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1. Introduction

The role of Communities Scotland

11

1.2

Communities Scotland is the executive agency for regeneration and
housing, directly responsible to Ministers. Our aim is to work with others
to improve the quality of life for people in Scotland.

The Housing (Scotland) Act 2001 gives Communities Scotland the role of
regulating Registered Social Landlords (RSLs) and the landlord,
homelessness and factoring services of local authorities. Our purpose as
a regulator is to promote quality, continuous improvement and good
practice in these services, for the benefit of current and future tenants, and
other service users. One way we do this is through the inspection of RSLs
and local authorities. Inspections provide an in-depth assessment of an
organisation, its service quality and its ability to improve. Our Guide to
Inspection describes how we carry out inspections.

The standards we use

1.3

1.4

We have published Performance Standards with the Convention of
Scottish Local Authorities (CoSLA) and the Scottish Federation of Housing
Associations (SFHA). These standards set out our joint expectations for
the performance of all social landlords and homelessness functions. The
inspection process is built around an assessment of how well these
standards are being met. We tailor our inspections to take account of the
RSL’s role, the local context in which it operates and the standards the
RSL and local authority has agreed with its own tenants and service
users.

The Guide to Inspection and Performance Standards are available on our
website at http://www.inspection.communitiesscotland.qgov.uk.

How we assessed performance

15

Our inspectors asked three key questions about this RSL:

e How good are the services we have inspected?
e How well are the RSL and its services being managed?
e Are the services and the RSL likely to improve?



http://www.inspection.communitiesscotland.gov.uk/

1.6 In order to answer these questions inspectors:

e spoke to tenants and staff at Prospect and to members of Prospect’s
governing body;

e asked other organisations that work closely with Prospect for their
views;

e visited homes that it owns and manages;

e saw and tested first hand how well services were being delivered and
how well Prospect responds to its service users by doing things like
shadowing and observing staff and sampling cases;

e checked key policies, publications and information for service users;
and

e took account of Prospect’s inspection submission.

1.7  You will find more details about who we spoke to, what kind of checks we
carried out and what documents we reviewed in Appendix 1. Aspects of
Prospect’s performance that we consider to represent particularly positive
practice are highlighted in Appendix 2.

1.8 Following our assessment, we awarded grades for:

the overall performance of the RSL;
governance and financial management;
housing management services;
property management services; and
property development services.

1.9 This is what our grades mean:

A Excellent | Major strengths

B Good Many strengths and some areas where improvement
is needed

C Fair Some strengths, but with significant areas where
improvement is required

D Poor Major areas where improvement is needed

The inspection of Prospect Community Housing

1.10 The inspection team for Prospect was led by Fiona Selkirk (Inspector) and
was supported by David Stewart (Inspector), Christine Emmett and
lain Fitheridge (Inspection Officers), and Lynne Bell (Financial Analyst).
We were on site at Prospect between 13 October and 13 November 2003.
We would like to thank everyone involved in the inspection, particularly the
Management committee, staff and tenants for their time and co-operation.



1.11 This report presents our findings and recommendations. It is published,
together with a summary, on our website at
http://www.communitiesscotland.gov.uk. Prospect must make the
summary available to anyone that wants it, report our findings to tenants
and other stakeholders and implement an improvement plan to respond to
our recommendations and the issues raised in this report.



http://www.communitiesscotland.gov.uk/communities/upload/tplt_what_we_do_.asp?page=2100002366

2. Context

Prospect Community Housing

2.1

2.2

2.3

Prospect Community Housing (formerly known as Wester Hailes
Community Housing Association Limited) was registered with Scottish
Homes as a Registered Social Landlord in October 1988, changing its
name in 2001. Prospect is a community based charitable organisation. It
operates within the peripheral housing estate and former partnership area
of Wester Hailes. It is the only major provider of housing in the area apart
from the City of Edinburgh Council.

It was originally set up by a committee of local people to provide quality
homes for those who need them. In 2001 the Association changed its
name to Prospect Community Housing Limited.

Prospect has houses located in Westburn Village, Walkers Estate,

Barn Park Crescent, Morvenside, Dumbeg Park and Clovenstone which
are estates located throughout the Wester Hailes area. Prospect currently
has a stock of 860 social rented houses plus a share of 13 shared
ownership properties. Prospect built the majority of its houses between
1991 and 2002 while 344 properties were transferred from the Council
through New Housing Partnership funding was completed in 2002.

Key statistics

2.4

2.5

As the table immediately below shows, Prospect owns a range of sizes of
homes from two apartments to homes with five or more apartments.

Prospect’s Property Sizes Number % of total stock
2 Apartment 184 22

3 Apartment 264 31

4 Apartment 316 37

5 or more Apartments 80 9

Total 844

Source: Annual Performance & Statistical Return 2002/2003 as at 31 March 2003

The table below presents summary contextual information for Prospect,
showing trends over the last three financial years.




Key Statistics

2000-2001 | 2001-2002 | 2002-2003
Number of properties owned 798 863 844
Number of properties factored 0 0 54
Number of members Not 136 135
Available
Number of board members 14 13 11
Number of board members who 6 5 6
are tenants
Number of employees 27 29 30
Annual turnover £1,821,400 | £2,005,900 | £2,280,600
Total possible rental income £1,880,808 | £2,062,902 | £2,354,742
Rental income from housing Not 50.1% 58%
benefit (%) available
Average weekly rent £46.73 £45.06 £47.80
Average rent increase (%) 3.50% 2.50% 2.75%
Number of relets 72 86 122
Number of responsive repairs 2,785 3,031 3,342
Number of Right To Buy Sales 0 0 0

Source: Annual Performance and Statistical Returns/annual accounts




3. Overall Performance

3.1

3.2

3.3

Prospect delivers a range of good landlord services as well as diversifying
into new areas such as the Prospect Plus Savings and Loan scheme. It
has a good understanding of its strengths and areas where it needs to
improve further. These factors have all contributed to the grades that we
have awarded.

The overall grade takes account of Prospect’s performance in governance
and financial management, performance in each service area, its
organisational effectiveness, its commitment to social inclusion, and its
likelihood of improvement.

B Prospect is a good performer with many strengths and some
areas where improvement is needed.

The prospects for improvement overall are promising.

These are the inspection grades achieved by Prospect for its main areas
of service delivery:

Governance and B | Prospect is a good performer in governance
Financial and financial management with many
Management strengths and some areas where

improvement is needed.

The prospects for improvement in
governance and financial management are

promising.
Housing B | Prospect delivers a good housing
Management management service with many strengths,
but with some areas where improvement is
needed.

The prospects for improvement in housing
management are promising.

Property B | Prospect delivers a good property

Management management service with many strengths
and some areas where improvement is
needed.

The prospects for improvement in property
management are promising.




Property A | Prospects delivers an excellent property
Development development service with many strengths
and some areas where improvement is
needed.

The prospects for improvement in property
development are promising.

Key findings on overall performance
3.4  Overall, these areas are working well in Prospect:

v Prospect provides good access to its services.

v" Prospect has a structured and well-managed approach to tenant
participation.

v" It provides personal feedback to all tenants and service users who

participate in consultation exercises.

Prospect uses feedback from service users effectively in most areas.

It makes a good range of advice and information available to service

users.

Prospect operates effective complaints and appeals processes.

It has a strong approach to equalities, particularly in its work with BME

communities.

v It has made a significant contribution to the regeneration of the local
community.

v' Prospect has a good approach to personnel management.

AN

AN

3.5 Overall, these areas could be working better:

e Prospect’s information about its appeals process in standard letters.
e |t does not provide sign posting to translation services in appropriate
BME community languages in its key publications and information

leaflets.
e Prospect’s policy on tenant harassment does not provide adequate
guidance on how to deal with the harassment of minority groups, nor
does it record and report incidents of harassment.
It does not set clear objectives for all its services and activities.



e |t does not always provide service users with clear information on the
level and standard of service they can expect to receive.

e It does not have a procurement strategy or clear guidelines for
authorisation of expenditure and procurement.



3.6  These are our key recommendations. They are broadly in order of
significance:

+ Prospect should improve its service planning and performance
management by setting SMART objectives for all its activities, and by
translating these into clear work objectives and targets for individual
staff members.

« Prospect needs to strengthen policies and procedures on the level and
standard of service that service users can expect to receive, and
communicate this information to staff and service users.

% Prospect should strengthen its policy and guidance for dealing with
and monitoring discriminatory behaviour and harassment of minority
groups.

«» Prospect should include information in appropriate BME community
languages on accessing translation services in its key publications and
information leaflets.

% Prospect should provide clear guidelines to staff on expenditure
authorisation and relevant procurement approaches.

% Prospect should ensure that its standard letters make reference to its
appeals process.

How good are the services overall?

3.7  This section assesses how good the services are overall that people get
from Prospect. We have considered services against the five broad
criteria of accessibility; participation and responsiveness; accountability;
equalities; and sustainability. Some issues outlined here are dealt with in
more detail in later parts of the report. We have not, therefore, repeated
all the recommendations about service improvements in this section.

Accessibility

3.8  Prospect provides good access to its services. Its office is conveniently
located for its tenants and residents and is accessible for wheelchair
users. All of Prospect’s new build housing has achieved barrier free
standards.

3.9 Prospect provides easy access for the payment of rent and the reporting
of repairs. The Tenant’s Survey carried out in January 2002 stated that
the vast majority (94%) expressed satisfaction with existing arrangements
for paying rent with 94% also saying that it was ‘easy’ to report a repair.

Participation and responsiveness

3.10 Prospect has a structured and well-managed approach to tenant
participation that has led to the involvement of service users in the



3.11

3.12

3.13

3.14

3.15

development of its housing service. Its approach is based on its Tenant
and Community Participation Policy revised in January 2002. It now has
four well-established Registered Tenants Organisations that every tenant
has the opportunity to join.

Prospect co-ordinates its approach to participation through the work of the
Participation Action Team (PAT), a multi departmental working group. It
uses a range of methods for consulting tenants, including a tenant’s
satisfaction survey, a quarterly newsletter, feedback questionnaires, short
life focus groups and repairs service satisfaction slips. Every year
Prospect surveys its tenants to ask if current participation methods are still
the most appropriate.

Prospect also recognises the importance of giving feedback to people who
participate. It has developed a database of responses to consultation
exercises. Tenants who return a questionnaire or feedback survey get
personal responses along with a summary report that advises them of the
management committee’s decision and the outcome of the particular issue
they responded on. This is a very responsive approach to involving
service users.

