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Trust is a national housing, support 
and care provider, offering a range 
of accommodation and support 
services. Primarily serving older 
people in our communities we also 
provide housing for families and 
individuals. We have over 2,500 
households across the length and 
breadth of Scotland.

We offer a range of services, from 
a landlord only service to care and 
support services that are flexible 
and tailored to the needs of the 
individual. This means customers 
can continue to live independently 
and have an enhanced quality of 
life, as well as providing peace of 
mind to their families.

94%
of tenants were 
satisfied with the 

overall service 
provided  
by Trust

www.trustha.org.uk   
0131 444 1200 
 trust_housing
    trust housing
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£6m
invested in 

maintaining & 
improving our 
homes 2014/15 

58 
days

 Average length of 
time taken to re-let 

properties in the  
last year

Official opening of our new 
development at Kirkintilloch. Contents



What changes have we  
made over the last year? 

Bright Future
The world is changing like never before  
and we need to adapt and evolve in response. 
Traditional working practices are constantly 
being challenged and amended and the very 
structure and nature of the housing sector  
in Scotland is under greater scrutiny than  
ever before.

The Board of Trust have always considered 
change to be constant and something we 
should factor into our business strategy.  
We do this by embracing the opportunities 
it provides and positioning ourselves at the 
forefront of providing quality homes and  
services that offer independence and choice. 
This means our ambitious Business Strategy – 
Bright Future – is in place and we are making 
some great progress. 

New Leadership Structure
This year we restructured our management 
systems to both reduce overhead and 
operational costs as well as drive through the 
change process.

By combining departments and changing 
the way we work, we reduced the number of 
posts across the organisation at all levels which 
underlined in the most obvious way possible 
just how significant a change this represented, 
as we adapt to a new way of working.

Having developed a dynamic business plan, 
allied to a talented and innovative management 
team, the final piece of the jigsaw was the 
appointment of our new Chief Executive to  
take the organisation to the next level.

A review of 2014/15 by our Chair
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Customer Demand and Expectations
The core market we operate in is expected to 
grow with the number of older people projected 
to continue to increase into the future. But just 
how sure are we that the services we offer are 
tailored to the needs and aspirations of older 
people in future?

We were the lead commissioners in establishing 
a national Customer Demand Research Project 
which has been gathering evidence over the 
past months and is due to report this year. For 
the first time, we will have empirical evidence 
of just exactly what the current pre retirement 
generation consider to be the housing priorities 
they aspire to for the future and help us shape 
services which better meet those expectations.

A New Way of Thinking - TRUSTed Systems 
We have been focussing on the needs of our 
current customers as well as our future ones, 
by implementing TRUSTed Systems. This is 
our innovative and collaborative approach to 
redesigning processes and the way we manage 
and communicate. The first area we have 
looked to improve using this approach is the 
way we let houses - our allocations process.

A key principle of TRUSTed Systems is that 
the change is led by frontline staff and this was 
very much the case with the Allocations Team 
leading on the analysis of the current processes 
and the redesign of the new ones. 
 
The initial results are very positive with a number 
of long-term vacant properties being let, a 
decrease in the average number of days it takes 
to let a house and a decrease in the amount of 
rent we lose as a result of vacant properties.
 
The work we have been doing has already 
attracted interest across the public and private 
sectors with visits from Lloyds Banking Group 
and the Wheatley Group to learn best practice 
from us. 

Mid Market Rent
We recently completed our first Mid Market 
Rent (MMR) development - MMR is a form of 
affordable housing that offers rent levels that 
are lower than private sector rents but higher 
than Council or RSLs - in partnership with East 
Dunbartonshire Council at Southbank Road, 
Kirkintilloch.

We held a very successful launch event at 
Southbank in April. With our special guest, 
STV’s Sean Batty, in attendance, over 80 guests 
were entertained by the Holy Family School 
Choir. Our new tenants are continuously telling 
us how happy they are with the quality of their 
homes and the real difference it has made to 
their lives.

Asset Management
As well a strong focus on people and services, 
we’re continually committed to improving the 
quality of all our homes. We have invested over 
£4.5m during the last 5 years in relation to 
achieving the Scottish Housing Quality Standard 
(SHQS) and we met the SHQS requirements  
by the Scottish Government’s deadline of  
March 2015. 

Our plans for the coming year
I’ve been working closely with our Board  
and Executive Team to flesh out the details 
of what we are going to achieve in the 15/16 
financial year.

We have a clear vision for the future. As an 
organisation we are determined to become even 
more efficient and continue to provide excellent 
homes and services to all of our customers.

