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GLOSSARY

Code of Guidance
Scottish Ministers have issued a Code of Guidance on homelessness. Local authorities must have regard to this

guidance in exercising their homelessness functions. This Code was updated in 2005.

Factoring
A property management service offered to property owners to co-ordinate and carry out work on their behalf, usually
in respect of repairs, improvements, maintenance, insurance and administration. It may also relate to areas of

common land or space as well as to specific properties.

Efficiency
Efficiency is part of Best Value and involves listening to tenants and service users to understand what they want and
making effective use of resources in order to provide better and improving services. Efficiency can be delivered by:

® reducing the resources needed to deliver the service of the same or improved quality;
® reducing the costs of a service without reducing quality;

® keeping the costs and resources the same but providing a higher quality of service; or
[ ]

increasing the costs and resources and providing a proportionately higher quality service.

Governance

The leadership, direction and control of the organisation to ensure that it achieves its agreed aims and objectives

and in doing so serves the public’s best interests.

Procurement

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

Risk management
The active process of seeking to contain and limit the risks to which an organisation is exposed, including those

arising from development, management or the funding of their operations.
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Sustainability

The term refers to policies and actions that recognise immediate and longer-term effects. Sustainability means
recognising that economy, environment and social well-being are interdependent. In a development context it means
that the environment needs to be protected and enhanced because a damaged environment will sooner or later hold
back economic development and affect people’s quality of life. In a community context, sustainability often relates to
a situation where the local economy supports a fairly constant population level and housing providers recognise the

effects of their policies on the make-up and longer-term prospects of local communities.
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FOREWORD
We jointly published Performance Standards five years ago. Performance Standards let tenants, other service users and
stakeholders know what standards to expect from social landlords and let landlords know how they should manage

and deliver housing services.

We have reviewed the Standards and consulted all the groups who have an interest in social housing and regulation.
We still believe that it is important to have a common set of standards for the social housing sector which works as a
framework both for the regulator to inspect housing services and for landlords to assess their own performance. We

found there continues to be widespread support for us to jointly provide a common framework of standards for

landlords. So we have made some changes to the Standards to make sure they're still relevant and up to date.

Performance Standards are jointly agreed by COSLA, Communities Scotland and the Scottish Federation of Housing
Associations because we share the same goal to maintain high standards and improve performance. We want a social

housing sector that delivers high-quality services to tenants and others and is well managed, efficient and good value.

We believe these updated Performance Standards will support landlords to continue to provide better homes and

better services for all of Scotland’s communities.

NG oot £ il Nuderh

Karen Watt Councillor Douglas Reid David Murdoch
Director of Regulation Housing Spokesperson Chair
& InSpeCtion COSLA SFHA

Communities Scotland
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INTRODUCTION

1

These Performance Standards come into effect from 1 April 2007. They replace the Performance Standards which

were published with effect from April 2002.

Section 79 of the Housing (Scotland) Act 2001 provides Scottish Ministers with the power to issue guidance on
the provision of housing accomodation and related services by local authorities and registered social landlords.

Performance Standards are statutory guidance in terms of Section 79 (1), issued by Scottish Ministers.

Performance Standards have been jointly developed and published by Communities Scotland, the Scottish
Federation of Housing Associations (SFHA) and the Convention of Scottish Local Authorities (COSLA). We have all
worked together to agree the standards that Registered Social Landlords (RSLs) and local authority housing and
homelessness services should be achieving to:

@ protect the interests of current and future tenants and service users;
® protect public and private investment;

@ promote high standards of practice in housing and homelessness services in a way that

encourages innovation and self-reliance, openness and accountability; and

@ contribute to wider social inclusion and equality objectives.

Performance Standards lie at the heart of the regulatory framework. They are a common set of standards for
both RSLs and local authorities and let all social housing tenants know what they can expect from their landlord.
The Standards provide a framework for both the regulator to assess performance and for landlords to self-assess
their own performance. Local authorities and RSLs can access comprehensive guidance and good practice about
each Performance Standard to use in self-assessment and in the development and continuous improvement of

their services.
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The Standards recognise that RSLs are independent, non-profit-distributing social businesses and that local
authorities have their own democratic mandate and operating context. For both sets of social landlords, the
Standards offer the opportunity to design and deliver services and manage their organisations as they think best
while knowing clearly what they need to achieve. The Standards are set out at a high level and do not prescribe
how landlords should go about their business. That is for each social landlord to consider and decide with its

tenants and governing body or elected members.