Prospect uses feedback from service users effectively to ensure its
services meet their requirements and to show that their involvement is
meaningful. Tenants views have influenced service changes, for
examples:

e changes to the TENNER reward scheme; and
e the adoption of resident-friendly access arrangements for contractors
to a new build development site.

In line with its statutory duty under the Housing (Scotland) Act 2001,
Prospect undertook a consultation exercise with its tenants on the
proposed rent increase for 2003/04. It sent a letter to all tenants inviting
them to consider the recommendation for the rent increase along with two
alternatives for a smaller or larger increase. The letter also incorporated a
return slip which the tenant returned indicating their preferred option and
allowing for any comments. Prospect received 41 returns, a 5% response,
to the questionnaire and reported the results to its management
committee along with the tenants’ comments. Tenants were generally in
favour of the recommendation.

Prospect provides a broad range of good information and advice to
tenants and other service users. In addition to its quarterly newsletter it
has a range of leaflets about the various services that it provides. These
are designed and written in plain language. It also displays a range of

10



leaflets about local organisations some of which offer independent
information and advice.

Accountability to service users

3.16

3.17

3.18

3.19

3.20

3.21

Prospect communicates well with service users and staff are helpful and
responsive to enquiries and requests for information.

Prospect has good formal complaints policy and procedures, and these
are outlined in a user-friendly leaflet entitled Your Right to Complain. This
leaflet includes a helpful tear-off-slip to allow people to make a complaint
or request an appeal.

Prospect responded well to all 13 formal complaints that it received
between April and October 2003. All the complaints were responded to
within the target timescale of 2 working days and resolved within 20
working days. The information Prospect provided to tenants on the
outcome of the complaint was clear and advised of the further right to
appeal to the management committee and the Ombudsman.

Prospect uses formal complaints to review service delivery. An example
of this was the review of its policy on rechargeable repairs that resulted
from an increase in the number of related complaints and appeals. This
led to a change in the way it deals with rechargeable repairs and the
development of a leaflet explaining its approach.

Prospect outlines in its complaints policy and leaflet the approach that it
takes to formal and informal complaints. However, it does not record,
monitor or report on informal complaints. This would be a useful way to
gain further service user feedback for the development of its services and
would give a clearer picture of the number of complaints that it receives.

The Scottish Public Services Ombudsman received no complaints about
Prospect during the last year. The Ombudsman commented that
Prospect’s complaints leaflet is user friendly and contains all relevant
information, but suggests that when Prospect next reviews its complaints
procedure it should consider the following:

e (give examples of types of complaints which are covered by the
complaints procedure and indicate the separate procedure for dealing
with neighbour disputes;

¢ indicate whether complainants have the right to be accompanied by a
friend or adviser when attending the committee meeting hearing their
appeal; and

e insert a paragraph on whistle-blowing.

11



3.22

Recommendation 1:

Prospect should amend its complaints policy to take account of the
Ombudsman’s recommendations.

Prospect provides services users with the right to appeal its decisions
which affect them. It operates a two-stage appeal with the Director
dealing with the request in the first instance with a further right of appeal to
the management committee. We found that the standard letters used by
Prospect in a range of its housing management activities do not contain
details of the appeals system.

Recommendation 2:

Prospect should ensure standard letters make reference to the appeals
procedure.

Promoting equality and embracing diversity

3.23

3.24

3.25

3.26

Prospect has a good, comprehensive equal opportunities policy that
covers most aspects of its business and shows how Prospect will meet its
obligations under section 106 of the Housing (Scotland) Act 2001.
Prospect provides both staff and Committee members with regular training
on equal opportunities issues and its policy is implemented throughout the
delivery of its services.

Prospect is an equal opportunities employer and is recognised as a user
of the Disability Symbol. This shows its commitment to employing and
meeting the needs of disabled people.

Prospect has 27 office based staff and 8 estate services staff. A number
of its staff work on a part-time basis. The methods it employs for the
recruitment of personnel minimise the potential for discrimination. Its
approach to equalities is good and runs throughout the culture of Prospect
and all staff are given the same work opportunities.

Prospect sets annual equality targets, monitors progress against these
and reports on this to management committee through its equal
opportunities annual monitoring report, and the wider community through
its annual performance review. It also holds good records on the ethnicity
of its tenants. Its annual monitoring review for example gives information
on the ethnicity of new and existing tenants as well as applicants on the
housing list.

12



3.27

3.28

3.29

3.30

Prospect reported that in the year to March 2003 6.2% of its tenants
belonged to black and minority ethnic (BME) communities, compared with
2.23% of all residents in Wester Hailes. It has also identified that 12.9% of
applicants on its housing list and 11.8% of new tenants belong to BME
communities. These figures, and Prospect’s responsiveness to their
needs, demonstrates that it is establishing itself as a preferred landlord for
BME communities.

Prospect works with the Wester Hailes Multi Cultural Welfare Project on
consultation exercises to ensure that the wider views of BME communities
are recognised. The Project is positive about Prospect’s contribution to
equality issues. Prospect is also involved in other forums that look at race
equality issues, such as the Race Equality in Housing Forum — South East
Scotland.

Prospect does not currently provide information in other languages and
formats, however it has made good recent progress to analysis demand
for translations. It has completed a language survey of tenants to obtain
information on their preferred language for communication with Prospect.
This identified little demand for translation of key information leaflets, and
Prospect has decided not to progress this area of work, although it has
signed up and makes use of Language Line. However, Prospect’s key
publications and information leaflets do not include sign posting to
translation services in key BME languages. Given the proportion of its
service users who may not have English as their first language, this may
reduce the effectiveness of Prospect’s communication with BME
individuals.

Recommendation 3:

Prospect should include information in appropriate BME community
languages on accessing the translation services in its key publications
and information leaflets.

Prospect has acknowledged that its information on other equalities groups
is not as good as that for BME communities. It is diversifying its approach
to equalities and has introduced awareness training from organisations
such as the Royal National Institute for the Blind and the Deaf Association.
A member of staff is being trained in the use of sign language. Prospect is
also looking at more effective ways to communicate with people who have
literacy problems or mental health issues. Prospect is clearly committed
to improving its communication with individual tenants and service users
who have particular needs.

13



3.31

Prospect has policies on neighbour nuisance and harassment, which refer
to harassment of minority groups. However, the terms of the policy are
generalised and provide no guidance on how staff should deal with
specific types of harassment, including racial harassment. Nor does it
record or monitor complaints of this nature. Prospect does not consider
that racial harassment is a significant problem in its area, but does not
know the actual level of occurrence nor does it have readily accessible
information for people who may be victims of such harassment. Prospect
has recognised this as an area for improvement and has initiated a review
process at the time of this inspection.

Recommendation 4:

Prospect should use its review process to develop more detailed policies
and guidance for staff on dealing with and monitoring discriminatory
behaviour and harassment of minority groups.

Sustainability

3.32

3.33

Prospect’s involvement with local partnerships is good and it is playing a
key role in regenerating the local community. Prospect has made a major
contribution to the achievements of the Wester Hailes Partnership’s
Housing Strategy and has achieved a development programme valued at
approximately £50 million over the past 11 years. We also found evidence
of Prospect’s commitment to the creation of a sustainable local community
in its involvement in Wider Action initiatives such as:

e the Prospect Plus Savings and Loans Scheme, which, has increased
financial and social inclusion; together with the employment of a money
advice worker; and

e the Clovenstone Huts for the provision of local facilities for community
groups.

All of Prospect’s new properties have been developed to be sustainable
and energy efficient. The selection of materials takes into account the full
implications of their energy cycle and new developments provide a varied
mix of housing types, from family to young persons and include housing
suitable for the elderly and disabled.

14



How well is Prospect managed overall?

Planning and performance management

3.34

3.35

3.36

3.37

Prospect has a well structured and continuous approach to service
planning through the use of its Internal Management Plan. The
Management committee and staff at all levels are involved in its
development, review and monitoring. Prospect’s planning process is
structured around strategic and departmental objectives, but many of
these do not include clear definitions of timescales for achievement or
realistic targets. It makes good use of staff conferences, departmental
meetings, annual staff appraisals and regular work review meetings to
ensure that staff have a good awareness of the overall objectives.

Its Internal Management Plan covers a three-year period and acts as a
useful management tool covering all of Prospect’s activities. It is regularly
reviewed and reported at the various sub committees and at Management
committee on a six monthly basis.

We found that the system of staff appraisal and work review meetings was
highly valued by staff. Staff that we spoke to were clear about their broad
work objectives, but had a more limited understanding of what this meant
for them in terms of individual targets and timescales. Prospect is not
using its work review meetings and staff appraisal process to effectively
communicate clear targets for individual staff members. This is a
consequence of Prospect’s failure to set specific, measurable, action-
based, realistic and timebound (SMART) objectives at an organisational
and departmental level. Prospect has acknowledged that it needs to
further improve its performance planning and management systems.

Recommendation 5:

Prospect should improve its service planning and performance
management by setting SMART objectives for all its activities, and by
translating these into clear work objectives and targets for individual staff
members.

In reviewing its services Prospect does not compare its performance with
other organisations. It acknowledges that it needs to develop an approach
to benchmarking to contribute to its continuous improvement of services.

15



Policies and procedures

3.38

3.39

Prospect has a broad range of good policies and procedures covering
most of its activities. However, reflecting the weaknesses in its service
planning, Prospect’s policies and procedures generally lack targets and
timescales for the deliver of services. Additionally, service users are not
always given clear information on the level and standard of service they
can expect to receive. Where this information is available, we found that
frontline staff were often unaware of it.

Recommendation 6:

Prospect needs to strengthen policies and procedures on the level and
standard of service that service users can expect to receive, and
communicate this information to staff and service users.

Prospect has a systematic programme for reviewing its policies and
procedures and most have been reviewed to take account of legislative
changes following the commencement of the Housing (Scotland) Act
2001. Prospect places a strong emphasis on the involvement of service
users when reviewing its policies and has used the outcome of service
user feedback in its reviews. Prospect has a good range of leaflets for
service users that complement their policy and procedures.

Managing its resources

3.40

3.41

3.42

Prospect has a good approach to personnel management. This includes:

e the use of monthly departmental meetings;
e regular work review meetings for each member of staff; and
e annual staff appraisal meetings.

Prospect is clearly committed to the training and development of its staff.
Staff advised us that they felt that the organisation provided them with
good information on training and development opportunities and supports
them in undertaking these. The staff appraisal process is also used to
identify development and training needs.

Prospect is an accredited Investors in People organisation and we found
that Prospect has a positive culture of ensuring staff contributions are
recognised. Staff see managers as approachable and responsive to their
work and personal concerns.