This goal is made far easier because we have 
a genuinely caring culture at Trust – our staff 
go the extra mile for our customers and have 
bought into our Bright Future. 

Pam Russell
Chair

Welcome to our Annual Review for 
2014/15. This is my fourth year as 
Chair and I’m delighted to open this 
review by welcoming our new CEO, 
Rhona McLeod, who joined Trust in 
May 2015. You can read Rhona’s 
initial thoughts on page four.

Last year I talked about making 
difficult decisions, as well as a 
financially challenging year. The last 
12 months have been a transitional 
period for us and we have emerged 
better equipped to move strongly 
forward to achieve our vision – a 
Bright Future. 

One of the biggest changes for us 
over the last 12 months has been 
saying farewell to Bob McDougall, 
after 10 years at the helm. Bob 
transformed the culture of the 
organisation to one that is inclusive, 
open and transparent and very much 
‘can do’. He supported myself and 
the Board admirably over his time  
with Trust. He was a well respected 
and well loved CEO.

Bob has kept Trust at the forefront 
of Scottish Government and other 
industry bodies’ minds, often leading 
the debate with these organisations 
on housing and care for older people. 
I wish Bob all the very best in  
his retirement. 
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Early thoughts from our new CEO

I am very proud to have joined Trust as Chief 
Executive in 2015. It is a great organisation 
with a fantastic committed team of staff and 
a culture of truly putting our customers at the 
heart of everything we do.

I arrived into my new job at an exciting time for 
Trust. A new strategy and direction had been 
set and work begun on the delivery of the first 
improvement projects.

One of my priorities has been to get out and 
about, visiting our developments and meeting 
with tenants and staff. It has been a pleasure 
to talk to so many people who are more than 
happy to tell me why they enjoy living with or 
working for Trust. Of course there is no room 
for complacency – we can always seek to 
do things better for our customers and I am 
determined that this ethos will remain firmly  
part of our culture.

So what of our plans for the future?
We are beginning work now to develop new 
products and services. To do this well we 
will need to listen to what current and future 
customers want and aspire to. This knowledge 
will come from both the research we have 
undertaken and from listening to and involving 
our tenants and customers through a strong 
programme of engagement, which has many 
and different ways in which we can connect 
with people and learn their views. 

We will understand how technology can 
play a role – in a world where the pace of 
technological advances is increasing and 
products are more and more easy for people  
to access and use.

Of course it will continue to be a high priority 
for us that rents remain affordable and that 
Trust properties are a great quality and value 
for money proposition. This means we need to 
sustain the work that has been done to reduce 
our overhead costs and continue to look for 
ways to become more efficient and effective. 
Comparing ourselves to other organisations 
is one way to do this – and then challenging 
ourselves to be top performers.

We will continue to invest in our properties, 
with a three year programme that ensures 
where improvements are needed these are 
made, including the replacement of kitchens, 
bathrooms, heating systems and windows. We 
are also developing our plans on how to adapt, 
remodel and grow our stock of properties.

In summary, this is an organisation with great 
plans for the future. Our people will be key 
in the changes we make and their talents, 
experiences and ideas will be critical as we 
develop the organisation to ensure Trust 
remains at the forefront of providing quality 
homes and services that offer independence 
and choice.

I am delighted to share these early thoughts 
as we publish our 2014/15 review. I would 
also greatly value the chance to provide more 
information or listen to the views of anyone 
reading this report. I would encourage you to 
contact me directly, or anyone else at Trust.

Rhona McLeod
Chief Executive
0131 444 4940
RMcLeod@trustha.org.uk
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Our Performance 
The Scottish Social Housing Charter

Homes & Rents
• Total number of houses - 2566
• Total rent due in the year - £17,433,522
• Rent increase on previous year - 2.5%
• Total number of each apartment size and average weekly rent (including service charges):

The Charter sets out the standards and outcomes that the Scottish Government and Scottish
Housing Regulator (SHR) expect all social landlords to aim to achieve when performing their
day-to-day housing activities. We recently submitted our Annual Return of the Charter (covering
69 performance and contextual indicators) for 2014/15 to the SHR and this section highlights
our performance against what the regulator considers - based on what tenants told them are 
important when it comes to their landlord’s performance - to be the 18 key indicators (we have  
also added rent arrears and tenancy sustainment).

We will also publish our 2014/15 Performance Report in October which will provide a more detailed
assessment of our performance against the Charter indicators and outcomes.

