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1. Introduction

Welcome to our 2015/16 Performance Review – Trust us to 
Measure Up. It has certainly been a full and interesting year and 
one where we have been aiming to get the Trust name better 
known. We have achieved external accreditations and won various 
awards – all testament to the quality of the homes and services 
we provide.

But are these achievements backed up with facts? I hope you 
will decide for yourself as you read this report and see our key 
performance figures.

We compare well with the Scottish average when it comes to 
repairs. The average time we took to complete emergency repairs 
was 4.7 hours, better than the Scottish average of 5.1 hours.

We continue to invest in Trust with a £6.2m commitment to our properties 
last year. This was spent on planned and reactive maintenance work and 
remodelling work in some of our developments. We also accessed Scottish 
government grant funding of £633k to carry out medical adaptations such as 
level access showers and ramps.

One of the things we pride ourselves on is providing value for money to you. 
We use measures such as how long it takes to re-let empty properties and 
what proportion of rent is lost through properties being empty. This year has 
seen our average time to re-let properties improve from 57 days the previous 
year to 45 days in 2015/16. Performance on rent lost though properties being 
empty has improved from 2.3% to 2.1%.

And finally a figure I am particularly proud of – 92.3% of you are satisfied with 
the overall service provided by Trust. That is higher than the Scottish average 
which is 89%.

Although this is a strong performance we are always looking to improve. Your 
feedback is very important to us, so if you have any comments or questions 
on anything you read in this report please do get in touch.

Rhona McLeod CEO

Mary McInally - Customer Panel 
My name is Mary McInally. I have lived with Trust Housing at 
Dowanhill for three years and I love it. When I was asked to write 
the introduction to this year’s Performance Report I was happy 
to write it from a customer’s point of view. 

As part of the group of Trust tenants who scrutinise Trust’s 
performance and service delivery – the Customer Panel – I see 
first hand that Trust do everything they can to keep their tenants 
satisfied. They deliver on what they say and the figures in this 
report only succeed to back this up. 

Eight focus groups were held across Scotland where tenants gave their 
views on the format, content and design of this report. All of these have 
been taken into consideration when creating this document. This means, 
compared to previous years, a shorter, more concise and more customer 
friendly report has been produced. 

Our communication and satisfaction figures have stayed at an excellent 
level this year and the ongoing work of the Customer Panel and customer 
involvement generally across Trust will hope to further boost these figures.

92.3% 
of tenants satisfied 

with the overall level of 
service provided by Trust 
(89% Scottish average)
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2. About This Report

Performance Review
The content and design of this report is based 
on your feedback. It reports Trust’s performance 
during 2015/16 against the Scottish Social 
Housing Charter. 

The Charter 
Introduced by the Scottish Government in March 
2012, the Charter sets out the standards and 
outcomes that all social landlords in Scotland 
should aim to achieve when performing their 
everyday housing activities. Our performance 
is measured annually by the Scottish Housing 
Regulator against 14 Charter outcomes:

Customer & Landlord Relationship
1. Equalities
2. Communication
3. Participation

Housing Quality and Maintenance
4. Quality of housing
5. Repairs and Maintenance

Neighbourhood and Community
6. Estate management, anti-social 

behaviour, neighbour nuisance and 
tenancy disputes

Access to Housing and Support
7, 8 & 9. Housing options
10. Access to housing
11. Tenancy sustainment

Getting Value from Rents  
& Service Charges
12. Value for money
13 & 14. Rent and service charges

You can read about our performance against 
each of the outcomes in Chapter 4.

You can view an electronic version of this report 
on our website – www.trustha.org.uk – and you 
can find the Regulator’s Report which provides 
the performance for every social landlord in
Scotland on their website –
www.scottishhousingregulator.gov.uk

How do we assess our 
performance against the Charter?
The report relates to the financial year 2015/16 
(April 2015 to March 2016). In it we consider 
our performance against each of the 14 Charter 
outcomes in two different ways:

1. Comparison against previous year  
We highlight our 2015/16 performance 
against our 2014/15 results so that you can 
see if we have improved since the last report.

2. External comparison with peers  
We compare our performance against the 
Scottish average (an average taken across 
the results of all the other social landlords 
including local authorities).
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3. About Trust…
This section gives a visual and statistical representation of Trust.