16



3.43 Prospect is committed to ensuring that the procurement for development
work is done in a way that ensures fair competition, value for money and
financial probity. However, it does not have a documented procurement
strategy or clear guidelines for authorisation of expenditure and relevant
procurement approaches for all its activites, including when tendering
should be used. In its development activities it has used traditional
procurement approaches and competitive tendering, and is now using
partnering as the preferred method of procurement with its two most
recent development projects.

Recommendation 7:

Prospect should provide clear guidelines to staff on expenditure
authorisation and relevant procurement approaches.

How likely is Prospect to improve?
3.44 We consider the prospects for improvement are promising because:

e Prospect has an inclusive approach to service planning and service
development;

e it uses tenant and service user feedback effectively to improve
services;

e there is awareness amongst senior management of the areas where
development is required and there is a willingness to address them;
and

e there is evidence of performance improvements in a number of key
service areas.
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4. Governance and Financial Management

Overall Assessment of Governance and Financial Management

4.1 Prospect’'s management committee controls the organisation well. It has an
effective framework for governance and financial management and its
financial projections indicate that Prospect will remain viable in the long
term. We consider that the prospects for improvement are promising.

B

Prospect is a good performer in governance and finance with
many strengths and some areas where improvement is needed.

The prospects for improvement are promising.

4.2 These are the areas that are working well:

Prospect has an open and inclusive approach to membership.

Its committee controls the organisation effectively.

Good support is provided to committee members through
comprehensive induction and other training.

Prospect has an excellent awareness of the risks it faces and has good
procedures in place to minimise and manage them.

There is a very effective relationship between the management
committee and management team.

Prospect has a good financial management framework in place covering
budget setting, reporting and monitoring of performance.

Prospect has detailed financial projections that it updates annually.
These indicate that the organisation will remain viable in the long term.

4.3 These are the areas that could work better:

Membership levels are low for an established RSL of Prospect’s size.
The management committee was not fully involved in decisions on the
recently implemented staff restructuring.

Its long-term financial projections do not include balance sheets and key
financial ratios and indicators.

Prospect does not revise its budget at any stage throughout the year to
reflect actual results.

18




4.4

These are our key recommendations. They are broadly in order of
significance:

« Prospect should ensure that any significant organisational changes are
discussed and approved by the management committee before
implementation.

% Prospect should expand its long-term financial projections to include
balance sheets and key financial ratios and indicators.

% Prospect should expand its budget to include balance sheets and
relevant ratios and indicators.

% Prospect should continue to focus on promoting membership particularly
among tenants.

% Prospect should ensure that it accurately forecasts budget outturns
throughout the year.

Context for Governance and Financial Management

4.5

4.6

4.7

Prospect Community Housing is registered as a social landlord with
Communities Scotland, the Financial Services Authority and with the Inland
Revenue as a charity.

Its constitutional arrangements are set out in the Rules of the Association,
which are based on the model 1998 rules amended for charitable status
published by the Scottish Federation of Housing Associations. In terms of
these rules up to 15 members are eligible to be elected to the management
committee and at the time of our inspection the management committee
had a full complement of members.

The finance team consists of a finance manager, a finance officer and a
finance assistant. A Finance and Personnel Sub Committee considers
Prospect’s finance issues.

How Good are Governance and Financial Management?

Membership

4.8

Prospect has an open and inclusive approach to membership.
Membership eligibility criteria are:

e anyone who is 16 years old or over and is a tenant of Prospect; and

e anyone who is 18 years or over and lives elsewhere in the Wester
Hailes area or lives outside Wester Hailes but has a genuine interest in
the work of and or have skills which could benefit Prospect.
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4.9

Prospect’'s membership increased over the year to August 2003 when
there were 139 members. Prospect has promoted membership through
its newsletters and tenancy sign ups, but the overall level remains
relatively low for an established RSL of Prospect’s size and there is the
potential for improvement. This restricts the scope for wider involvement
in Prospect’s management, particularly by tenants.

Recommendation 8:

Prospect should continue to focus on promoting membership particularly
among tenants.

Governing Body

4.10

411

412

4.13

4.14

The committee controls Prospect’s activities well. Committee members
possess a range of relevant skills, experience and length of service. The
committee has an excellent understanding of Prospect’s business,
engages in a good level of discussion and presents challenging questions
to staff. Attendance by committee members over the last year has been
very good with an average attendance level of 81% for 2002/03,
compared to a national average of 72.4%.

Prospect has continued to recruit new people to the management
committee and at the time of our inspection the management committee
had a full complement of 15 members. The committee is very broad
based with a good mixture of tenant, community and professional
representatives. There is also a very good blend between experienced
committee members and newer recruits.

Prospect’'s management team provide excellent support to committee
members by fully assessing committee members training needs and
developing training programmes to meet any identified training needs.

There are clear remits and delegated authorities in place for the
management committee, tenancy services, development, finance and
personnel and audit sub-committees. We could see that the framework of
remits and delegated authorities contributes to the effective running of the
organisation.

The relationship between Prospect’'s management committee and
management team is very effective with both having a clear understanding
of their respective roles. The quality of reports presented to committee is
very good and they provide the necessary level of information to allow
committee members to consider issues in detail before making decisions.
However, in the case of the recent staffing restructure committee was not
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presented with a detailed option appraisal and a decision was made
without the involvement of the management committee other than the
chair. This was an isolated incident and Prospect’s management team
are aware of the need for consistency in presenting reports to committee
and obtaining necessary approvals.

Recommendation 9:

Prospect should ensure that any significant organisational changes are
discussed and approved by the management committee before
implementation.

Risk management

4.15

4.16

4.17

Prospect has a good risk management strategy that is detailed and
includes risks across all activities. Risks are subject to regular review and
monitoring by all sub-committees and at the management committee.

Prospect’'s management team and committee have a good awareness of
the risks it faces. Risk management forms an integral part of Prospect’s
day-to-day operations and project planning. The identification and
management of risk does not extend beyond Prospect’'s management
team. Prospect has recognised this weakness and plans to provide
further guidance to all staff on risk management and to encourage staff
participation in the identification and monitoring of risk.

Prospect takes a good approach to internal audit. An Audit Needs
Assessment was carried out in February 2001 and is updated annually.
The Audit sub-committee regularly receives reports from the Internal
Auditor. Prospect carry out a useful review of progress on implementation
of internal audit recommendations on an ongoing basis.

Financial viability

4.18 Prospect’s financial performance is satisfactory, and its 25-year financial

projections show that it will be financially viable in the long-term. Although
net housing debt per unit is higher than the sector median, and rising, this
is attributable to the continuing trend at Prospect towards private finance
for development purposes and is at similar levels to comparable
developing RSLs with a majority of new-build stock. As a result of the
healthy gross surpluses, Prospect has not encountered any problems in
repaying this level of debt and accumulated interest. After interest
payments, Prospect also consistently returns net surpluses. Trends in
Prospect’s key financial ratios are shown in the table below.
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4.19

Key financial ratios

Sector Prospect | Prospect | Prospect
median 2002/03 2001/02 2000/01
2002/03

Interest cover (%) 187.5 207.6 148.1 214.4

Net housing debt per unit 5,743 9,451 8,597 6,396

(£)

Gross surplus/(deficit)(%) 28.5 41.5 37.4 42.3

Net surplus/(deficit)(%) 8.8 13.7 8.5 19.2

Source: 2000/01, 2001/02 and 2002/03 annual accounts — an explanation of the ratios and terminology used
may be found in the Financial Glossary at the end of this report.

Prospect’s long-term projections include summarised income and
expenditure and cash flow information and are updated annually as part of
the budget process. These do not currently include balance sheets and
key financial ratios and indicators.

Recommendation 10:

Prospect should expand its long-term projections to include balance sheets
and key financial ratios and indicators.

Financial management

4.20

421

4.22

Prospect has a good financial management framework in place and
manages its finances well. This covers budget setting, reporting and
performance monitoring and is underpinned by annually reviewed
departmental procedures and financial policies that are reviewed annually,
two yearly or three yearly within a three year rolling programme.

Prospect has a well-structured approach to the budget process. The
management team present a draft budget to the Management committee
for approval in January each year with comprehensive financial
information, including the long-term projections. However, Prospect does
not revise its budget at any stage throughout the year to reflect actual
results.

Recommendation 11:

Prospect should introduce planned revisions of its budget during the year
to reflect actual results.

The budget includes a breakdown of income and expenditure accounts to
scheme level which is an excellent basis for budgeting and decision-
making and works very well for Prospect’s circumstances.
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4.23

4.24

4.25

4.26

Prospect could further improve its budget setting process by including
balance sheets and relevant financial ratios and indicators in the
information presented to Committee. Prospect has also identified the lack
of a structured basis of overhead allocation as an area of weakness which
it plans to address.

Prospect practices good financial planning with the current year’s budget
information feeding into the 3-year Internal Management Plan (IMP)
prepared annually in March. However, there are some inconsistencies
between the figures for years 2 and 3 in the long-term projections and
those in the IMP. This is due to the figures being prepared at different
times.

Recommendation 12:

Prospect should consider preparing the long-term projections at the same
time as the Internal Management Plan to ensure consistency between mid
and long-term financial forecasts.

The Finance & Personnel sub-committee receives good quarterly
management accounts two weeks after the end of each quarter. This is
good practice as it allows the management team and sub-committee to
make decisions based on current information and highlights material
variations to budget at an early stage. The management accounts include
the information contained within the budget package and a balance sheet,
a loan portfolio statement, a short-term deposit statement and key
financial ratios and indicators. The income and expenditure accounts also
include a very useful forward-looking expected out-turn for the year.
However, Prospect’s approach to the calculation of these figures may not
provide the most accurate assessment of expected performance at the
year-end.

Prospect prepares detailed analysis for all income and expenditure
variances from budget, but it does not prepare variance analysis for cash
flow information. We also found some inaccuracies in the financial
information provided to the management committee.
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Recommendation 13:

Actual cash flow should be compared to budget and any variances
explained.

The method for producing the projected annual out-turn for Prospect should
be amended to provide an accurate and up-to-date representation of
expected financial performance to the end of the year.

Care should be taken to ensure all financial information prepared and
reported to Committee is accurate.

4.27 Prospect has clearly defined financial policies in place covering various
areas including treasury management, procurement of private finance,
non-rent recovery arrangements and authorisation procedures. However,
we found that Prospect does not always fully implement some of these
policies.