Size Average weekly rent (including service charges)

Studio £115.37

1 Bedroom £116.29

2 Bedroom £100.92

3 Bedroom £89.27

4+ Bedroom £76.79

Customer Satisfaction
Indicator 13/14 14/15

% of tenants satisfied with the overall service provided by Trust 94% 94%* −

% of tenants who think Trust is good at keeping them  
informed about their services and outcomes

94% 94%* −

% of tenants satisfied with the opportunities given to them  
to participate in Trust’s decision making processes

81% 81%* −

Housing Quality and Maintenance
Indicator 13/14 14/15

% of stock meeting the Scottish Housing Quality Standard 86% 96%** 
Average length of time taken to complete emergency repairs 4.48 hours 4.53 hours 
Average length of time taken to complete non-emergency repairs 6.65 days 6.64 days 
% of reactive repairs carried out in the last year completed right first time 94% 75% 
% of repairs appointments kept 99.9% 94% 
% of tenants who had a repair carried out in the last 12 months satisfied  
with the service

92% 92%* −

*We undertake our large scale customer satisfaction survey every 2 years. The last one was undertaken in January 
2014 and, as such, the results for both 13/14 and 14/15 are the same.

**4% of our stock has exemptions from the Scottish Government.
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*The larger properties tend to 
be general needs with tenants' 
care and support needs less 
than average across our stock. 
Service charges are, therefore 
less reducing the average rent.



Neighbourhood and community
Indicator 13/14 14/15

Number of cases of Anti-social behaviour reported in the last year 54  64 
% of cases resolved within locally agreed targets in the last year 78% 70% 
% of new tenancies sustained for more than 1 year 81% 82% 

Getting good value from rents and service charges
Indicator 13/14 14/15

Average length of time taken to re-let properties in the last year 67 days 58 days 
% of rent lost through properties being empty in the last year 2.66% 2.28% 
Rent collected from tenants as a % of total rent due in the reporting year 98.3% 100.4% 
Gross rent arrears (current and former) as % of rent due 3.13% 2.51% 

64
Number of cases 
of ASB reported 
in the last year

70%
% of cases resolved 

within locally agreed 
targets in the  

last year

Our Performance 
The Scottish Social Housing Charter (continued)
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Our Inspection  Results
The Care Inspectorate (CI) inspected 8 of our 
branches in 2014/15, and we are pleased to 
report continued high levels of grading and 
were delighted to receive three 6’s (excellent). 
Overall, our performance average of grades 
was 4.8 which exceeds our target of 4.2. 

The inspection reports recognised our 
comprehensive and innovative systems to 
support the involvement of people using their 
services in all aspects of our operation.  

They noted that staff were very positive 
and enthusiastic about their work and were 
well supported by their managers. We had 
a strong focus on staff development and 
training throughout the organisation and 
excellent quality assurance systems in place. 

Despite the high grades, we remain 
committed to building on and continually 
improving the services we provide.

58 
days

 Average length of 
time taken to re-let 

properties in the  
last year

100.4%
Rent collected from 
tenants as a % of 

total rent due in the 
reporting year

Our People 

9.

This will include:

• Bringing our Annual General Meeting and 
our Tenants’ Conference together to see if 
this maximises the number of our customers 
who have a good knowledge of the 
organisation’s governance

• Providing more regular information in our 
“Trust Talk” newsletter so that everyone 
knows about our Board’s decisions and our 
Customer Panel’s scrutiny findings

• Helping our customers understand better 
where other organisations are responsible 
for decisions that impact on the services 
they receive

• Helping our 30+ Registered Tenants’ 
Organisations to influence what is happening 
in their communities, to plan and arrange 
social activities and to source external 
funding 

• Creating more opportunities for social 
activities, with easier access to helpful 
resources 
 

• Improving our use of technology to maximise 
engagement and to minimise the necessity 
to travel – this is particularly important 
for our frailer customers and our island 
communities

• Working with our tenants to design our 
twice-yearly Focus Groups to link more 
closely to our Bright Future strategy 
implementation

• Continuing to support and expand our 
customers’ involvement in the recruitment  
of key staff

• Encouraging contributions to the  
self-assessment process for the Care 
Inspectorate, as well as taking an active  
part in planned inspections

• Continuing to support many, varied options 
for customers to influence Trust’s ways of 
working, including:

1. Having Your Say Sessions
2. Development Meetings
3. Property Surgeries
4. Policy consultation
5. Board member and senior manager visits

Customer Engagement
Trust’s commitment to meaningful customer engagement was sustained throughout the year, with 
many different opportunities for customers to get involved, including through Focus Groups, the 
Tenants’ Conference, Registered Tenants’ Organisations and the Customer Panel. 

To further strengthen this commitment, we appointed a full-time Customer Engagement Officer 
in January 2015, to support and drive customer involvement and influence in Trust. One of the 
priorities has been to work with customers to develop a new Customer Involvement and Influence 
Strategy, with clear plans being drawn up to increase customer impact across all services and 
throughout the organisation.