Trust is a not-for-profit housing association 
registered with, and regulated by, the Scottish 
Housing Regulator, the Care Inspectorate 
and the Scottish Charity Regulator (OSCR). 
We are a national organisation – operating 
across 23 local authority areas from 
Stornoway to Stranraer – and are one of 
the largest providers of housing, care and 
support services in the social rented sector 
in Scotland. Established in 1973, we provide 
homes and services to over 2500 households.

Primarily serving older people in our 
communities we also provide general needs 
and mid-market housing to households of 
all ages. We offer a range of services from 
a landlord only service to care and support 
services that are flexible and tailored to meet 
individual needs. We also offer complementary 
services – including Home Angels (cleaning 
and other domestic services) – through our 
fully owned commercial subsidiary, Trust 
Enterprises Limited (TEL).

Customers are at the heart of everything we 
do and our services are very people focussed. 
As such, we are a large employer with 576 full 
and part-time members of staff. 489 members 
of staff are based locally at our developments 
and 87 staff are located at our offices in 
Edinburgh (head office), Glasgow and Arran.

Trust is a membership based organisation 
with 372 members. Membership is open to 
anyone over the age of 16 and we currently 
have 157 tenants who are Members. The 
Members appoint the voluntary Board of 
Management who set the strategic direction 
of the organisation and hold the senior 
management team to account. The Board 
is currently represented by 15 independent 
Board Members, two of which are tenants.

8 Trust Housing Association Performance Review 2015/16

3. About TrustEdinburgh tenants enjoying  
one of their regular meetings 

Awards and Accreditations
Investors in People ‘Gold’ organisation  
(+ excellence in Third Sector award)

Leaders in Diversity

European Foundation for Quality  
Management (EFQM) – 2 Star organisation

Scottish Home Awards 2016 – shortlisted  
for ‘Housing Association of the Year’

Scottish Home Awards 2016 – shortlisted  
for ‘Customer Service Excellence’
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Trust in Numbers…

As of the 31st March 2016. 

Studio Flats 15.1%
1 Bedroom 69.6%
2 Bedroom 10.3%
3 Bedroom 4.9%
4+ Bedroom 0.1%

Property  
Breakdown

White 72.3%
Mixed or 
multiple ethnic 
background

0.03%

Asian, Asian 
Scottish, Asian 
British

0.2%

Unknown 27.5%

Breakdown  
of tenant’s  
ethnicity 

49 or under 13.0%
50 to 59 7.6%
60 to 64 7.1%
65 to 74 24.4%
Over 75 47.9%

Breakdown of  
tenants by age 

Retirement 8%
Sheltered 35%
Very Sheltered 4%
General Needs 13%
Amenity 11%
Mid-Market Rent 2%
Supported 17%
Housing with Care 10%

Service 
Breakdown 

£22.2m
turnover 

in
2015/16

92% of our 
customers 

are satisfied 
with the 

overall service 
provided by 

Trust 

4.5% 
days lost  
to staff  
sickness

40
Mid Market 

Homes & 

8 shared 
ownership

576
members 
of staff 

(306 FTE)

Operate 
across  

23 local  
authorities

2557 
Social 

Rented 
Homes

20.3% 
staff  

turnover

84%
of staff are 

proud to work 
for Trust Property size Number of properties Average weekly rent

Studio Flats 388 £119.03
1 Bedroom 1786 £120.14
2 Bedroom 264 £104.21
3 Bedroom 125 £92.80
4 Bedroom 2 £81.70

* Rent levels are lower for our larger properties as they do not generally have communal 
facilities or staff on site.

Trust in Numbers…
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4.  How Did We Do 
During 2015/16?

This section highlights how we performed during 2015/16 
against the Charter Outcomes. 

Section 1. The Customer Landlord Relationship

Equalities
Every tenant and other customer has their 
individual needs recognised, is treated 
fairly, and receives fair access to housing 
and housing services. 

We are pioneers for the Equality, Diversity and 
Inclusion (EDI) agenda in Scotland and further 
afield. Our ambition is to firmly establish Trust 
as an organisation which is fully inclusive in 
everything we do and treats everyone fairly,  
with dignity and with respect.