4.28 The Procurement of Private Finance Policy enables Prospect to seek
funds from private lenders when necessary to meet the cost of
development projects. This policy encourages Prospect to secure private
finance for development projects as a matter of course. This practice
does not currently represent a risk to Prospect’s financial viability, but it
may wish to consider whether holding cash deposits while continuing to
take out loans for all new developments will always be the most cost
effective approach.

Recommendation 14:

Prospect should ensure that current practice accurately reflects policies
approved by the Committee.

Cash flow planning and reporting should be linked with treasury
management and used to make decisions about cash deposits and
borrowing requirements.

4.29 Prospect takes a proactive approach to repayment of housing association
grant in respect of shared ownership sales.
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How Likely are Governance and Financial Management to
Improve?

4.30 We consider the prospects for improvement in governance and financial
management are promising because:

e Prospect has a stable and committed management committee and
senior staff team;

e itis committed to continuous improvement;

e it has a good financial management framework;

e it has a good awareness of risk, and takes a sound approach to
managing it; and

¢ it has identified areas of poorer performance and has taken steps to
improve these.
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5. Housing Management

Overall Assessment of Housing Management

5.1

5.2

5.3

Prospect has a well run housing management service, although there are
some areas that require further development, for example the
management of empty properties and the way it deals with anti-social
behaviour. Prospect has a good awareness of where improvement is
needed and is currently reviewing some of these areas. We consider that
the likelihood of further improvement is promising.

B Prospect delivers a good housing management service with
many strengths, but some areas where improvement is
needed.

The prospects for improvement in housing management are
promising.

These are the areas that are working well:

v" Prospect provides fair and open access to its housing list.

v Prospect works in partnership with City of Edinburgh Council through
the nominations and referrals process to promote access to its houses.

v' Prospect is giving reasonable preference to people in defined housing
need when it allocates its houses.

v Prospect provides a good range of information and advice on tenancy
matters.

v' Prospect has improved its performance in the time taken to relet empty
houses and in the recovery of rent arrears.

v" Prospect has a clear rent setting policy and tenants say that rents
represent value for money and are affordable.

v" Prospect involves tenant representatives in estate walkabouts.

These are the areas that could work better:

e The information given to applicants on the allocations policy and on the
assessment of their applications.

e The different treatment of rent arrears for existing tenants and new
applicants.

e The complicated quota system for the letting of houses.

e Prospect’s progress towards the sign up of its existing tenants to the
Scottish secure tenancy.

e Carrying out new tenancy visits within a defined timescale.
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5.4

e It's recording, monitoring and reporting of the outcomes of anti social
behaviour complaints.

These are our key recommendations. They are broadly in order of
significance:

+ Prospect should review its allocations policy to ensure that it is
consistent with its practice and all legislative requirements.

+ Prospect should amend its tenancy agreement to include all mandatory
clauses and should prioritise the sign up of all tenants to the new
agreement.

¢ Prospect should extend its quality assurance systems to the
assessment of applicant’s circumstances.

% Prospect should improve the quality of information on its allocations
policy and the points awarded to applicants.

% Prospect should carry out new tenancy visits in accordance with its set
timescales.

¢ Prospect should set challenging targets for the repairing and reletting of
empty properties and ensure that staff are aware of these.

% Prospect should review its standard letters and include details of the
appeals procedure.

Context for Housing Management

5.5

5.6

5.7

Prospect Community Housing delivers its own housing management
service. At present the Tenancy Services Department consists of a
Tenancy Services Manager, Senior Housing Officer, three full time
Housing Officers, one full time and one part time Housing Assistant and a
Money Advice Officer. At the time of the inspection the Tenancy Services
Manager was also responsible for the Maintenance Department that
included estate services.

Prospect are carrying out a staff restructuring. This would see a change in
the responsibility of the Tenancy Services Manager, the creation of a
Property Services Department headed by a Property Services Manager
and the removal of the post of Senior Housing Officer. Part of the
reasoning for the change is to enable attention to be focussed on areas
where performance still needs to be improved.

Prospect co-operates with 25 other housing providers across Edinburgh,
including City of Edinburgh Council, to provide a common housing register
(CHR) called EdIndex. This aims to improve access to social housing for
people in the city. The system has been operational since June 2003 and
Prospect are due to start using the register in December 2003.
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How Good is the Service?

Access to houses

5.8

5.9

5.10

5.11

Prospect accepts anyone over 16 years old onto its housing list. This is in
contrast to its published allocations policy that outlines the use of a points
threshold stating that only applicants with a high level of need will be
placed on the housing list. While Prospect’s practice is now appropriate,
the inclusion of this statement in its published policy may act as a
deterrent to some people applying for housing.

Recommendation 15:

Prospect should review its allocation policy to accurately reflect its
current practice on open access to its housing list.

Prospect actively publicises the means by which people can apply for
housing; including the EdIndex register, the common housing register for
the Edinburgh area. Prospect has been active in the development of
EdIindex and are managing the transition well avoiding any risks to its
management of its housing list and letting procedures. The City of
Edinburgh Council has acknowledged its participation and contribution.
The move to a common housing register will increase access to
Prospect’s houses.

Prospect provides applicants with useful information on the groups it is
letting houses to through the use of a Lettings Plan. A leaflet is included
in the application pack and this gives information about stock, expected
turnover and new lets. Details are also given about the lettings quotas for
the various groups that Prospect will apply each year.

Prospect has a good booklet on its allocation policy but does not provide
this routinely to applicants. Letters sent out to applicants give details of
the lettings group that they have been placed in but these do not give any
indication of the likelihood of applicants being rehoused. Nor does
Prospect advise applicants of the range of points awarded to them,
making it difficult for applicants to know whether they have been correctly
assessed.

Recommendation 16:

Prospect should improve the quality of information on its allocations
policy and the points awarded to applicants.
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5.12

5.13

5.14

5.15

Prospect does not have a specific policy on suspending applicants from
receiving offers of housing. It routinely places applicants with arrears of
rent ‘on hold’, although this practice is not provided for in its published
allocation policy. Prospect’s allocation policy is not clear on the treatment
of arrears in the allocation of its housing.

Recommendation 17:

Prospect should review its policy documents to be clear on the treatment
of rent arrears in allocations.

Prospect treats existing tenants with rent arrears and who are applying for
a move differently from applicants who are not existing tenants but who
have rent arrears. This introduces the potential for inequalities in the
outcomes for the two types of applicants.

Recommendation 18:

To ensure fairness and transparency in allocations, Prospect should
amend its policy and practice on tenants’ arrears to be consistent with the
requirements of the Housing (Scotland) Act 1987, as amended by the
Housing (Scotland) Act 2001, and the approach taken for external
applicants.

Prospect holds good records on the applicants that it places ‘on hold’ and
the information provided to applicants clearly gives the decision and the
reason. The wording of Prospect’s letters is not as clear as it could be on
how this suspension can be lifted nor does it provide details to applicants
on how to appeal its decision.

Recommendation 19:

Prospect should include details of the appeals procedure in its standard
letters to suspended applicants.

Prospect has a well-managed and up to date housing list that is regularly
reviewed. This ensures that the offers made to applicants are based on
current information and reflect current need. Prospect’s independent
housing list will be replaced by the CHR in December and responsibility
for review of applications will move to Edindex.
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5.16

Prospect works actively with the City of Edinburgh Council to maximise
access to its houses. Of its net lets, 50% are made available to the
Council. Prospect also participates in the HOMES mobility scheme with a
stated aim of letting three properties per year to that group. Other
nomination and referral arrangements exist with Barnardo’s 16+ Project,
Edinvar Community Care and Heriot Watt University. These
arrangements are outlined in the annual lettings plan leaflet that is sent
out to all applicants and is available in Prospect’s reception area. In the
year to 30 September 2003 Prospect had allocated properties to 64 City of
Edinburgh Council nominees. It has established a Homelessness Duty
Protocol with the Council to manage its duties under section 5 of the
Housing (Scotland) Act 2001, and since January 2003 when the protocol
took effect Prospect has received and housed 15 homeless people. In
this way Prospect is contributing well to meeting the needs of homeless
people in Edinburgh.

Lettings

5.17

5.18

Prospect reviewed its allocation policy in August 2002 to reflect the
legislative requirements of the Housing (Scotland) Act 2001. However,
Prospect awards point to applicants who are over 60 years old and have
no medical needs, but who are living in upper flats. It is sensible for
Prospect to try to anticipate and address future housing need, and the
level of points awarded is relatively small. However, the Housing
(Scotland) Act 1987, as amended by the 2001 Act, prohibits the
consideration of an applicant’'s age when allocating general needs
housing.

Recommendation 20:

Prospect should review its policy to ensure that its objective of
anticipating future need is not based on a consideration of applicant’s
age.

Prospect is giving reasonable preference to people in defined housing
need when it allocates its houses. Prospect’s policy and practice takes
account of the cumulative needs of applicants and the relative weight of
different needs. Prospect uses quotas and a lettings plan to manage the
allocation of its houses to the following groups; homelessness,
violence/harassment, medical/support, economic mobility, existing tenants
and general. The lettings plan sets out the quota for each of these groups
for the coming year, but does not describe how Prospect matches
individual houses to each group. This approach allows it to meet housing
need, however it is a complicated system and outcomes for individuals are
not always transparent.
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5.19

5.20

Recommendation 21:

Prospect should consider ways to simplify its approach to the allocation
of its houses to ensure that outcomes for applicants are transparent.

Prospect reviews its lettings plan annually and this is monitored and
reported to the Management committee to ensure that targets are being
met. It also sets out quotas for the allocation of empty houses through
nominations agreements with the City of Edinburgh Council and referral
and nomination arrangements with other partners.

Prospect uses home visits to check that applicants’ circumstances and
housing requirements are accurate prior to any offer being made. These
visits are also used as an opportunity to provide applicants and nominees
with information on Prospect. Prospect also has good quality assurance
systems in place for the letting process: a senior officer authorises all
allocations at the various stages of the lettings process. However, in our
review of applications we found a number of cases where applicants were
awarded points differently to how they were specified in the allocations
policy. Although the points are checked prior to the offer of a property,
some applicants may be disadvantaged by not receiving an offer because
their applications have been incorrectly pointed. Prospect does not
operate quality assurance systems for the assessment of applications for
housing.

Recommendation 22:

Prospect should build on its effective quality assurance systems for its
letting of houses by extending these to the assessment of applicant’s
circumstances.