Our People 

Our Customer Panel successfully completed 
their first scrutiny exercise when they looked 
into our Allocations Policy and processes in 
depth. This resulted in recommendations which 
were considered by our Board, with the Action 
Plan now being worked through by staff. Panel 
members have started their next in-depth 
scrutiny, into empty homes management.

The Customer Panel has also been very 
much involved in our self-assessment against 
the Scottish Social Housing Charter and in 
undertaking regular scrutiny of our overall 
performance.

AGM
We held our 38th Annual General Meeting at the 
Hilton Grosvenor Hotel, Edinburgh on 25th 
September 2014. The event was attended by 
46 Trust Members.

Staff Conference
We will host our staff conference in Dundee 
on the 26th and 27th August 2015 (in the 
future at the time of writing). The theme of the 
conference is “Bright Future: the difference is 
you” and will see the launch of our Bright Future 
supporting strategies.

The event is expected to be attended by  
around 160 office and development based 
members of staff.

Trust has been an Investor in People (IIP)
recognised organisation since 1998. We 
continue to be reviewed on a regular basis,  
at the most recent review we were again given 
very positive feedback in all key areas of the 
standard and retained our IIP accreditation.

Leaders in Diversity
We were the first housing association in 
Scotland to achieve Investors in Diversity 
accreditation. Investors in Diversity provides an 
all-encompassing Methodology for improving 
Equality, Diversity and Inclusion practices in the 
workplace and in service provision. 

10.  Trust Housing Association Annual Review 2014/15 9.

Our tenants enjoying last years AGM



Investment in our Properties
We invested just under £6million in the planned, reactive and routine 
maintenance and void house works to our stock during the year.

Our planned and routine works completed covered a number of 
component replacement projects across our stock, including:

• External and internal decoration 
schemes to 727 of our properties

• 7 window replacement projects 
comprising of 202 properties

• Installation of replacement 
kitchens to around 107 properties 
across 3 developments

• Installation of around 141 
replacement bathrooms across  
10 developments

• Replacement of 3 Warden Call 
systems to 93 properties 

• Completion of 2 lift refurbishment 
projects, within a planned 
programme of investment

• Completion of 8 development 
heating replacement schemes, 
incorporating 195 properties

• Completion of Water Hygiene and 
Gas Servicing works and Electrical 
Hard Wire tests across our stock

• Replacement of 6 development 
Fire Alarm systems covering  
160 Properties

Our Properties

Stock Growth
Our new-build mid-market rent project 
developed in partnership with East 
Dunbartonshire Council, represented our only 
newbuild project completed in the year.

This delivered 40 high quality properties for 
mid-market rent for Trust, with investment 
in the year totalling £3.5 million, and overall 
completion and formal handover achieved at 
the beginning of April 2015.

Remodelling
An additional £805,000 was invested 
in completing remodelling and service 
realignments to our stock.

Major service realignment works were 
completed at Kirkriggs Court in Forfar, with 
projects to extend and remodel the common 
dining/kitchen areas at Hamilton and 
Loanhead also delivered in the year.

Medical Adaptations
We successfully accessed Scottish 
Government grant and internal funding of 
£626,788, to carry out medical adaptations to 
our properties. This investment has allowed 
us to complete 288 adaptations from level 
access showers to access ramps. 
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96%  
of our stock was brought 

up to the Scottish Housing 
Quality Standard.

Reactive Repairs
Throughout the year we 
completed a total of 11,683 
emergency and reactive repairs 
across our stock.

During the year one of our 
major repairs contracts was 
re-tendered with a new 
contractor appointed. The 
process of changing contractor 
has impacted on our ‘right first 
time’ performance as the new 
contractor becomes familiar with 
our development workload.

98.5%
Overall

Emergency
Repairs

Completed
in Time

4.53  
hours 

Average length of time 
taken to complete 
emergency repairs

Number of  
emergency  
repairs completed

2317

Average length  
of time taken to  
complete  
emergency repairs 

4.53 hours 

Number of reactive 
repairs completed 
right first time

7058

% of repairs  
completed right 
first time 

75.4%

Joint Working
We continue to seek innovative ways to deliver and improve our services, where appropriate 
seeking to deliver such services jointly with our partners. Throughout the year we have 
continued to work with the following organisations:

Abbeyfield Scotland Ltd delivery of a reactive repairs / maintenance service by Trust.

Bield Housing & Care and  
Hanover (Scotland) HA 

joint working for procurement for our reactive repairs  
contracts commenced early 2014.

