development and review 
of our policies and 
procedures on access? 
Do we work with other 
landlords/partners to 
maximise access to 
housing in our area? 
Have we engaged with 
our partners on the 
development of a 
common housing 
register? 
Do we work with our 
partners to ensure 
statutory requirements 
relating to the needs of 
people who are 
homeless are met? 
Have we agreed a 
protocol with our 
partners for dealing with 
referrals under section 5 
of the Housing 
(Scotland) Act 2001, and 
do we monitor its 
effectiveness? 
Are our nomination 
arrangements effective, 
do they cater for local 
circumstances, & do we 
oDerate them efficientlv 

Asses 
sment 
Yes 

Yes 

Yes 

Yes 

Yes 

No 

Evidence 

Contact with RSL’s, public meetings, 
Tenants Assocs. 

Nomination agreements, regular meetings 
with RSL’s. Forgewood action group. 

Under development 

Nomination agreements, Case 
conferences, quarterly returns from 
RSL’s. Section 5 protocols. Work with 
Blue Triangle & Kirk Care 

See above 

Action 
~~~~~~~~ 

Ensure that this is done during next review. 

Feedback form on website for comments on those on 
list or trying to get on list. 

CHR 

CHR 

Develop monitoring system, include as part of SMT. 
Also develop report in new system. 

Need to monitor lets done by us for RSL’s - link to 
new allocations system. 

Time- 
scale 

Apr. 04 

Apr. 04 

13 



. 
Self Assessment 

Question 
Are our partners 
satisfied with the 
operation of our 
nomination aareements? 
Do we have appropriate 
arrangements with care 
and support agencies to 
improve access to 
housing for those with 
support needs? 

Do we participate in 
appropriate mobility 
schemes? 

Asses 
sment 
Yes 

Yes 

Yes 

Evidence 

Annual review of operation 

Housing support section has dedicated 
staff to support tenants. 

National Mobility Scheme 

Action 

What about tenants views on us as nominating body. 
Include as part of consultation strategy? 

Need to await outcome of new scheme currently under 
development. 

Time- 
scale 
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