Tenancy sign-ups

5.21 Prospect’s Scottish secure tenancy (SST) agreement is based on the

model produced by the Scottish Executive. Differences between its own
agreement and the model have been agreed in discussion with tenants
and approved by Management committee. However, Prospect’s
agreement omits some of the clauses that are mandatory in the model
including those on the right to repair and right to succession for carers.
Prospect advised that this was due to the timing of the publication of
guidance by the Scottish Executive, but the failure to include the
mandatory clauses means that Prospect’s tenancy agreement does not
fully represent tenants’ rights.
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5.22

5.23

5.24

5.25

Recommendation 23:

Prospect should amend its tenancy agreement to include the mandatory
clauses included in the model SST.

Prospect has made some progress in signing up existing tenants to the
SST; at November 2003, Prospect had signed up only 45% of tenants. It
has developed an action plan for getting the remainder of tenants signed
up by April 2004; this involves providing all tenants with a personal sign up
session. Regular reports are produced on progress for the Tenancy
Services Sub Committee, however, there is a strong likelihood that
Prospect will not achieve full sign up by the target date.

Recommendation 24:

Prospect should make sign-up to the SST agreement by all of its
tenants a priority, and ensure that appropriate resources are
committed to achieving this.

The sign up process for new tenants is thorough and informative. The
SST is explained in detail and leaflets are given to tenants that cover
various tenancy issues. In addition, tenants are given a copy of the
current tenants handbook, a maintenance pack and housing benefit forms.
The process could be further improved by using the model summary
agreement to make the sign up as understandable to tenants as possible.

Tenants that we spoke to expressed a high level of satisfaction with the
explanation of their rights and responsibilities and in particular with the
information about the money advice service that was provided.

Prospect also uses new tenancy visits as a further opportunity to explain
to tenants their rights and responsibilities. New tenants are advised at
sign up that these will take place between 6 to 8 weeks from the tenancy
start date. We found that some visits had not taken place for several
months after the date of sign up. Prospect has no systematic recording or
monitoring of new tenancy visits so we were unable to determine how
widespread this was. Delays in carrying out new tenancy visits can impact
on the success of individual tenancies as the opportunity is lost to
reinforce rights and responsibilities and identify early problems.
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5.26

Recommendation 25:

Prospect should carry out new tenancy visits in accordance with its set
timescales to ensure new tenants are made fully aware of their rights and
responsibilities.

Prospect has a good set of policies and procedures and accompanying
leaflets on a wide range of tenancy matters. These are reviewed on a
regular basis.

Empty houses

5.27

5.28

5.29

5.30

5.31

Prospect’s performance in re-letting empty houses deteriorated in the last
financial year. The average time it takes Prospect to relet houses was
reported as 44 days which is significantly higher than the previous year’s
figure of 25 days and that of its peer group average of 24 days for the
period 2001/02. In discussions with senior management it was explained
that the previous year’s performance was a result of a focus on the
handover of a new development at the expense of reletting existing stock.
In addition, delays in inspection and subsequent relet of void properties
had occurred because sufficient staff resources were not always available
to undertake this work.

Prospect’s current performance has improved. Its performance
information for August and September 2003 shows that the average time
taken to relet properties was 17.5 days.

Prospect has established as a priority the need to further reduce the loss
of income caused by void properties and has introduced a range of
procedures to manage its empty houses. These include:

e the use of pre tenancy termination visits;

e the identification of new tenants quickly; and

e the effective monitoring and reporting arrangements on void
performance to staff.

Prospect makes good information available to its tenants about ending
their tenancies through the tenancy agreement, information leaflets and
the use of pre tenancy termination visits by Housing Officers.

Prospect does not have a clear statement of the criteria which make a
property of a lettable standard such as state of repair, cleanliness, and
state of decoration. Prospect has an average relet target within its internal
management plan of 22 days. However, at a policy level it has not set
target completion timescales for contractors who carry out work on empty
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5.32

5.33

Rents

5.34

5.35

houses beyond those for reactive repairs, and we found that staff are not
clear on what target timescales apply to the reletting of empty properties.

Recommendation 26:

Prospect should set both realistic and challenging targets for the
repairing and reletting of empty properties and ensure that staff are
aware of these.

It should provide clear guidance to staff and prospective tenants on the
standard for the relet of empty properties.

Prospect has no policy or procedure for dealing with houses that become
vacant following the death of a tenant. Staff advised us that they take a
sympathetic approach but gave conflicting information on the timescales
that would apply.

Recommendation 27:

Prospect should provide staff with guidance on appropriate timescales for
dealing with empty houses arising from the death of a tenant.

Prospect is aware of the management issues for its less desirable
properties. Although it does not have low demand stock in comparison to
many other landlords, its maisonette flats in Clovenstone have been
harder to let. In an attempt to address this, Prospect has relaxed its rules
on the underoccupation of properties and has considered the use of
advertising to generate demand. Prospect now has no long term empty
properties.

Prospect has a clear and effective rent setting policy. Rents are set using
a points system which reflects factors such as property size, amenity and
location. Service charges are set on a scheme by scheme basis to reflect
actual costs of the services which are delivered. The average weekly rent
for Prospect’s properties during 2002/03 was £47.80 with the average rent
increase during this year being 2.75%. Prospect’s rents are close to the
average for RSLs based in Edinburgh and for the City of Edinburgh
Council houses. Tenants were fully consulted during the development of
the rent setting policy.

In Prospect’s Tenants Survey of January 2002 a high proportion of tenants
said that the rent represents value for money and is affordable.
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5.36

In line with its statutory duty under the Housing (Scotland) Act 2001,
Prospect undertook a consultation exercise with its tenants on the
proposed rent increase for 2003/04. It sent a letter to all tenants inviting
them to consider the recommendation for the rent increase along with two
alternatives for a smaller or larger increase. The letter also incorporated a
return slip which the tenant returned indicating their preferred option and
allowing for any comments.

Arrears

5.37

5.38

5.39

5.40

Prospect has improved its performance in arrears. Prospect’s reported
performance in rent collection shows that its rent arrears level was 5.7%
higher than its peer group average at March 2002 and had worsened
slightly by March 2003, as the table below shows. However, its
performance has significantly improved during the course of financial year
2003/04. Current arrears at 27 October 2003 were 7.1% of gross rental
income; this is very close to meeting Prospect’'s performance target for
this financial year of 7%.

Arrears as % of gross rental income

Peer Average | Prospect Prospect
2001/02 2002/03 2001/02

Total 7.2 11.42 10.12

Current tenant arrears | 5.4 11.26 9.74

Former tenant arrears 1.8 0.16 0.38

Source: APSR

Prospect had recognised weakness in its arrears management and
introduced a range of initiatives to improve its performance. These
initiatives included:

e the employment of a money advice worker, who carries out prevention
and welfare benefits work;

e clear responsibility for decision making and regular monitoring of
arrears cases; and

e a housing benefit verification agreement with the City of Edinburgh
Council which allows Prospect’s staff to check a tenant’s income and is
a good attempt to reduce the delay in the calculation and issue of
housing benefit.

Prospect’s staff now have a good level of regular contact with tenants who
are in arrears. This takes the form of letters, phone calls and visits,
including evening visits.

Prospect has also introduced a reward scheme, called Tenant and
Neighbourhood Reward Scheme (TENNER), as an incentive for tenants
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who pay their rent on a regular basis. The scheme gives individual
tenants who have maintained a clear rent account for the previous quarter
rewards up to a value of £40 per year. A further incentive is that all those
tenants receiving a reward will be entered in a quarterly prize draw with
the opportunity to receive £250. The reward scheme further extends to
the community in that the Neighbourhood Council will receive £5 for each
tenant who receives a reward in their area to be spent on activities that
benefit the community. This is an innovative scheme, however, Prospect
does not have an ongoing evaluation framework in place to assess the
effectiveness of this approach in encouraging tenants to pay their rent and
in reducing arrears.

Recommendation 28:

Prospect should build upon its innovative TENNER scheme by ensuring
that it regularly evaluates the cost effectiveness of this approach.

5.41 Tenants we spoke to found the money advice service to be a very positive
initiative in helping them to manage their household finances. This
initiative is a key element of Prospect’s arrears management strategy.

5.42 During 2002/03 Prospect evicted nine tenants for non-payment of rent.
This is a large increase when compared with previous years and is a
direct consequence of Prospect’s prioritisation of arrears recovery. The
Management committee on the basis of anonymous background
information approved all evictions. In these nine cases we found that
Prospect maintained clear audit trails but pursued the recovery of arrears
in an inconsistent way; in a number of cases we found that intervention
from Prospect was not at an early enough stage and that contact with the
tenant only started when arrears were at very high levels. We recognise
that the majority of the eviction cases which we reviewed pre-dated the
introduction of Prospect’s new arrears strategy and many of the
procedural weaknesses we found have now been addressed.

5.43 Prospect ensures that when a decision is made to evict referrals are made
to the Council’'s homelessness service.

Antisocial behaviour
5.44 Prospect gives high priority to minimising neighbour nuisance through the
design and construction of its new houses. All of its new developments

have “Secured by Design” status and money has been allocated to
address design problems in older developments.
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5.45

5.46

5.47

5.48

5.49

Prospect does not consider anti social behaviour to be a significant issue
for its tenants. It has a number of policies in place for dealing with anti
social behaviour, but at the time of our inspection had no system for
recording complaints. Prospect’s failure to record incidents or keep
records of neighbour complaints means that it is not able to identify
accurately the scale and nature of the problem.

Tenants we spoke to see anti-social behaviour as increasing within the
area, and have highlighted increased vandalism, graffiti, litter, damage to
property and problems with neighbours. They are unaware of Prospect’s
anti-social behaviour procedures and feel that more should be done to
provide information on what happens after anti-social behaviour is
reported.

Prospect does not categorise different types of complaints and has not set
response times for dealing with them. The tenancy agreement states that
an initial investigation of a complaint will be made within fourteen days and
in the eight cases that we reviewed we saw that this was achieved.

Where Prospect carries out an investigation of a neighbour complaint it
uses a variety of methods to resolve the issue. These include stair
meetings, mediation and partnership working with the Council in multi
tenure blocks of flats. At the time of the inspection we were unable to
determine if these techniques had positive outcomes since all the cases
reviewed were still ongoing. All Prospect’s housing officers are being or
have been trained in mediation.

Prospect has recognised weaknesses in its approach to the management
of anti social behaviour and is currently reviewing its neighbour nuisance
and tenancy harassment policies. As part of this review it has carried out
a survey of tenants on neighbour nuisance and will be setting up a tenants
focus group to help develop its policy.

Estate management

5.50

5.51

Prospect commits significant resources to the provision of an estate
management service. It has an Estate Services Team which is
responsible for the weekly cleaning of stairs as well as the litter and bin
areas in properties with communal areas.