East Dunbartonshire 
Council 

agency services as development partners to the East Dunbartonshire Council  
innovative house building programme.

13.

6.64  
days

Average length taken 
 to complete  

non-emergency  
repairs 

Non-Emergency 
Repairs  
completed

9366

Average length of 
time taken to  
complete 
non-emergency 
repairs  

6.64 days



Our Financial Performance
Financial Results

Rent 8,867,000 38.25%

Landlord Services 10,356,000 44.67%

Housing Support 2,398,000 10.34%

Other 314,000 1.35%

Care 1,247,000 5.38%

Total 23,183,000

Employee &  
Administration

-5,518,000 27.67%

Care -843,000 4.22%

Housing Support -2,336,000 11.71%

Landlord Services -5,488,000 27.52%

Property -4,818,000 24.16%

Loan Charges -784,000 3.93%

Loss on sale of 
fixed assets

-82,000 0.41%

Other -75,000 0.38%

Total -19,944,000

Expenditure 2014 / 2015

Surplus for year 3,239,000
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27.67%

3.93%

11.71%

24.16%

4.22%

0.38%

27.52%

Income 2014 / 2015

38.25

44.67%

5.38%

10.34%
1.35%

0.41%

Auditor’s Report 
Independent auditors’ report to 
the members of Trust Housing 
Association Limited

We have examined the 
summarised financial statements of 
Trust Housing Association Limited.

Respective responsibilities of  
the committee of management  
and auditors

The directors are responsible for 
preparing summarised financial 
statements in accordance with 
the recommendations of the 
Statement of Recommended 
Practice: Accounting by Registered 
Social Landlords. 

Our responsibility is to report 
to you our opinion on the 
consistency of the summarised 
financial statements with the full 
financial statements and trustees 
annual report. We also read the 
information contained in the 
summarised annual report and 
consider the implications for our 
report if we become aware of 
any apparent misstatements or 
material inconsistencies with the 
summarised financial statements.

Basis of audit opinion

We conducted our audit in 
accordance with Bulletin 1999/6 
of the Auditor Statement on the 
Summary of Finance Statements 
issued by the Auditing Practices 
Board for use in the United 
Kingdom.

Accounts
Year Ending 31 March 2015

2014 2015

£’000 £’000

Turnover 20,003 23,183

Less: operating costs (17,808) (19,091)

Operating Surplus 2,195 4,092

Profit / (Loss) on sale of fixed assets - (82)

Interest receivable & other income 20 13

Interest payable & other charges (739) (784)

Surplus for the year 1,475 3,239

2014 2015

£’000 £’000 £’000 £’000

Total fixed assets 28,301 30,208

Current assets 4,406 4,713

Current Liabilities (7,307) 4,624

Net–current liabilities (2,901) 91

Total assets less current 
liabilities

25,400 30,299

Non-current liabilities (15,751) (17,412)

Net assets 9,649 12,887

Capital & reserves 9,649 12,887

Income & expenditure account for the year  
ended 31 March 2015

Summary balance as at 31 March 2015

The summary accounts are not the statutory accounts but a summary of 
the information relating to both the income and expenditure account and the 
balance sheet. The full financial statements are available on request.

The full financial statements were approved 06 August 2015

15.

Opinion

In our opinion the summarised financial statements are 
consistent with the full financial statements and the 
Board’s annual report of Trust Housing Association for 
the period to 31 March 2015

Mazars LLP
Chartered Accountants
Statutory Auditor
Apex 2
97 Haymarket Terrace
Edinburgh
EH12 5HD
Date 06 August 2015



Company Details

Board of Management and Directors as at 31 March 2015

Chair:
P Russell FCCA

Vice-Chair:
H Pearson LLB DipLP NP

Board Members:
J R Burke FRICS 
I R M Crawford MA (Hons) MHSM
E Davidson
L Dunlop MA (Hons) MSc MCIH
A P L Harper LLB (Hons) DipLP WS
J C Howie CPFA
D Inskip
P Kinloch AMRSH
J Lindsay 
K McDonald MA (Hons) MCIPR
J Tod BSc Civil Engineering
W Wilkinson BSc Math Science, MBA (Dist)

Directors:
R McDougall FCIH, Chief Executive & Company Secretary
G Gourlay, BA, MCIH, Director of Customer Services 
D A McIndoe MRICS Director of Asset Management
J Marshall FMAAT, CPFA Director of Business Services

Company Secretary:
R McDougall FCIH
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Trust us to care about people.

Agile

Innovative

Collaborative

Aspirational

Our Values:
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Southbank Road, Kirkintilloch
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