
 

CLACKMANNANSHIRE COUNCIL 

Report to Scrutiny Committee 

 Date of Meeting: 24th August 2017  

Subject:  Housing and Community Safety Performance Report 2016-17 

Report by:  Head of Housing & Community Safety   

1.0 Purpose 
 

1.1. This report provides a summary of performance in some of the main areas of 
the operation of this service, to the end of financial year 2016-17 

 
2.0 Recommendations 

2.1. It is recommended that Committee notes the report, while commenting on and 
challenging the performance as appropriate. 

3.0 Background  

3.1. The Housing & Community Safety Service deals with the following functions:- 
 

• Council Housing Management:  landlord services including repairs and 
income collection to approximately 5,000 properties across 
Clackmannanshire.  

• Revenues and Benefits: Collection of council tax and other sources of 
income; and distribution of benefits.   

• Community Safety:  Working with Police Scotland and other partners in 
the Alliance to improve well-being and safety in Clackmannanshire.  

• Strategy and Support: health and social care integration; support for 
vulnerable groups; identifying needs and planning for new housing; 
services to owners.  

• Corporate Property:  planned and reactive repairs for all public buildings 

3.2. The Corporate Property function was transferred into the service from January 
2017, so no report on its operations is included in this report.  

3.3. Due to the work with Vanguard Scotland and the various teams that have 
been added to the service over the last three years, staff restructuring 
continued during the year.    The housing management team is now largely in 
place.  The service now employs housing officers providing generic services 
within small geographic areas.  The new ways of working allow housing 
officers to better understand tenants and the areas.  

THIS PAPER RELATES TO 
ITEM 8 

ON THE AGENDA 
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3.4. The Revenues team structure will be reviewed following the transfer of rents 
to the housing team, ongoing improvements in working practices, legislative 
changes, and some staff turnover.  

3.5. The Strategy and Community Safety teams have been undergoing a period of 
managed contraction during 2016/17 and this will continue due to approved 
Council savings in 2017/18.   

3.6. In January 2017, the staff and the workload from the ‘Assets Team’ 
transferred to the service.  This integration will improve the delivery of repairs 
and programmed work to public buildings.   

3.7. The full list of performance indicators for each part of the service is attached 
at appendix 1.  

4.0 Financial Savings   

The Housing Revenue Account (HRA)  

4.1. The HRA does not face the same financial challenges as the Council general 
fund.  The rents paid by tenants cover all the costs of the services provided.  
As the HRA is ring-fenced any savings made do not contribute to the 
Council’s overall financial health.  However, every effort is made to continually 
improve the efficiency and quality of the housing management service.  

4.2. The financial performance of this account over each of the last three years is 
shown in table 1 below.   
 
Table 1. HRA out-turn 2015-17 
Housing Revenue Account March 2015 March 2016 March 2017 
(-Under) / Overspend  (-£0.691M) (-£0.478M) (-£1.257M) 

4.3. These significant “underspends” have been achieved partly as a result of the 
work done with Vanguard Scotland.  The service focuses on improving 
customer service whilst reducing waste and failure demand.  This is difficult to 
project and it is recognised that performance can fluctuate in certain areas.  

4.4. This year repairs and maintenance costs are £900K under budget.  This will 
partly reflect the significant investment made in the stock in recent years, as 
well as the focus on getting jobs right first time and a reduction in the use of 
external contractors.  Central support charges have also reduced.  

4.5. Staffing costs were also £443K under budget.   This was due to deletion of 
some vacant posts through efficiencies, and delays in filling the new posts 
created as a result of the service restructure.  

Housing General Fund Services  

4.6. Around a quarter of the staff in the service are engaged in general fund 
activities: homelessness, strategy; revenues; community safety; and now 
public buildings maintenance.  As a result savings targets have been set for 
these services and Table 2 shows the savings made and planned.   
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Table 2: Housing General Fund:  Budget Savings 
 
Year  

Housing GF 
Saving % Budget 

Council 
saving % Budget Saving 

2014-15 £0.646m 27.71% £4.312m 3.76% 
2015-16 £0.469m 14.52% £3.017m 2.57% 
2016-17 £0.455m 14.68% £7.501m 6.13% 
2017-18 £1.040m 11.10% £6.804m 5.61% 
Total £2.610m  £21.634m  

4.7. This table shows that over 10% of the council efficiency savings made over 
the last three years have been derived from the housing general fund.  The 
general fund  

4.8. This account also achieved a significant underspend, and has done so in 
each of the previous three years, as shown in table 3, below.   