Prospect recently changed its approach to estate management by
replacing patch caretakers with a centralised estates team to address
staffing difficulties. Tenants we spoke to expressed concerns about a
decline in the condition of Prospect’s estates. Some of Prospect’s estate
services staff also felt that the move from a caretaker team has led to a
loss of contact with the tenants. Prospect should take account of these
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5.52

5.53

5.54

views in any early review of the effectiveness of its changing approach to
estate management.

Prospect has a comprehensive range of policies and procedures that
relate to estate management issues. It also has clear timescales on the
delivery of the estate service. These are communicated to tenants during
the tenancy sign up process and each tenemental property has a notice
board advising of target and completion dates for cleaning.

Prospect’s estate management service has a resident focus in that staff
are involved in estate walkabouts with the local Neighbourhood Councils.
These walkabouts involve housing staff, members of the management
committee and residents. Outcomes are recorded and Prospect uses
these to identify areas for service improvements. It has also recently
carried out a Tenants Survey to gauge opinion about the way the service
is delivered.

Prospect recently decided to set aside £1 million over the next ten years
for environmental work identified by tenants. To date spending from this
allocation has been on fencing and security doors.

How Well is the Service Managed?

5.55

5.56

Prospect’'s housing management service is managed effectively. There is
a good range of policies and procedures in place to support service
delivery. These are supplemented by a range of information and advice
that is made available to service users. Although we found some
limitations in the use of the management information systems, Prospect is
aware of these and is upgrading to a new system. Prospect also used a
range of methods for monitoring and reporting performance across the
housing management service, although staff awareness of various service
targets that are in place is limited.

Prospect has clear audit trails and can demonstrate that it supports the
work of other housing and support providers in the area. It operates an
effective nomination and referral arrangements with the City of Edinburgh
Council.
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How Likely is the Service to Improve?
5.57 We consider the prospects for improvement are promising because:

e the involvement of Prospect in the Edindex, Common Housing Register
project should increase the accessibility of its housing;

e Prospect has a clear programme for the review of policies and
procedures;

e Prospect has a very good understanding of the areas where
performance could be better; and

e Prospect has made progress in improving its performance in the
management of empty properties and rent arrears.
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6. Property Management

Overall Assessment of Property Management

6.1

6.2

6.3

6.4

Prospect has well maintained houses. It is good at obtaining tenants’
views on repairs and involving them in decisions on the maintenance of
their homes. It could perform better in how quickly it carries out repairs
and in how it uses information from post inspections.

B Prospect delivers a good property management service with
many strengths but with some areas where improvement is
needed.

The prospects for improvement in property management are
promising.

These are the areas that are working well:

v' Prospect’s houses are well maintained to a good standard.

v' The quality of information available to tenants about the repairs service
is good.

v It has a good approach to obtaining tenants’ views on the quality of its
repairs service.

v' Tenants are generally satisfied with the repair service.

v’ Prospect is effective at carrying out all necessary gas safety checks.

v It involves tenants well in the property management service.

v' Prospect’s adaptation service is responsive to the needs of its tenants.

These are the areas that could work better:

e Performance in the speed of completing responsive repairs.

e |t does not report, and it is unclear how it uses, outcome information
from post inspection.

e It does not make the most effective use of tenant feedback information
on the responsive repairs service.

These are our key recommendations. They are broadly in order of
significance:

« Prospect should review its performance in the completion of
responsive repairs including its target timescales.

« Prospect should improve its use of post inspection of repairs to more
effectively monitor and control the quality of its service.
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% Prospect should build on its good approach to obtaining feedback from
tenants on the repairs service by improving its use and reporting of the
information this provides.

Context for Property Management

6.5

Prospect’s property management services are delivered in-house and are
part of its tenancy services department. The team consists of a tenancy
services manager, two maintenance officers, a maintenance administrator
and a maintenance assistant. A team of estates services staff undertake
some basic repairs. This structure was being reviewed at the time of
inspection.

How Good is the Service

Responsive Repairs

6.6

6.7

6.8

Prospect’s houses are well maintained to a good standard through both
responsive and ongoing cyclical maintenance programmes.

Tenants can access the repairs service by phone, in writing or in person.
The majority of tenants report repairs by phone and a direct repairs line is
available for this. Staff are knowledgeable about Prospect’s repairs
policies and systems and deal courteously with tenants. The quality of
information available to tenants about the repairs service is good. Staff
advise tenants of both parties’ responsibilities at sign up and the tenant
handbook and newsletters have useful repairs information, although
Prospect’s tenancy agreement does not include information on Right to
Repair (see 5.21). Prospect’s tenants survey in January 2002 identified
that 94% of respondents said it's easy to report a repair. Tenants we
spoke to who had recently had repairs done said the repairs reporting
system was either excellent or good.

Prospect sets itself target timescales for completing response repairs
which are less demanding than the RSL average in relation to emergency
and routine repairs (6 hours and 10 working days respectively) and the
same as the RSL average for urgent repairs. Performance in achieving
these targets has been variable over the last two years. As the tables
below show:

e Prospect performed well in 2001/02 in meeting emergency and routine
repair target times; and

e in 2002/03 performance against targets was poorer in relation to
emergency and routine repairs but performance had improved in
relation to urgent repairs.
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6.9

6.10

Prospects Responsive Repairs Performance

Repairs Category | Target completion time | 2002/03 | 2001/02
Emergency 24 hours 94.3% 100%
Urgent 3 working days 93.9% 89.1%
Routine 20 working days 85.3% 97%

Source: Annual Performance and Statistical Return

Recommendation 29:

Prospect should review its performance in the completion of responsive
repairs including its target timescales.

In order to assess the quality of its repairs work, Prospect has a post
inspection target of 10% of all completed repairs and 100% of any repairs
costing over £250. Prospect reports performance against these targets to
the tenancy services sub-committee; during the period December 2002 to
March 2003, it post-inspected 12% of all repairs but performance
information on the achievement of targets for repairs costing over £250
was not available. We found that operational repairs staff were unclear
about pre and post inspection targets. Prospect does not report the
outcomes of post inspections to the sub-committee and it is unclear how
this information is used to assess the quality of repairs and the
performance of contractors.

Recommendation 30:

Prospect should ensure that procedures and targets relating to post
repair targets are clear to all staff involved in delivering the repairs
service and that performance information is collected relating to the post
inspection of work costing over £250.

Prospect should use the findings of post inspections to monitor the
quality of its repairs and the performance of contractors and report this
information to its committee.

Prospect gives all tenants who report repairs a quality feedback form for
completion when repair work is carried out. Returns from this survey are
analysed and reported to the tenancy services sub-committee. Thisis a
good approach to obtaining tenants’ perspectives on the effectiveness of
the repairs service. Prospect acknowledged that the response level is low
and is looking at ways of improving this. The reports to the sub-committee
provide anecdotal feedback and an overall assessment of satisfaction, but
contain no recommendations on action where poor performance is
highlighted. In the period December 2002 to March 2003, 80% of tenants
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6.11

6.12

who returned the survey were satisfied with the quality of the repairs.
Tenants we spoke to were generally of the view that the quality of repairs
work undertaken was either excellent or good; only a small number of
tenants felt the standard of repairs was very poor.

Recommendation 31:

Prospect should build on its good approach to obtaining feedback from
tenants on the repairs service by improving its use and reporting of the
information this provides.

Prospect does not have a formal repair by appointment system but is very
flexible in meeting tenants’ requests for the timing of repairs.

Prospect identified weaknesses in the performance of its previous
contractors for gas servicing, and took appropriate action to replace them.
It is now effective in ensuring that its tenants’ gas heating systems are
checked annually in line with its statutory duty. We looked at 25 cases
selected at random and found in each that the contractor had carried out
appropriate checks and a valid safety certificate was in place.

Lifetime maintenance

6.13

6.14

The age and nature of Prospect’'s houses means that it has had only a
limited requirement for a comprehensive cyclical and planned
maintenance programme. However, as its stock ages this position is
changing. Until now Prospect has relied on information from its
development process and standard assumptions on lifetime of building
components to estimate future maintenance costs. It is now developing a
new lifecycle costing system and asset database which will allow it to put
in place stock condition based yearly cost projections of cyclical and
planned maintenance for the next 25 years. In this way, Prospect should
be better placed to more accurately forecast its future maintenance and
expenditure requirements. Prospect’s financial position means that it is
likely to have sufficient cash reserves to meet required planned
maintenance expenditure in the short to medium term.

When planning for lifetime maintenance, Prospect seeks the views of
individual tenants and community groups to identify their priorities for the
programme. A good example of tenants’ views influencing the programme
is the introduction of fencing contracts after these were identified as a
priority by local residents. It also consults tenants whose homes will be
part of improvement programmes allowing input into the specification of
the work.
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Adaptations

6.15

6.16

6.17

Prospect provides an adaptations service for tenants, funded primarily by
Communities Scotland, with some less expensive adaptations being
funded from its own responsive repairs budget. In 2002/03 Prospect
provided adaptations at a cost of £15,000. We found that Prospect
achieves full spend of its adaptations budget and tenants are not required
to wait any significant timescale for work to be done. Prospect’s service is
responsive to the needs of its tenants.

Prospect works closely with the Council’'s occupational therapists and
refers all adaptation requests to them in order that they can carry out an
assessment and agree the priority of the request. It also has a target
timescale for responding to all requests for adaptations of within one
month. Prospect’s priority scheme for assessing adaptation requests and
timescale targets are good, but Prospect does not actively monitor its
performance in this activity.

Recommendation 32:

Prospect should develop a system for monitoring performance in
processing adaptation requests and report performance outcomes to
committee on a regular basis.

Prospect is not currently keeping records of previous stock adaptations
but has acknowledged this and plans to establish a database of properties
adapted for special needs by the end of this financial year.

How Well is the Service Managed?

6.18

Prospect’s property management service is on the whole well managed.
There is an adequate performance management and planning framework
for repairs. Repairs reporting and monitoring are managed through an
effective IT system which is fully utilised by staff. A sample of repairs we
examined had all been categorised and dealt with correctly and
contractors invoices were generally processed within appropriate
timescales.
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How Likely is the Service to Improve?
6.19 We consider the prospects for improvement are promising because:

e Prospect has an understanding of the areas where performance could
be better and have in the past developed service improvements in
response to identified weaknesses; and

e the current restructuring of the service should provide an opportunity to
refocus on the delivery of a quality maintenance service.
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7. Property Development

Overall Assessment of Property Development

7.1  Prospect has a proven track record in building quality new houses. It
works very well with relevant partner organisations to deliver the key
outcomes of safe warm homes which meet the needs of tenants. It has
made a considerable contribution to the regeneration of Wester Hailes.