Leaders in 
Diversity
Top 10 

organisation

78% 
of tenants consider 
themselves to have  

a disability

72% of our 
tenants are aged

65 or over 
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Charter Performance

2014/15 2015/16 Scottish  
Average

% of tenants who feel that  
Trust staff treat them fairly  
and with dignity and respect

93% 91% n/a

We were the first housing association in 
Scotland to achieve the national award of 
‘Investors in Diversity’ and became only the 
second organisation in Scotland to achieve 
the highest accreditation ‘Leaders in Diversity’ 
in 2015. We also achieved 9th place in 
the National Centre for Diversity’s top 100 
organisations across the UK and were the 
highest ranked Scottish organisation.

Our Abbeyhill and Calton developments 
were awarded a Scottish Sensory Award for 
‘promotion of choice, control and person 
centred approaches for people with sensory 
loss’. This award recognised the excellent work 
carried out at both developments, where we 
have specialist care and support for the deaf 
and hard of hearing.

Skye tenant Tommy enjoying a chat 
in the development lounge. 
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Section 1. The Customer Landlord Relationship Section 1. The Customer Landlord Relationship

Communication Participation
Tenants and other customers find it easy to 
communicate with Trust and get the information 
they need about us, how and why we make 
decisions and the services Trust provides. 

We pride ourselves on providing you, our tenants and 
other customers with clear information on our services 
and the decisions we make, and making it equally as 
easy for you to contact us – face-to-face, by phone, post, 
and email or via social media - and listening to, resolving 
and learning from complaints. We also publish our tenant 
newsletter - Trust Talk - thee times per year.

We have worked hard to improve our complaints 
performance from last year. Since introducing our new 
complaints handling system, Cirrus, in early 2015, staff 
have found it more straight forward to log and deal with 
complaints. We will continue to improve on our complaints 
performance by carrying out regular staff training and 
quarterly complaints updates within Trust as well as in 
your copy of Trust Talk.

Tenants and other customers find it 
easy to participate in and influence 
Trust’s decisions at a level they feel 
comfortable with. 

We are a very customer-focussed organisation 
and it is important to us that you have 
opportunities to influence and shape the 
services you receive and the decisions we 
make. You can become involved in our 
decision making processes in a variety of ways 
that suit different needs. These include:

• Becoming a member of Trust
• Joining the Customer Panel
• Participating in Tenant focus groups
• Completing customer satisfaction surveys
• Attending the Tenant Conference
• Joining or establishing a Registered Tenant 

Organisation

Contact Katrina Hamilton for more information 
about the above opportunities - see the back 
page for Katrina’s contact details.

92% of tenants satisfied 
with the quality of 

communication they receive 

from Trust

667 Twitter followers
287 Facebook likes

38,415 website 
visitors

Trust received 
266 complaints 
170 complaints 

were upheld

Charter Performance

2014/15 2015/16 Scottish 
Average

% of stage 1 complaints responded to  
within Scottish Public Services Ombudsman 
(SPSO) timescales (5 working days)* 

60.4% 78.9% 87.3%

% of stage 2 complaints responded to  
within SPSO timescales (20 working days) 48.0% 72.4% 81.8%

% of tenants who felt that Trust is good at 
keeping them informed about their services
and decisions

93.7% 92.9% 90.6%

Charter Performance

2014/15 2015/16 Scottish  
Average

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

80.9% 81.7% 81.3%

*We follow a two stage complaints process, stage 1 covers more straightforward complaints and 
stage 2 are generally more complex. 

34  
Registered Tenant 

Organisations

Around 100 
tenants attend our 

annual Tenants’ 
Conference  
each year

8 

Tenant Focus  
Groups are held 

annually
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Section 2 – Housing Quality and Maintenance Section 2 – Housing Quality and Maintenance

Quality of Housing Repairs and Maintenance
Tenants’ homes as a minimum meet the Scottish 
Housing Quality Standard (SHQS) by April 2015  
and continue to meet it thereafter.

When allocated, our homes will always be clean  
and tidy and in a good state of repair. 

We provide and invest in over 2500 households across 
Scotland. By 31st March 2015 we had achieved the 
Scottish Housing Quality Standard (SHQS) in 96.3% of 
our homes. Just under 4% of our homes were unable to 
meet this standard for reasons that were outwith  
our control. 

During 2015/16 we invested £2.8m in improving 
our homes including window replacements, lift 
refurbishments, heating replacements and the renewal  
of fire alarm systems.