Table 3: Housing General Fund Outturn summary 2015-17 
 March 2015 March 2016 March 2017 
(Under) / Overspend  (-£0.351M) (-£1.279M) (-£1.477M) 

4.9. Again this can be partly attributed to ongoing efficiencies, which have meant 
that some of the vacancies that arose were not filled.  Another significant area 
of saving included the substantial reduction in the use of Bed and Breakfast 
accommodation for homeless people.  

4.10. The main underspend was in the provision made for money the council 
provides in housing benefit payments.  Whilst central Government provides 
grant funding to local authorities to meet these payments there are some 
tenancies (predominately homeless accommodation and B&B) where the 
housing grant does not fully cover the rental charge.  The DWP provides an 
estimate at the beginning of year of the housing benefit bill (approximately 
£19M) based on historic evidence and assumed economic growth.  The 
budget provision made for Housing Benefit payments has proved over the last 
two years to be excessive, resulting in the near £1M underspend.   For this 
year (17-18) with the introduction of Universal Credit the Housing Benefit 
funding will be much harder to estimate, but the budget was reduced by 
£600K.  It should also be noted that changes to benefit regulations and 
Universal Credit will reduce income levels for coming years, so accurately 
predicting the Council budget requirement will become more difficult and 
overspends may be likely in future.   

HRA Capital Programme 

4.11. The service also provides upgrades to Council properties.  In each of the last 
three years this budget has been underspent, as shown in table four.  Details 
of the programme can be found in appendix 2.   

Table 4: HRA Capital Programme 2015-17 
 March 2015 March 

2016 
March 
2017 

(Under) / Overspend -£3.016m -£6,271k -£6.842m 

4.12. £700K of this year’s underspend can be attributed to savings on contracts, 
and a further £2.7M from the increase in house sales due to the right to buy.   
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4.13. This still leaves around £3.5M underspend (from a £11.8M budget).  Whilst 
around £2.6M can be attributed to delays outwith the control of the service in 
starting three large projects, the consistency of the underspend on 
programmed works requires further consideration.   

5.0 Housing Management Service Performance 

5.1. Each year the Scottish Housing Regulator (SHR) requires every landlord in 
Scotland to provide it with its financial and performance information across a 
range of key performance indicators.  The SHR uses this to monitor and 
assess landlord performance against the Social Housing Charter, and to 
decide the level of engagement with each landlord. The data collected is 
therefore the key performance indicators for the Housing Management 
service.   The full return on the charter can be found here.   
http://www.clacks.gov.uk/housing/reportingourcharterperformance/ 

5.2. Tenant satisfaction measures are clearly the most important for the service.  
Some of the very positive results from the 2016 survey, and the ongoing 
monitoring, are set out in table 5 below  

Table 5: Social Housing Charter Satisfaction Indicators  
 2016-17 2013-16* Change 
Overall satisfaction (indicator 1)  94% 90% + 4% 
Keeping informed about services & decisions 
(indicator 3)  

92% 81% + 11% 

Opportunities to participate in decision 
making process (indicator 6)  

89% 79% +10% 

Standard of home when moving in this 
(indicator 9) 

97% 94% + 3% 

Last repair carried out (indicator 16) 98% 95% +3%  
Overall quality of home (indicator 10)  89% 88% +1% 
Management of the neighbourhood (indicator 
17) 