A Prospect delivers an excellent development service with major
strengths.

The prospects for improvement in property development are
promising.

7.2  These are the areas that are working well:

v' The physical quality of Prospect’s new build developments and
refurbished houses is very good.

v' Prospect has a good working relationship with its key partners.

v Prospect is committed to achieving sustainability objectives in its
new build houses.

v Prospect is good at involving tenants and residents in the design
and specification of its new houses.

v Prospect has a clear development strategy and good quality
development plans.

v" It has successfully delivered a New Housing Partnership
programme.

v lts development service is well managed.

7.3 These are the areas that could work better:

e Prospect does not monitor tenant satisfaction with new and
refurbished houses.

7.4  This is the key recommendation:

% Prospect should monitor tenant’s view of new and re-furbished
property and use this to improve future developments.

Context for Property Development

7.5 Prospect has a development department comprising a part-time
development manager and a part-time development officer. The
development department is responsible for the provision of new and
refurbished housing stock, including the provision of shared ownership
and improvement for sale properties. The development department
has also undertaken environmental and wider action projects aimed at
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7.6

improving the physical and social environment within the Wester Hailes
area. The structure of the development department was being
reviewed at the time of our inspection.

Since it was set up in 1988, Prospect has completed 534 new build
properties and re-furbished 348. Prospect has been a major
contributor to the achievement of the Wester Hailes Partnership’s
Housing Strategy and has achieved a development programme valued
at approximately £50 million over the past 11 years.

How Good is the Service?

Partnership Working

7.7

Prospect has a very good working relationship with City of Edinburgh
Council and with Communities Scotland’s area office. With the winding
up of the Wester Hailes Housing Partnership in 2001, Prospect’s
development programme is reducing and it is now considering
development opportunities outwith the Wester Hailes area. Prospect is
in discussion with the Council and other agencies regarding its
potential role within the pilot West Edinburgh Community Planning
Partnership.

Physical Quality

7.8

7.9

The physical quality of Prospect’s new build developments and
refurbished houses is very good. Prospect’s design brief and
performance specification set out the detailed design criteria and
performance standards to which all its projects must adhere, and this is
regularly updated following consultation with staff and tenants. All its
new houses:

e are built to Secure by Design standards to create safe homes and
minimise the risks of crime and anti-social behaviour;

e are built recognising that people have various housing needs and
these will change through a lifetime; and

e are fuel efficient and some have features to maximise natural heat
gain.

Prospect has shown commitment to meeting sustainability objectives in
its development projects. A good practice example of this is
sustainable design and energy strategies which have been
implemented in the development of 18 new build houses and flats at
Dunbeg, Wester Hailes. Key areas which have been addressed by
Prospect include:

e the maximisation of passive solar gain and natural lighting through
site design and building orientation;
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7.10

7.11

e selection of material taking into account the full implications of its
energy life cycle; and

e minimisation of pollution and the excessive use of energy and water
during the building of its houses.

We visited one of Prospect’s new developments at Westburn Village
Phase 3. This was an impressive development and it was evident that
much thought had gone into ensuring security and the creation of
personal space for new and existing tenants.

We spoke to a number of tenants living in Prospect’'s new build and
refurbished houses. All tenants of new build houses we spoke to were
happy or very happy with the quality of their houses. The response
from tenants living in refurbished houses was generally positive,
although one respondent was unhappy with the quality of the
refurbishment.

Tenant Involvement in Development

7.12

7.13

Prospect invests considerable time and resources to ensure the
participation of local tenant groups and individuals throughout the
design process. The involvement of the local community has been
fostered in a variety of ways which include:

e the formation of neighbourhood development groups to examine
strategic and programming issues;

e the formation of project sub-groups to develop individual projects;
and

e the implementation of community consultation plans to ensure
effective input from individual tenants.

Prospect currently obtains views from tenants on new and refurbished
houses in only an informal way via individual tenants speaking directly
to their housing officer. Prospect does not use a systematic approach
to obtain and report tenant satisfaction with their new homes. This is a
missed opportunity to ensure that tenant views are used to influence
future development and designs. Prospect has recognised this as a
weakness in its approach to development.
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Recommendation 33:

Prospect should develop and implement an appropriate system for
assessing tenant satisfaction with new build and refurbished properties. In
developing such a system the RSL should ensure:

e that all tenants moving into new build and refurbished properties are
given a formal mechanism by which they can respond with their views;

e the information collected is analysed and used to inform the design
guide, the development strategy and specific development proposals;
and

¢ tenants should be advised of the outcome of any satisfaction survey
carried out and should be informed of any resulting action.

How well is the Service Managed?

Development Planning

7.14 Prospect has a clear development strategy which is integrated into its
overall planning framework through the incorporation of development
objectives and targets into Prospect’s Internal Management Plan.
Prospect demonstrates an awareness of partners’ housing plans and
has established clear links between proposed projects and their
contribution to partners’ objectives, particularly those set out in the
Council’s draft local housing strategy. Prospect’s Strategy and
Development Funding Plan 2003/04-2005/06 is a comprehensive and
high quality document which demonstrates a good understanding of
local community needs.

Building a Better Deal

7.15 Prospect is committed to ensuring that the procurement of contractors
for development work is done in a way that ensures fair competition,
value for money and financial probity. The normal route has been to
appoint contractors following a process of competitive tendering,
however the RSL also takes a positive approach to alternative
procurement methods and has embarked on partnering as the
preferred method of procurement with its two most recent projects at
Westburn Village Phase 3 and Dunbeg Phase 2. Whilst neither of
these partnering projects have been the subject of assessment, they
do show that Prospect is adopting a positive approach to the
modernising procurement agenda.
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Quality of development management

7.16

7.17

7.18

7.19

7.20

Prospect is an experienced developer with a proven track record in
delivering a complex development programme. It has also successfully
delivered a challenging New Housing Partnership programme at
Clovenstone.

Overall Prospect’s development service is well managed. There is
good reporting to the development sub-committee on development
proposals. The management committee and staff have a good
awareness of housing development policy areas such as the
modernising procurement agenda and physical quality issues.

Prospect carries out a good quality financial assessment of
development projects and identifies, assesses and manages a range of
risks associated with each project. Prospects risk assessments cover
likelihood and impact, identify control actions and list the review
frequency and responsible officer.

Prospect closely monitors consultants’ and contractors’ performance
throughout the course of each development project. During the
inspection we reviewed two development files and found that both were
comprehensively documented with a detailed key events checklist in
place as well as key contractual documents.

Prospect administers Housing Association Grant well in accordance
with Communities Scotland procedures and regularly achieves targets
for development grant spend.

How Likely is the Service to Improve?

7.21

7.22

We consider the prospects for improvements in development to be
promising for the following reasons:

e Prospect has a proven track record in delivering a challenging
development programme and it has consistently performed well;

e it has also embraced new initiatives such as the wider action
agenda,;

e it has very good structures in place for community and tenant
involvement in development; and

e itis aware of the few weaknesses in its approach to development
and it committed to improving these.

The ongoing staff restructuring should allow Prospect to retain an in-

house expertise in development in the context of a reducing
development programme.
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8. Services for Owners

Overall Assessment of Services for Owners

House sales

8.1

8.2

As a registered charity most of Prospect’s tenants do not have the right
to buy their homes. Only those tenants whose houses transferred to
Prospect from the Council retain their right to buy, but very few have
applied to buy. Prospect has not sold any properties under the Right to
Buy legislation, but has experience of selling shared ownership and
improvement for sale properties. Prospect has provided 22 shared
ownership properties and 20 improvement for sale properties, and at the
time of the inspection about 50% of shared ownership properties had
been purchased outright.

From a review of shared ownership sales files we found that Prospect
administers sales efficiently. Prospect acknowledge however that there
are currently no targets relating to the sales service and intend to
remedy this and plan to set sales target figures which will be
incorporated into future internal management plans. In addition, a
guestionnaire is being developed to be completed and sent out after
each sale in order to obtain feedback from purchasers about the quality
of sales service.

Factoring

8.3

8.4

Prospect started to provide factoring services in April 2002 and now
provides these services to 54 owner occupiers. This service is still
evolving and Prospect continue to develop policies and procedures to
support it. The service is provided by Prospect’s in-house estates
service team and comprises stair cleaning, landscape work and grass
cutting. Prospect also offer owners the option of buying into a low cost
building insurance scheme.

Prospect issues invoices twice yearly and procedures are in place for
reminder letters to be sent to owners who fail to pay the factoring
charges. Prospect has acknowledged that difficulties have arisen in
collecting factoring charges where factoring provisions were not included
in the title deeds of properties offered for sale. This is an issue that is
beyond the control of Prospect as the provision of the factoring service
was transferred from the Council, but this does represent a risk to the
organisation. At the time of the inspection, we found that 17 owners
hadn’t signed a factoring agreement with Prospect and whilst they are
being invoiced for the service there was no basis to pursue legal action
for debt recovery should they fail to pay.
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9. Wider Action

Overall Assessment of Wider Action

9.1

9.2

Prospect has embraced the wider action agenda and has established
two innovative projects, Clovenstone Sports Huts and Prospect Plus
saving and loans scheme. In both projects Prospect can demonstrate
a clear rationale for its involvement which is consistent with its aims of
improving the quality of life of local people and being responsive to
their needs and priorities.

We found that Prospect had undertaken a thorough risk assessment to
ensure that its wider role activities did not represent a risk to their core
activities and financial viability. Detailed agreements covering
partnership arrangements were put in place to ensure that project
targets were met. We found that both projects were well researched
and that the community banking survey undertaken prior to the
introduction of Prospect Plus savings and loan scheme clearly
demonstrated community demand for the service. This is an example
of good practice in developing a service.
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10. Next Steps

10.1 This report is not the end of the process. We have asked Prospect to
produce an improvement plan within eight weeks of the publication of
this report. This plan should show how it intends to respond to all our
recommendations. The plan will be agreed with us.