Performance Standards are grouped into 20 Guiding Standards and 33 Activity Standards. The Activity Standards
deal with the main service activities. The Guiding Standards are about how these activities are supported and
sustained. The Standards can be applied flexibly to take account of different structures and systems and the
local context and priorities. This allows landlords to apply the Standards in a way that fits the functions and
activities in their individual organisations. It also allows the regulator to take account of these local

circumstances when assessing performance.

While the Standards set out clear performance expectations, regulated bodies must still meet their statutory
and contractual obligations. The Standards do not specify all areas of legal compliance, but regulated bodies

should still proof their policies and procedures with legal compliance in mind.

Communities Scotland’s overall approach to regulation and inspection is underpinned by the five principles of
good regulation — proportionality; accountability; consistency; transparency; and targeting. The regulator’s

approach to scrutinising performance will be proportionate — targeting attention on areas

of the greatest risk and where improvement is most needed. Communities
Scotland has published a Guide to Inspection (available on
www.communitiesscotland.gov.uk) which gives details of how it inspects
RSLs and local authority housing and homelessness services. The guide also

explains the links between the inspection process and Performance Standards.
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The Standards provide a consistent basis for self-assessment by organisations and external assessment by the
inspectors. This means organisations can use the Standards to evaluate and improve their performance and can
discuss their performance with inspectors in a meaningful way. This process, which builds on self-assessment

and external scrutiny, will lead to a qualitative assessment of performance and service provision.

Guiding Standards and Activity Standards

10

1

12

The Guiding Standards should act as underpinning principles for the way landlords and regulated services go
about their business. They should be considered in all the activities and functions undertaken. They are
organised into the following areas:

® Planning and managing performance

® Social inclusion

@ Service delivery and communication

® RSL governance and financial management.

The Activity Standards set out the key functional areas and focus on the outcomes of particular activities
relating to:

® housing management

property maintenance

property development (developing organisations only)

homelessness

services for owners

services for Gypsies/Travellers (local authorities only)

wider role (RSLs only).

Not every Activity Standard will necessarily apply to every regulated body. In addition, while we have set each
Activity Standard in a particular functional section, we recognise that many of the Standards cross functional
boundaries. For example, we have placed the standard on rents in the housing management functional area, but
this must also be considered in relation to the financial management and viability of RSLs. The regulator will

examine the Activity Standards that are relevant to each organisation.
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Conclusion

13 Performance Standards play an important part in ensuring high standards of service and promoting

continuous improvement across both local authorities and RSLs. By jointly agreeing and publishing
these standards we are making clear to tenants and other service users what they can expect
from social landlords and homelessness services. Performance Standards sit at the heart of the
regulatory framework and demonstrate the commitment of social housing providers to

continuously improve the quality of services to tenants and other service users.

Performance Standards for social landlords and homelessness functions




GUIDING STANDARDS

These Guiding Standards should be fundamental to the way social landlords and regulated services behave and
conduct their business. They should be an integral part of the activities being undertaken. Organisations should
assess how well the Guiding Standards inform all aspects of the business, and how well they are met in each of the
Activity Standards relating to:

housing management

property management

property development (developing organisations only)

homelessness

services for owners

services for Gypsies/Travellers (local authorities only)

wider role (RSLs only).

GUIDING STANDARDS 1: PLANNING AND MANAGING PERFORMANCE
GS1.1 Planning and performance \We have a robust planning process and realistic strategies and plans for achieving
our goals and we work co-operatively with partners and other organisations. We monitor and control our

performance and assess the outcome of our activities.

For local authorities, this Standard concerns planning related to their landlord function and other related
services. It is not intended to assess their wider strategic planning role in housing. For RSLs, this Standard relates

to strategic and operational planning.

GS1.2  Policies and procedures We have high-quality written policies and procedures to guide our actions.

GS1.3  Commitment to continuous improvement \We actively strive for continuous improvement in all we do.

GS1.4  Resource management We make the best use of our people and our physical resources to achieve
efficiency, best value, continuous improvement and to deliver high-quality services that meet the needs of

our service users.
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GS1.5

Procurement \We have a systematic and accountable approach to finding the most efficient and cost-effective

way of securing the quality of assets and services we need.

GUIDING STANDARDS 2: SOCIAL INCLUSION

GS2.1

GS2.2

GS2.3

Equal opportunities \WWe embrace diversity, promote equal opportunities for all and eliminate unlawful

discrimination in all areas of our work.

Tenant participation We have published and are implementing a sound strategy for encouraging and
supporting tenants, residents and service users to participate actively in all areas of our work. We support

tenants to take an active interest in managing their homes.

Sustainability We ensure that our policies and actions are underpinned by our commitment to sustainability.
We consider the impact we can have in improving the economic, social and environmental circumstances of

the wider community.