90% 82% +8% 

Value for money (indicator 29) 93% 80% + 13% 

*some of results are from the 2013 tenant satisfaction survey 

5.3. Other key measures for the service are shown in table x below.  

Table 6: Selected Social Housing Charter Indicators  
 2016-17 2015-16 Change 
Properties Void (empty) at 31.3.17 (indicator c20) 42 68 -26 
% rent lost through empty property (Indicator 34) 1.45% 0.61% 0.84% 
Ave. no. days to re-let properties (Indicator 35)  54.9 35.8 19.1 days 
No lets during the year (Indicator C9) 495 363 132 
Ave. no. of reactive repairs completed per 
occupied property (Indicator C13) 

3.80 4.21 -0.41 

Ave. no. of days taken to complete non-
emergency repairs (Indicator 12) 

7.11 5.94 1.17 days 

Ave. no. of hours to complete emergency repair 
(Indicator 11) 

2.21 2.01 0.2 hours 

% reactive repairs carried out in the last year 
completed right first time (Indicator 13) 

91.7% 93.5% -1.8% 

% repairs appointments kept (Indicator 14) 98.7% 99.9% -1.2% 
Gross rent arrears as % of rent due  (Indicator 31) 8.39% 7.95% 0.45% 
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Allocations and Voids 

5.4. Performance on voids dipped during the year. As previously reported this was 
due to a 15% increase in the properties that become void (421 compared with 
367 in 2015/16), with a particular spike in the first half of the year (234 
compared to 187 in the previous year, a 25% increase).   A further 366 
temporary homeless units became empty during the year which was up from 
329 in the previous year.  

5.5. Many of these properties also required extensive works as they had been left 
out of previous refurbishment programmes at the tenants’ request.  

5.6. At the time we identified that the system could not cope with such spikes in 
demand and adjustments in working practices were made.  The low number 
of vacant properties at the year end appears to show that changes to 
processes have been successful but this will again be closely monitored this 
year.   

5.7. The number of properties let in the year (including new builds and OTS) was 
up by over a third on the previous year, with 495 lets compared with 363 in 
2015/16. This is the highest number of properties let in 10 years.  Of the 495 
lets in the year, almost half (230) were to homeless applicants.    

5.8. There were 36 allocations to Council new build properties (there were none in 
the previous year) and 19 lets were to properties purchased to add to our 
stock.  A further 93 nominations were made to housing associations.    

5.9. It can therefore be seen that waiting list applicants and homeless people have 
had the most rehousing opportunities for at least a decade.   

5.10. Refusals of offers made on properties also fell during the year, from 46% to 
35%.    It is felt this reflects both the standard of properties and the increased 
efforts made to tailor offers to be applicants’ preferences 

Repairs  

5.11. Repairs indicators overall remain steady.  Most pleasingly, satisfaction levels 
remain high. There is evidence that the system has become more efficient.  
More work has been brought in house, and costs have fallen.   The reduction 
in the number of reactive jobs can be attributed to the capital investment in 
the stock and the focus on eliminating re-occurring jobs.  However, it cannot 
be said with certainly based on only one year that this is the start of a long 
term trend, and there was also a change made during the year to the way job 
numbers are calculated.   

Rent Arrears 

5.12. An area of concern for the service is rent arrears.  The transfer of the rent 
function to the housing team was completed in the final quarter of the year, 
when the full complement of housing officers was in place.  Training of all 
team members is ongoing, so it is expected that the full benefits of changes to 
the structure and processes will be not be seen until 2017-18.    
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5.13. Whilst the gross arrears figures increased the number of tenants in arrears 
actually fell from 26.4% to 25.1%.  However, the impact of Universal Credit 
(UC) has already had the negative impact expected, as demonstrated in the 
following table.    

Table 7: Universal Credit and Rent Arrears 
 Number Arrears  
UC claimants at year end 117 
Total number of UC cases in arrears at year end 108 £83,031

Average arrears per case  £710
  
UC claimants not in arrears before  61 £23,593

5.14. The table shows that 92% of UC cases are in arrears, and of these 52% had 
never been in arrears before.  This does not fully explain the increase in 
arrears, but it does demonstrate the difficulty that will be faced as UC is rolled 
out more widely from June 2017.  

