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Service Delivery Sub Committee
Wednesday, 3rd September 2025 9:30 am

Russell Square	|  Service Delivery Sub-Committee





1.0 Apologies, Conflict of Interests & Notifiable Events
Purpose - For Noting


Minute by Kat Kell
Attended - Board Members

Ian McDonald (IMCD), Hazel Farquhar (HF), Jacqueline Martin (JM), Craig Irvine (CI), Cheryl Glen (CG) on Microsoft Teams.

Attended - Staff Members

Gail Robertson (GR) Chief Executive Officer, Linlay Anderson (LA) Director of Housing, Kevin Lynch (KL) Director of Asset Management, Gary Bell (GB) Trainee Governance Officer, Katrina Kell (KK) Compliance Assistant/Customer Service Advisor

Did Not Attend - Apologies

Jeanette Gaul (JG)

The meeting commenced at 9.38am and came to a close at 11.40am. There were no conflicts of interest or notifiable events.


2.0 Minutes of the Service Delivery Sub Committee Meeting held on DD/MM/YY
Purpose - For Approval



Minute by Kat Kell
The minutes were approved and agreed as correct.



3.0 Matters Arising
Purpose - For Information


Minute by Kat Kell
Matters arising from the previous service delivery meeting of 14th May 2025 Actions
Contractor performance monitoring has been actioned by KL.

Long Term Voids - KL advised that the Association has become aware of extensive structural work required to external metal work, railings etc. and some areas of concrete in these properties. For one of these properties the intention is to carry on with the works and get the property let. In another block with 4 flats, 3 of which are untenanted, the remaining tenant has been approached with a view to being rehoused. There are potential structural problems with the downstairs property which is privately owned. The Association may potentially buy this flat with a view to then completing works to bring the whole block to a saleable standard which would be an estimated cost of £25,000. Were the Association to bring the block back to lettable standard the estimated costs would be around £100,000 with VAT included. GR advised that potentially the block could be leased to the local authority for homeless accommodation but as they are bedsits there isn't a high demand for this. IMCD asked for a paper to be compiled detailing costs. GR and KL will aim to get this information in time for October Board, however this depends on receiving the costs from Contractors, it may therefore not be ready until FAR Sub Committee. IMCD asked if it isn't ready for the October Board that an update be provided in the interim.

Post Inspections - KL confirmed that this section of the report is in relation to reactive repairs only as void properties are all post inspected.

HEY Project - LA advised that there is a HEY partners meeting this Friday 05/09/2025. The funds for the project are from the Scottish Government and not the local authority although the bid for the project is looked after by the local authority. The budget for the project used to go to Action for Children and the Association placed a bid for this when Action for Children advised they couldn't continue. LA submitted the bid for this in October 2024 and GR has sent several emails to Louise Butchart at Dundee City Council but as yet there has been no official notification of whether this has been successful. As it is now September 2025 there are only a few months remaining for this to be administered in the current year which would also include recruitment. CI queried if there is a contact at the Scottish Government the Association can speak to and GR agreed to contact Louise Butchart again and request the contact details for the person and department at the Scottish Government in order to contact them directly.

Reporting of split between general needs and supported lets - LA advised that this has now been removed from the report as it is not an ARC indicator.

4.0 Asset Management Report
Purpose - For Approval


Minute by Kat Kell
KL presented the Asset Management Report. Day to Day Repairs
The budgetary overspend is almost £35,000 with the main causes of the overspend being a collapsed drain, the removal of tanks following legionella surveys and damp and mould works. Repairs work has also been identified during capital works surveys which adds to the day to day repairs spend. For example, when completing kitchen/bathroom installs damp and mould is found.

IMCD asked if there is an anticipated overspend for the end of the year and KL advised that this is difficult to forecast.

Relets Budget

The relets budget is £5,300 overspent. KL advised that it is likely that this will balance out across the year. The average spend per property is £3409 against the budget of £3313. The next Quarter is expected to be a higher spend due to the condition of the void properties coming in. Around 27% of the overspend for the Quarter is due to decoration costs. When a property comes back where the previous tenant was a heavy smoker a full decoration is necessary. The Association is mitigating this by issuing decoration vouchers to the incoming tenant when this is more appropriate. IMCD asked if at the next meeting the Association report on the new Quarter against the last one to see any fluctuation and KL agreed to do this.

Maintenance Complaints

There were no issues.

Gas Servicing

Gas servicing remains at 100% compliance. Open Space Maintenance
There were no issues.

Insurance Claims

KL advised that all of the insurance claims have been successful. Contractor Performance Monitoring
The contractor performance is slightly lower when measured against the same Quarter in the last financial year, with non emergency repairs completed within 8.5 days moving from 96% to 93%. KL advised that the way this is reported to ARC is slightly different and that 93% is still very good. Contractor performance is now monitored more frequently. KL confirmed that the 1% figure relates to reactive repairs which have been recalled.