10.2 If you would like to see the improvement plan you should contact:
Prospect Community Housing
6 Westburn Avenue
Wester Hailes
Edinburgh
EH14 2TH

10.3 We will re-inspect Prospect in five years’ time.
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APPENDIX 1 — List of Evidence Sources

Groups and third parties who provided Information

Edinvar Community Care

Lothian Gas

The City of Edinburgh Council

Community Help & Advice Initiative (CHAI)
Scottish Public Services Ombudsman
Enable

Community Banking — Bank of Scotland

JB Bennett (Contracts) Ltd

Barnardo’s 16+

Wester Hailes Multi-Cultural Welfare Project

Interviews/meetings

Focus group of tenants
Director

Personal Assistant to Director
Depute Director

Tenancy Services Manager
Finance Manager

Finance Officer

Development Manager
Development Officer

Senior Housing Officer
Money Advice Worker
Housing Officers

Housing Assistants
Maintenance Officers

Estate Supervisor

IT Officer

Maintenance Assistants
Administration staff

Members of the Management committee

Reality checks

Observation of management committee Meeting
Observation of senior management meeting
Observation of finance committee meeting
Review of arrears cases

Review of evictions

Review of antisocial behaviour cases

Review of gas servicing documents

Review of complaints and appeals

Review of repairs information




Telephone survey of recent repairs service users
Review of money advice cases

Review of factoring cases

Review of housing list and allocations

Review of tenancy files

Review of house sales cases (shared ownership)
Review of development files

Review of void management records

Review of staff recruitment files

Shadowing repairs staff

Shadowing housing application visit

Shadowing arrears visit

Shadowing tenancy sign-up

Estate visits including inspection of void property
New build site visit

Telephone survey of new tenants

Telephone survey of tenants in new build and refurbished properties

Key documents reviewed

Inspection Submission

Risk Management Strategy

Internal Management Plan 2003/06

Strategic Objectives for Internal Management Plan 2003/06
Review of Internal Management Plan for 2002/05
Financial Policies and Procedures

Tenant and Community Participation Policy
Equal Opportunities Policy

Equal Opportunities Annual Monitoring Report
Allocations Policy & Procedures

Scottish Secure Tenancy Agreement
Maintenance Policy

Development Policy

Void management Policy and Procedures

Rent Arrears Prevention and Control

Abandoned Tenancies Policy

Arrears Policy and Procedures

Annual Performance and Statistical Returns
Performance Monitoring Reports for arrears, voids allocations and
response times

Upkeep of Common Areas Policy

Neighbour Nuisance Policy and Procedures
Tenant Harassment Policy and Procedures
Control of Domestic Pets

Abandoned Vehicles Policy

Estate Walkabout Procedures

Estate Services Procedures



Estate Services Survey

Computer System Security Policy and Procedures

IT Disaster Recovery Policy & Plan

E-mail and Internet Policy and Procedures

Staff Training and Development Policy and Procedure

Staff Handbook

Health & Safety Policy

Disciplinary Procedures and Policies

Appeals Policy and Procedure

Grievance Policy and Procedures

Complaints Policy

Procurement of Private Finance Policy

Treasury Management Policy

Issue, Receipt & Acceptance of Tenders Policy

Insurance Policy

Disposal of Surplus Assets Policy

Non-Rent Recovery Arrangements Policy

Financial Regulations

Extracts from Year-end Audit File

Extracts from Budget File

Management Information Package for 12 months to 31/03/03 and 6
months to 30/09/03

Correspondence Relating to Bank Loans

Correspondence Relating to Sale of Shared Ownership Properties
Job Descriptions for housing managements and estate services staff
Management Action Plan Update on Internal Audit Reports as at 05/08/03
Risk Management Matrices Review Timetable

Risk Matrices for Development, Finance, IT, Personnel, Strategic,
Tenancy Services

Project Risk Assessments

Internal Audit Appraisal Review of Risk Review Arrangements
Reports to Management Team Meetings of 22/05/02 & 15/10/03 on the
Re-organisation of the Estate Services

Prospectus October 2003 — Newsletter from Prospect to tenants
Copy letter to tenants regarding Rent Increases for 2003/04

Report to Management committee of 29/01/03 on Rent Setting

Rent Increases Consultation Paper issued to Tenants

Rent Consultation Results

Example of Life Cycle Costing Report

Tender Correspondence on Purchase of Estate Services Van
Report to Management committee of 25/09/02 on Strategic Objectives for
Internal Management Plane 03/06

Reports to Finance & Personnel Committee of 18/08/03 & 16/10/03 on
Departmental Objectives

Rechargeable Repair Balances (Tenants) Spreadsheet

Factored Invoices Spreadsheet

Owner Occupier Rechargeable Repairs Spreadsheet



Audit Needs Assessment and Provision of Internal Audi Internal Audit
Services 2001/2 — 2003/4

Internal Audit Plan 2002/03

Internal Audit Plan 2003/04

Internal Audit Annual Report 2002/03

Review of Internal Control Arrangements for 2002/03

Management Information Package to 30/06/03

Minutes of Finance & Personnel Sub-Committee held on 18/08/03
Minutes of Management committee Meeting held on 29/01/03
Minutes of Management committee Meeting held on 27/08/03
Budget including Rent Setting 2003/04

Response to Scottish Homes Performance Audit Report

Tenant and Neighbourhood Reward Scheme (Tenner) Policy
Investors in People Feedback Report

Review of New Financial Reporting Arrangements

Review of Risk Management Arrangements

Committee Remits, Standing Orders and Delegated Authority Discussion
Paper

Money Advice Questionnaires — Summary of Responses

Language Choice Survey

Repairs and Maintenance Monitoring Report — Tenant Feedback
Tenants Survey January 2002 — Executive Summary

Staff Absences Report

Annual Report on Staff Appraisals

Scottish Registered Social Landlord Statistics Comparison

SST Action Plan & Policy Review Update

Development Progress and Expenditure — 6 Month Review

Annual report on Committee Attendance and Training

Tenancy Services Information Package May 2003

Management Action Plan Update on previous Internal Audit Reports
Departmental Objectives for Director, Finance, Administration, Tenancy
Services & Development

Budget for 2003/04

Community Consultation Plans for Westburn 3 and Dumbeg 2
Strategy and Development Funding Plan for 2003/04 — 2005/06



APPENDIX 2 - Key Examples of Positive Practice

This is an area we would highlight as working particularly well, taking account
of Prospect’s operating context:

e |t provides personal feedback to all tenants and service users who
participate in consultation exercises (see 3.12).

e |t uses estate walkabouts as a way to involve tenants in setting standards
of performance for its estate management service (see 5.53).

e Community consultation in development projects (see 7.12).




Glossary

Annual Statistical and
Performance Return
(APSR)

Benchmarking

Common housing
registers

Convention of Scottish
Local Authorities
(COSLA)

Focus groups

Housing list

Life cycle costing

Ombudsman

Partnering

Peer group

Performance indicator

Annual questionnaire completed by RSLs and sent
to Communities Scotland. Used to keep the
Register of Social Landlords up to date and to track
the performance of RSLs.

A process used by organisations to systematically
compare service processes and performance to
identify best practice.

A register of all applicants for social housing used
by two or more landlords within an area.

The membership body for local authorities in
Scotland.

A group of people brought together to have a
structured discussion on a specific subject or set of
subjects, facilitated by an independent person.

A list of applicants for housing which is used by the
RSL to allocate its housing stock.

A method of calculating the cost and timing of the
repairs to, and replacement of, major building
components.

The independent body appointed to investigate
individual complaints against Registered Social
Landlords (RSL).

A structured contract management approach to
improve efficiency and reduce confrontation
between the RSL and its consultants and
contractors. Partnering requires formalised
objectives, agreed problem solving methods and
an active search for continued measurable
improvements.

A group of organisations facing similar tasks and
challenges with which comparisons can be made.

A measure of how a RSL is achieving its
objectives. Performance Indicators can be
compared with a pre-set standard (a benchmark) or
with other organisations.



Planned maintenance

Procurement

Re-lets

Right to buy

Registered social
landlord (RSL)

Scottish secure tenancy

Scottish Federation of
Housing Associations
(SFHA)

Shadowing

Sustainability

Tenancy agreement

Void

The planned renewal or maintenance of key
property components.

The way an organisation obtains services or
materials from other organisations or agents.

Lets made to the second or subsequent tenant.
Distinguished from new lets that are made when
the property is first built or modernised.

Many Scottish secure tenants have the right to buy
their property at a discounted price subject to
length of tenancy.

A landlord providing social rented housing that is
registered and regulated by Communities Scotland.

The Housing (Scotland) Act 2001 establishes the
Scottish Secure Tenancy as the tenancy for all
tenants of social landlords in Scotland.

The membership body for RSLs in Scotland.

An inspection technique that involves
accompanying and observing staff while they
carried out their day-to-day tasks.

Improving the economic, social and environmental
circumstances of the wider communities to create
and maintaining communities where people
positively want to live.

Legal document or contract between landlord and
tenant setting out the rights and responsibilities of
each.

A property without a tenant. Voids occur in the
period between one tenant leaving and another
taking over the tenancy.



Financial Glossary

Financial Ratios

Interest cover

Most RSLs take out loans from their banks or building societies in order to
help finance, for example, the building of or purchase of houses. Such loans
attract annual interest payments due to the banks or building societies. It is
important that the RSL can afford these payments.

The RSL should be able to pay the annual interest out of the rental income it
receives from its tenants. It must, however, first use its rental income to pay
for its operating costs. Operating costs include the money needed to pay for
repairs and maintenance to houses, staff costs etc. The amount of money
remaining is called the gross or operating surplus. The operating surplus is
used to pay for the annual interest payments to the banks.

The interest cover ratio simply indicates how many times the annual interest
payments could be made from the operating surplus. If the operating surplus
is large compared to the annual interest payments then this could be viewed
as a strength for the organisation.

Note: As an example, 110% (or 1.1 times) interest cover indicates that gross
surplus covers interest payments 1.1 times.

Net housing debt per unit

An RSL’s housing debt is the total amount of money it has borrowed from
banks or building societies to help with, for example, paying for the building of
new houses. Net debt is the amount it has borrowed from banks less the
amount of cash that the RSL has in its bank account. The net housing debt
per unit is simply the net debt figure divided by the number of houses the RSL
owns. A higher value suggests that the RSL has higher borrowings and as a
result, will have higher interest costs to pay from operating surpluses.

Gross surplus (or operating surplus)

An RSL receives an income mainly from the rent paid to it by its tenants. This
rental income is called turnover and is used to pay for the RSL’s operating
costs. Such costs include paying for maintenance and repairs to houses, staff
salaries etc. Any remaining money, once the operating costs have been
deducted from turnover, is called the gross surplus. The gross surplus ratio
shows the gross surplus as a percentage of the RSL’s turnover. If the
percentage is high this could be interpreted as a sign that the RSL is
operating efficiently.




Net surplus

Net surplus is all the RSL’s income less all of its costs, including interest
payment, in the year. The net surplus ratio shows the net surplus as a
percentage of the RSL’s turnover (described above). If the ratio is high then
this could indicate that the RSL is performing well as it is generating more
money.
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