6.0 HRA expenditure comparison with other Local Authorities 

6.1. The Scottish Government publishes information for all Scottish Local Authority 
housing income and expenditure1.  The following tables from this report 
demonstrate that when compared with other Scottish councils, 
Clackmannanshire's management costs and void rent loss figures are mid 
table; with arrears towards the top end.   

 

 

                                                 
1 http://www.gov.scot/Topics/Statistics/Browse/Housing-
Regeneration/HSfS/HRAmainpage/HRA201617/HRA1617bulletintableschart 
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7.0 Revenues Service  

7.1. The work of the revenues team was comprehensively dealt with in the Annual 
Review of Debtors 2016-17 report to the Council meeting held on 28th June 
20172, and reference should therefore be made to that report for a full 
breakdown of the service performance.  Some of the key figures to highlight 
are set out below.   

7.2. Housing benefit processing had been a significant concern in recent years.  
This was addressed in 2015/16, and the changes made to processes appear 
to have been successfully embedded.  Average processing times for both new 
claims and changes are now better than the national average and the 
Council’s best ever recorded performance.     

Table 8:  Housing Benefit Processing Times 
Performance 

Indicator 2014/15 2015/16 2016/17 National 
Average 

HB Processing 
of new claims 

(days) 
32 34 23 25 

HB Processing 
of changes 

(days) 
12 14 5 10 

7.3. The Department for Work & Pensions (DWP) has just recently published 
Caseload Management Information (CMI) statistics for 2016/17.  This is where 
the DWP analysts examine the individual benefit caseload of each local 
authority and try and predict the expected outcome that should be achievable 
if Councils intervene successfully and process change of circumstances to 
ensure benefit in payment is correct.  For 2016/17, Clackmannanshire 
Council’s CMI score was the best in the UK at 101% compared with a UK 
wide score of 74% and a Scotland wide score of 81%.    

7.4. As was reported to Council in June the value of HB overpayments increased 
during 2016/17, however these early intervention steps, although uncovering 
further claims where individuals haven’t kept us up to date with changes in the 
household or their financial situation.  It should mean that the value of such 
occurrences is less going forward.  The DWP have offered to work with the 
council on further recovery action to attempt to reduce the level of 
overpayment debt.  

7.5. Council tax collection rates maintained the positive progress achieved in the 
previous year. In-year collection rate for 2016/17 was 95.85%, slightly up on 
last year’s record of 95.77%.   The national average in year collection rate is 
95.8%.   The introduction of Universal Credit and reduced take up of Council 
Tax reduction represents a risk for the collection rate going forward.   

7.6. As reported to June Council, Former tenant arrears are one area identified for 
improvement during the coming year.  There was an increase of £91K in this 
figure during the year, despite the overall collection rate increasing by 12%. 

                                                 
2 http://www.clacksweb.org.uk/document/meeting/1/784/5662.pdf 
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Table 9: Former Tenants Arrears 
 2015/16 2016/17 Increase 

Amount £727,577 £818,396 £90,819 
No. of accounts  1398 1522 124 

Average debt / account £520 £538 £18 

8.0 Strategy and Community Safety 

New Housing 
8.1. 84 new and off-the-shelf affordable homes were added in 2016/17 by the 

Council and its RSL partners.   
 

Number Address Completion Date 

21  James Pollock Court, Tillicoultry (Council) May 2016 

19 Fairfield School Court, Sauchie (Council)  August 2016 

19 Off the shelf purchases (Council / Ochil View) March 2017 

21 Tullibody (Kingdom HA)  March 2017 

4  The Nethergate, Alva (refurbishment) March 2017 

84 
 

8.2. The total Scottish Government affordable housing grant claimed during the 
year was £3.666M, exceeding the budget target and (£3.654M) and nearly 
£1.4M more than 2015/16.   

Community Safety 

Multi Agency Tasking & Coordination (MATAC) group  

8.3. The Multi Agency Tasking & Coordination (MATAC) group meets fortnightly to 
coordinate the actions of its members in tackling community issues and 
complaints of anti-social behaviour. This year has seen a reduction in the 
number of complaints regarding youths gathering and causing disturbances 
and in public space anti-social behaviour in general. Continuing issues around 
Alloa town centre remain a focus of the group’s activity. 