Adaptations

The Association were allocated £263,000 by the Scottish Government. Of this £40,553 has been spent with a further committed spend of £40.000. The average adaptation cost is £2,000 with 10 households waiting. GR suggested contacting households to ask if there are adaptations required and linking in with NHS potentially to investigate if the Association can assist with bed blocking by putting adaptations in. LA advised that there is a project in England where they have adapted homes to be temporarily used to assist the NHS with bed blocking which are used until the patient's homes have been suitably adapted. GR advised that a conversation with the Scottish Government would be required to confirm if the budget can be used in this way and with the NHS on how this would work in practice.

Damp and Mould

There were no issues. The Association continues to use Alator sensors when required and this is working well.

Planned and Cyclical Maintenance

There is a backlog of kitchen and bathroom installs which are being prioritised based on stock condition surveys. The Association has a budget of £3,000,000 for capital works and there are 23 capital works programmes planned this year. KL advised that if a programme is overspent due to increased costs, some works may be pushed into next year. KL advised that tenants have not been told of these works and that this happens each year with capital works. HF queried surveys which had been completed in Auchmithie for kitchens and bathrooms prior to lockdown in 2020 as tenants have asked about this. KL is going to check this.

Energy Efficiency

The Association continues to complete EICRs. IMCD queried if the EPC scores include the recently handed over developments and GR confirmed that they do. KL is to look at the reason for 2 properties moving to E.

Asbestos

KL advised that 13% of stock either has or is presumed to have asbestos containing materials which is where the Association expected to be. The regulator doesn't measure this as an ARC indicator so this can't be benchmarked. The Association may be able to request this information from Scottish Housing Network if they have available data.

GR advised that the Association has a small budget each year to remove damaged or simple to remove asbestos containing materials.

KL advised that there is a new programme of works in process to survey common areas.



Cyclical Paintwork

There were no issues. Tenant Satisfaction Surveys
KL advised that this is slightly lower than last Quarter but is still above the average for the last financial year.

Board approved the Asset Management Report.



5.0 Housing Management Report
Purpose - For Approval


Minute by Kat Kell


LA presented the Housing Management Report.

Anti Social Behaviour and Estate Management

There are currently 7 serious anti social behaviour cases, some of these are new and some have been removed as complete from the last report. There is 1 case of concern for which the Association is awaiting information. The Association is liaising with the Procurator Fiscal's Office for this serious drug case. There are approximately 50 cases on average per Quarter, Quarter 1 for this year is at 51 cases, 7 of which were still open from last year. Most of the ASB complaints are Stage 3 level with one area of concern, [REDACTED – PERSONAL DATA] which is ongoing and is being dealt with.

LA advised that the Association may change how estate management complaints are processed due to staff shortage. The Customer Service Team would send out the initial estate management letters instead of the Housing Assistant. Should these cases escalate they would then be reallocated to the Housing Assistant. There is one area of concern which is in the Brechin area and relates to pet nuisance, this is being dealt with.

Environmental Improvement Budget

LA advised that the spend against this budget is starting to increase due to work being done over the Summer with the map on the report illustrating where the budget has been spent.

Allocations Report

There have been a high number of recent allocations with 45 in Quarter 1 against 125 for the whole previous financial year. There are still outstanding properties to be allocated which are with Asset Management at the moment. It is expected that allocations for this whole financial year will increase from last year's 125. These figures include 16 new build allocations.

Most allocations are from the Association's list, however the Association is also continuing to allocate Section 5 referrals from the local authorities.

The number of offers refused is similar to last year. The Association continues to try to reduce these as applicants bid on the property themselves. Being unable to move is the main reason for refusals.

There are currently 138 suspended applications, the majority of these are due to the applicant having rent arrears. Suspensions also include applicants who have failed to contact the Association. Applicants are expected to upload identification documents which are requested at the point of application for those with a Gold or Silver Award. ID is not requested for Bronze or

No Priority pass applicants.

New Tenant Feedback

This is ongoing with 46.6% of new tenant visits completed for allocations in Quarter 1.

Void Report

Void loss for Quarter 1 is 0.4% at the moment which is up from the end of the last financial year. The number of days void has also slightly increased. There have been substantially more voids during the Quarter. The Association is performing well when benchmarked against other registered social landlords.

Tenancy Sustainment

Tenancy sustainment has increased by 3.6% to 94.3% of tenancies sustained for a year or more. At the end of financial year 2024 - 2025 this was 90.7%.

There has been one abandonment in Quarter 1.

Current Tenant Arrears



There has been a slight increase of 0.09% which brings the total of arrears as a percentage of gross rent to 1.53% for Quarter 1. This is well below the Association's target of 2%.
Benchmarking illustrates the Association continue to perform well in relation to peers.