Tenants’ homes are well maintained, with 
repairs and improvements carried out when 
required, and tenants are given reasonable 
choices about when work is done.

We provide a responsive repairs service across 
the length and breadth of Scotland. Throughout 
2015/16 we completed a total of 12,429 
reactive repairs across our stock. We have 

Over 
2500 homes 

across Scotland

96.3% of  
our homes meet 

the SHQS

£2.8m invested 
in our homes 

during 2015/16

Charter Performance

2014/15 2015/16 Scottish  
Average

% of tenants satisfied with the
quality of their home 95.5% 95.2% 86.6%

% of new tenants were satisfied with the 
condition of their home when moving in 95.7% 97.2% 87.7%

% of Gas Safety certificates in timescale 100% 100% 99.8%

Charter Performance

2014/15 2015/16 Scottish  
Average

% of reactive repairs completed
‘right first time’ 75.4% 94.5% 91.3%

Average length of time to complete  
emergency repairs (hours) 4.5 4.7 5.1

Average length of time to complete 
non-emergency repairs (days) 6.6 6.0 7.5

% tenants satisfied with the  
repairs and maintenance service 91.8% 85.9% 89.9%

Total number  
of repairs 
completed 

12,429

Number of non 
emergency repairs 

completed 

10,193

Number of 
emergency repairs 

completed 

2,236

worked hard on improving the percentage of 
repairs completed right first time and have seen 
an increase in our performance by nearly 20% 
compared to 2014/15. 

Following a change in contractors, we recognise 
that our tenant satisfaction levels can be 
improved to previous levels, and we are working 
with our contractors to continually improve the 
service we deliver.
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Section 3 - Neighbourhoods and Community Section 4. Access to Housing and Support

Estate Management Housing options & Access to housing

We work in partnership with other agencies to 
ensure that tenants and other customers live in well 
maintained neighbourhoods where they feel safe.

We know that feeling safe and secure is one of the 
most important things for our customers. Therefore, it 
is important that you feel safe with us and live in well 
maintained neighbourhoods and developments. We treat 
anti-social behaviour (ASB) complaints very seriously and 
work closely with external agencies to try and resolve 
them as quickly as possible. The external agencies we 
work with include Police Scotland and local authority 
departments including Social Work and Anti-Social 
Behaviour Teams. 

We have a target of 15 working days to resolve issues, 
however sometimes these types of issues can be complex 
and take longer to resolve.

People looking for housing get information 
that helps them make informed choices 
and decisions about the range of housing 
options available to them.

People at risk of losing their homes get 
advice on preventing homelessness.

People looking for housing find it easy 
to apply for the widest choice of social 
housing available and get the information 
they need on how Trust allocates homes 
and their prospects of being housed. 

98% of our 
tenants feel safe 

and secure in  
their homes

For every 100 
tenants 3.2 cases of 
anti-social behaviour 

were reported

15
working day target 

to resolve anti-social 
behaviour cases

Charter Performance

2014/15 2015/16 Scottish  
Average

Number of ASB cases reported 64 81 275

% of ASB cases resolved within locally 
agreed timescales 70.3% 87.7% 86.6%

Tenants and people on housing lists can 
review their housing options.

45 
days on average  
to re-let each 

property

28.9%  
of offers made to 
applicants were 

refused

69% 
of applicants 
housed were 

allocated from the 
waiting list

Charter Performance

2014/15 2015/16 Scottish  
Average

Average time taken in days  
to re-let properties 57.8 45.4 35.4

% of tenancy offers refused 34.1% 28.9% 37.8%

Allocating homes is one of the most important 
things we do and during 2015/16 we let 448 
empty homes to new tenants. Our properties 
are let on a needs basis, via a points system, 
so that we prioritise those in the highest need. 
It is important to us that tenants can make 
informed choices so that we allocate the right 
property for them at the right time. 

We are part of a national housing register called 
‘Home for You’. This means that applicants 
can choose from a wider selection of social 
rented properties provided by Trust, Bield and 
Hanover (Scotland) housing associations. 

www.homeforyou.org.uk 



20 Trust Housing Association Performance Review 2015/16 21

Section 4. Access to Housing and Support Section 5. Getting value from rents and service charges

Tenancy sustainment

Tenants get the information they need on how to obtain 
support to remain in their home; and ensure suitable support 
is available, including services provided directly by the landlord 
and by other organisations.