GUIDING STANDARDS 3: SERVICE DELIVERY AND COMMUNICATION

GS3.1

GS3.2

GS3.3

GS3.4

Responsiveness to service users We place the people who want to use our services at the heart of our work.

We treat people with respect and are responsive to their views and priorities.

Information and advice \We provide or secure effective information and advice, in line with the national

standards for housing information and advice services.

Complaints and appeals \We deal fairly and effectively with anyone wanting to appeal against, or complain
about, any of our decisions or activities. We make it clear that they can complain about us to the Scottish

Public Services Ombudsman.

Performance reporting We give our stakeholders the information they need about the organisation and its

plans, services and performance.
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GS3.5

GUIDING STANDARDS 4: RSL GOVERNANCE AND FINANCIAL MANAGEMENT

GSq.1

GS4.2

GS4.3

GS4.4

GS4.5

GS4.6

GSq.7

Openness and confidentiality \We are open about what we do and publish information about our activities.

We provide information that people ask for, unless there are justifiable reasons for withholding it.

Independence and accountability \We focus on our purpose and outcomes for tenants and
service users. We are independent from other bodies (unless we are a subsidiary RSL) and
operate in line with an appropriate constitution. We engage with stakeholders and make

accountability real.

Leadership and capability Our governing body exercises proper control over our activities and makes
informed, transparent decisions in the best interests of the organisation and its service users. We work
effectively with senior staff, or agents, to bring strong overall leadership to the organisation. We develop the

capacity and capability of the governing body and senior officers to be effective.

Ethical standards and clear values \We conduct our affairs with honesty and integrity and demonstrate the

values of good governance through our behaviour. We promote clear values for the whole organisation.

Risk management \We identify and appraise the most important risks we face, and we take a prudent

approach to managing them.

RSLs in group structures \We are explicit about our relationships within the group; we have clear and separate
identities; we control potential conflicts of interests; and we ensure that our assets are not put at risk by

subsidiaries.

Financial viability We are a financially sound and viable business.

Financial management \We have a robust financial management framework in place.
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ACTIVITY STANDARDS

These Activity Standards set out the standards that housing and homelessness service providers should be achieving

in specific functional areas and activities. In assessing performance, the focus should be on:

® outcomes;

® achieving good practice; and

® how well the Guiding Standards are being mainstreamed into and met in each of the activities — for example,
how well the Guiding Standard on equality of opportunity is being met in the activities that relate to the

allocation of properties and the assessment of homeless applicants.

ACTIVITY STANDARDS 1: HOUSING MANAGEMENT
AS11 Access to housing We ensure that all people have fair and open access to our housing list and assessment

process. We work with others to maximise and simplify access routes into our housing.

AS1.2  lettings We let houses in a way that gives reasonable preference to those in greatest housing need; makes

best use of available stock; maximises choice; and helps to sustain communities.

AS1.3  Tenancies We offer the most secure form of tenancy compatible with the purpose of the housing. The
agreement makes clear the rights and duties of the tenant and landlord. We act to uphold these rights and

duties in a fair and responsible manner.

AS1.4  Housing support needs We are responsive to people’s individual housing support needs and help them to

sustain their tenancies.

AS1.5  Void management \We monitor demand for our houses and maximise the use of available housing, keeping
empty properties and spaces in our shared accommodation to a minimum. We make sure our properties are

of an appropriate lettable standard.

AS1.6  Rents We set rents which are affordable to households on low incomes, take account of the costs of
managing and maintaining our houses, and which enable us to service borrowings. We have a fair system for

setting and apportioning rents between individual properties.
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AS17

AS1.8

AS1.9

AS1.10

Service charges We price the services to our tenants and recover costs in a fair and accountable manner.

Arrears We act to prevent arrears of rent and service charges building up. We recover any

arrears fairly and effectively.

Antisocial behaviour We deal appropriately with antisocial behaviour. Where
appropriate, we work in partnership with others to prevent and manage such

behaviour.

Estate management \We manage the environment around our properties and any
common areas effectively, to ensure that the neighbourhood is an attractive, well-

maintained and safe place to live.

ACTIVITY STANDARDS 2: PROPERTY MAINTENANCE

AS2.1

AS2.2

AS2.3

AS2.4

Repairs \We provide an efficient and effective responsive repairs service for our tenants.

Stock management We follow sound stock-management strategies to ensure our houses are in demand,

maintained, modernised and adapted as people’s needs change.

Lifetime maintenance \We know the condition of our houses, how far they comply with the Scottish Housing
Quality Standard (SHQS) and the nature and extent of any failures. We have deliverable and affordable plans
for their lifetime maintenance and improvement and can achieve the SHQOS by 2015. We are delivering

maintenance programmes efficiently and effectively.