There are current delays in Housing Benefit claims with Dundee City Council. There is also an effect on arrears due to tenants migrating over to Universal Credit. The Financial Inclusion Team continues to support tenants with this. LA agreed to contact Dundee City Council regarding the current delays.

Financial Inclusion Team and Energy Advice Report

The Financial Inclusion Team continue to provide a very good service to tenants. The team are going to be utilised more to assist with rent arrears going forward.

The Association continues to see the benefits of the Energy Advisor with referrals remaining stable with a slight decrease in the summer months.

Tenant Participation

LA advised that some projects haven't been undertaken due to staff absence, however the tenant participation team remain very busy as illustrated within the report.

IMCD queried if the Association will be successful in the bid for the playpark at Ormiston Crescent to be renovated and LA advised that the money for this is held in a pot and the local community vote on this via an online link, if the park receives enough votes they will be awarded the funds.

Board approved the Housing Management Report.

6.0 Recharge - Current and Former Accounts Report
Purpose - For Approval


Minute by Kat Kell
No issues were noted.



7.0 Former Tenants Report
Purpose - For Approval


Minute by Kat Kell
LA advised that the Association have contacted a collection service for former tenant arrears and will keep Board updated.

8.0 All Owners Arrears Report
Purpose - For Approval


Minute by Kat Kell No issues were noted


9.0 Housing Management Workplan
Purpose - For Noting


Minute by Kat Kell
LA advised that due to staff absence, there hasn't been an opportunity to complete some tenant participation plans.

There has been a conversation with the Financial Inclusion Team to ensure funds continue to be applied for and that these are for funding the Association will use.

Tenancy Satisfaction Surveys for this year will commence at the end of September. JM asked if this can be done on the new tenant portal and LA advised that there are specific criteria for the groups who need to be included, such as age groups, gender, but that in the future the portal may be used with the additional numbers required for each of these groups then being surveyed afterwards to ensure the Association achieves the criteria.

10.0 Asset Management Workplan
Purpose - For Noting


Minute by Kat Kell
Review of Housing Stock. GR advised that the Association are looking at what type of data to prioritise for stock such as age, construction type, damp and mould problems as well as demand for let, void times and anti social or estate management problems. This is to give a whole stock view and can be used to create a risk map to inform what work should be prioritised.

IMCD asked if the Association currently has this information and GR advised that at the moment the information is held separately and isn't in a format that can be easily joined up. A meeting will be required with Data Analyst, Maintenance Manager and Capital Works Manager as this will help to inform future asset management strategies.

IMCD asked when this will come to Board and GR advised it would likely be early 2026.

GR and KL advised that the red risks in the workplan have been discussed and mitigation accepted.



11.0 Arbroath High Street, Heating, Kitchen and Bathroom Replacements


Minute by Kat Kell
KL advised that this programme was originally for kitchens only, however when the properties were surveyed they also required bathroom and heating upgrades. KL requested approval for the works to go ahead with the best tender application which was Shepherds.

Board approved.



12.0 2025 Gas Boiler Replacement Programme
Purpose - For Approval


Minute by Kat Kell
The Association has identified 74 properties for boiler replacements and Saltire have come out as the top tender application. KL requests approval for this to go ahead.

Board approved.



13.0 Unacceptable Actions Policy


Minute by Kat Kell There were no issues.
Board approved.



14.0 Powers of Entry Policy


Minute by Kat Kell
This policy has been rewritten to provide staff guidance on powers of entry. Board approved.


15.0 AOB
Purpose - For Information


Minute by Kat Kell Tenant Portal Launch
The new tenant portal launched on Monday 1st September with the Association receiving phone calls from 9am on the day from tenants wishing to register. The live link was received at midday on Monday 1st and 62 tenants had signed up within the first 2 days.

The Association is hosting sign up days around the different areas with colleagues from all departments assisting, some staff remain in the gazebo to sign tenants up and others door knock to encourage tenants to register themselves or offer to help them at the gazebo on the day. If nobody is home, or they wish to register themselves, colleagues have leaflets with QR codes for tenants to go to in order to register.

LA also advised that the Association is going to try to link in with parents evenings at local schools to further encourage sign up.

Rent Restructure

GR advised that due to extensive work on other projects, including the launch of the new tenant portal, the Association request the rent restructure project be postponed until next year. The figures for the rent restructure project will be updated with any future rent increases in the meantime.

Annual Assurance Working Group

The annual assurance working group was due to meet 10th September 2025. Gary Bell, Trainee Governance Officer, is attending the SFHA conference on 10th September and would be unable to attend the working group. GR and Board agreed to move the annual assurance working group to 24th September at 11.30am. CG is happy to contribute to the paper but can't attend the meeting. Board members CI, IMCD and HF will attend.

Confidential Item

GB and KK were asked to leave the meeting at this point for a confidential discussion.
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