We provide support and advice to our tenants to help them sustain 
their tenancies and remain in their own home as long as possible. 
This includes:

• A range of care and support services to people  
in need.

• On-site staff provide guidance and sign-post tenants 
to relevant agencies when required.

• A Welfare Rights Advisor provides advice on topics 
such as Housing Benefit, Pensions and Attendance 
Allowance.

• Assistance and support for tenants seeking medical 
adaptations, funded by the Scottish Government, 
such as ramps, walk in showers and grab rails to help 
people remain in their homes. 

We have seen a small decrease in our performance around tenancy 
sustainment and this is an area we will be looking to improve on during 
2016/17.

£633,000 
invested 

in medical 
adaptations

Our Welfare Benefits 
Advisor assisted our 
tenants in claiming 

£252,980 in
benefits in the last

six months of 15/16

83.5%  
(289) of referrals 

received for 
adaptions 
completed

Value for Money & Rent & Service Charges

Tenants, owners and other customers receive 
services that provide continually improving 
value for the rent and other charges they pay.

A balance is struck between the level of 
services provided, the cost of the services, 
and how far current and prospective tenants 
and other customers can afford them.

Tenants get clear information on how rent 
and other money is spent, including any 
details of individual items of expenditure 
above thresholds agreed between 
landlords and tenants. 

Charter Performance

2014/15 2015/16 Scottish  
Average

% of new tenancies sustained  
for more than one year 78.9% 78.8% 88.4%

Average days to complete approved  
applications for medical adaptations 136 days 116 days 50 days

Charter Performance

2014/15 2015/16 Scottish  
Average

% of tenants who believe that the  
rent for their property represents  
good value for money

84.9% 86.4% 79.0%

% of total rent due collected 100.4% 99.1% 99.5%

Gross rent arrears  
(current and former tenants) 2.5% 3.3% 5.3%

% rent lost due to empty properties 2.3% 2.1% 0.99%

£18,237,907
total 

rent due

Average weekly rent 
increase to be applied 
in the next reporting 

year was 2%

2.1% of rent  
was not collected 
because homes  

were empty

Value for money (VFM) is very important to us as 
the rent you pay is our main income source to 
meet running costs, such as undertaking repairs 
and employing staff, so we need to spend it in 
the most efficient way possible. We try to achieve 
VFM in everything we do and are always looking at 

ways to deliver even better services at a lower cost. 
We will be developing our new Value for Money 
Strategy this year in order to help us continually 
improve the value we offer.

It is important that we do our best to collect all rent 
that is due. We are improving our performance 
around rent arrears and we have made this a 
priority for 2016/17. Equally it is important that the 
rent you pay is affordable. We consult annually with 
you on rent increases and try and keep increases 
as low as possible.
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Rent 67%

Landlord Services 16%

Housing Support 10%

Care 6%

Other 1%

Employee wages and 
overheads

38%

Repairs 31%

Housing Support 12%

Landlord services  
(service charges)

8%

Loan Charges 6%

Care at home 5%

Income

Expenditure

How our income is made up

How we spend a £1

Tenants at Stockbridge, Edinburgh having afternoon tea. Income and Expenditure 
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How are we doing?

Would you like to know more?

Want to get involved?

We value your feedback and are always keen to hear your views. There are a number of 
ways you can contact us including:

• By phone on 0131 444 1200

• Speak to your local staff

• Write to us at 12 New Mart Road, Edinburgh, EH14 1RL

• Via Twitter @Trust_housing or Facebook @ fb.me/trusthousing1973 

• Email us at info@trustha.org.uk

If you have any specific comments about the content or design of this report please 
contact our Performance Officer, Laura Clark, by email lclark@trustha.org.uk or phone 
0131 444 4922

  

If you would like to know more about the Charter or how Trust’s performance compares 
with other social landlords the websites below will give you more information:

Trust – www.trustha.org.uk

Scottish Government – http://housingcharter.scotland.gov.uk

Scottish Housing Regulator – www.scottishhousingregulator.gov.uk

There are many ways to get involved and shape and influence the services you receive 
and decisions we make. If you would like to find out more speak to our Customer 
Engagement Officer, Katrina Hamilton, by email khamilton2@trustha.org.uk or phone 
0131 444 4956