Adaptations We are responsive to the particular needs of applicants and the changing needs of existing
tenants, and we adapt our properties efficiently to meet these needs. We have good records about the adapted

houses we own.
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ACTIVITY STANDARDS 3: PROPERTY DEVELOPMENT

(For developing organisations only)

AS3.1  Development strategy We are pursuing a development strategy that links into the plans of
other partner organisations. In this way, we ensure that the housing we provide meets the
long-term priority needs of the area in which it is to be developed, and the needs of our

intended and existing client group.

AS3.2  Risk and Value For Money We consider and manage development risk effectively. Our development

proposals are financially viable and represent value for money.

AS3.3  Physical quality We build and renovate homes to meet high standards and in an environmentally

responsible way.

ACTIVITY STANDARDS 4: HOMELESSNESS
(The degree to which these Standards will apply to individual local authorities and RSLs will depend on the nature of

the Homelessness Strategy and local arrangements for service delivery)

ASgq.1 Strategy (local authorities only) We have published, and are following, an effective homelessness strategy for
preventing and alleviating homelessness in our area that responds to current policy and legislative
requirements. We monitor and review its implementation. We consult and collaborate across our own

organisation and with other organisations in planning and delivering the strategy.

AS4.2  Partnership working \We work actively with other organisations, and within our own organisation, to ensure

that the needs of homeless people are met appropriately and as quickly as possible.

AS4.3  Access We ensure that people have full, fair and open access to our homeless services.
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AS4.4

AS4.5

AS4.6

AS4.7

AS4.8

AS4.9

AS4.10

Prevention \We work to prevent homelessness arising in the first place, and its recurrence when it

has occurred.

Assessment process \We have a high-quality assessment process, based on relevant legislation and the Code of
Guidance. We make good decisions and offer appropriate solutions when considering applications from

people seeking help on the grounds that they are homeless or threatened with homelessness.

Information and advice \We arrange free and effective information and advice services for homeless or

potentially homeless people, based on the national standards for housing information and advice services.

Appeals \We make it clear that people can appeal against any of our decisions. We deal fairly and effectively

with appeals.

Quality of accommodation \When we arrange temporary or permanent accommodation, we treat homeless
people fairly and appropriately in terms of tenancy provisions, quality of housing and location. We provide
temporary accommodation when needed and maximise the availability of suitable permanent

accommodation for homeless people.

Contract compliance \We comply with the terms of any contracts we have entered into, to fulfil our statutory

homelessness duties.

Accommodation provision (RSLs only) We supply accurate and up-to-date information about our stock to local
authorities as requested and in agreement with them. We comply with requests from local authorities for
accommodation for homeless people, unless we have good reasons for not doing so. We make sure we treat

homeless people fairly in terms of the quality of housing and location we offer them.
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ACTIVITY STANDARDS 5: SERVICES FOR OWNERS
AS5.1 Sales We sell houses fairly and efficiently through the Right-to-Buy scheme. We follow the terms of the

tenancy agreement and relevant legislation.

ASs5.2  Factoring \We are fair, efficient and effective factors for other property owners. We manage factoring funds on

behalf of owners in a proper and accountable manner.

AS5.3  Care and repair (RSLs, where applicable) \We provide and/or manage a good-quality care and repair service.

ACTIVITY STANDARDS 6: SERVICES FOR GYPSIES/TRAVELLERS

(For local authorities only)

AS6.1  Sites for Gypsies/Travellers \We plan and provide or arrange good-quality, serviced stopping places for
Gypsies/Travellers. We let pitches in a way that ensures fair and open access for all. We take

Gypsies/Travellers’ views into account in delivering our services, and we are responsive to their needs.

ACTIVITY STANDARDS 7: WIDER ROLE

(For RSLs only)

AS7.1  Wider role involvement Where we have decided to become involved in wider role activities, we are co-
operating with other agencies and linking into higher-level strategies. We are managing any risks

appropriately and protecting our housing assets.

AS7.2  Wider role outcomes \We are meeting our stated objectives and achieving successful outcomes.
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Communities Scotland
Rosebery House

9 Haymarket Terrace
Edinburgh

EH12 5YA

Highlander House
58 Waterloo Street
Glasgow

G2 7DA

Tel: 0131 313 0044
Fax: 0131313 2680
web: www.communitiesscotland.gov.uk

COSLA

Rosebery House

9 Haymarket Terrace
Edinburgh

EH12 5XZ

Tel: 0131 474 9200

Fax: 0131474 9292
web: www.cosla.gov.uk

Scottish Federation of Housing Associations
38 York Place

Edinburgh

EH1 3HU

Tel: 0131556 5777

Fax: 0131 557 6028

web: www.stha.co.uk
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