8.4. The work of the group has been enhanced by the recent attendance of 
representatives from Kingdom Housing Association and from Youth Justice 
Services. 

CCTV 

8.5. The new CCTV arrangements implemented in April 2015 have continued to 
achieve the efficiencies proposed. During the year, the system was 
augmented by the acquisition of a number of re-deployable CCTV cameras.   

8.6. The deployment and governance of the mobile cameras is overseen by 
MATAC. These cameras can be mounted upon lampposts and quickly moved 
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to deal with issues as they present. Significantly more flexible that the static 
cameras already located around Clackmannanshire, these can be utilised to 
deal with a range of issues from public protection to ASB, littering, fouling and 
fly tipping 

Multi-Agency Public Protection Arrangements (MAPPA).  

8.7. MAPPA is the process through which the Police, Probation and Prison 
Services work together with other agencies to manage the risks posed by 
violent and sexual offenders living in the community in order to protect the 
public. 

8.8. The Housing Service continues to play a significant role in the MAPPA 
process. The provision of suitable, risk assessed, properties for those 
managed by MAPPA remains a very real challenge, particularly when 
properties need to be set aside, for significant periods, as a contingency 
against the release of certain offenders. This is a matter being discussed at 
the strategic level with our partners and has been a particular issue over the 
last year. 

Community Wardens 

8.9. The Community Wardens dealt with 507 service requests in 2016/17 with the 
most common being shown below: 

 
• Private Landlord Registrations   40 
• Dog Fouling      135 
• Open Space ASB     81 
• Neighbour Dispute     66 
• Noise Issues      76 
• Needles      20 
• MATAC Requests     23 

8.10. Amongst other functions, the Community Warden Team also  
o Assisted Waste Services providing advice to residents during the 

changes to bin collections dates;  
o Visited CAP offices in the transition to single staffing.  
o Patrolled the 18 primary schools to prevent vandalism.   
o Delivered information to 1000 pupils in 9 primary schools on a wide 

range of safety Needles; Water Safety; Vandalism and Bonfires / 
Firework safety. 

o Worked with both the Coalsnaughton Regeneration Group and the Fire 
Service on safety initiatives.  

o Promotion of Rural Watch Scotland, through Neighbourhood Watch 
Scotland visiting properties and providing home safety & security advice 
to residents. 

 
9.0 Other Areas of Note.   

Advice Services  

122



 

9.1. The Council financially supports the Citizens Advice Bureau to provide advice 
services.  CAB reports that during the year, 3269 clients presented to them for 
help.  As a result of this advice the total client financial gain was £735,752. 

9.2. In the final quarter of the year a new CAB service specifically aimed at tenants 
started.  Between January and March 2017, 33 cases were recorded by the 
Housing Debt Adviser, of which 16 were referred directly by the housing team.  
Of the total, 21 have rent arrears.   

Response rates to complaints, enquiries and FOIs  

9.3. It is a priority for the service to respond to all complaints and enquires within 
the time limits wherever possible.  As can be seen from the table below there 
were few instances when time limits were not met, and performance 
compares favourably with the council averages.   

 Housing and community safety 

Number                  % on time  

Council 

   Number                  % on time  

Complaints (stage 1+2)  82 100% 174 75% 

Complaints stage 1 67 100% 149 79% 

Complaints stage 2 15 100% 25 84% 

Councillor enquiries 221 100% 607 88% 

MP / MSP enquiries 83 96% 193 86% 

FOIs 206 98.5% 1038 94% 

Vanguard Legacy  

9.4. The work with Vanguard Scotland ended during the year.  To help ensure that 
the changes made as a result Vanguard project are embedded, another 10 
members of staff successfully completed the Chartered Management Institute 
(CMI) Level 4 Certificate in Management and Leadership, adding the four 
trained in the previous year.  

9.5. The Chartered Management Institute (CMI) is the only chartered body in the 
UK dedicated to management and leadership. Its professional qualifications 
are recognised and respected by regulatory authorities and employers alike. 
Vanguard Scotland delivered the training and is the only CMI Approved 
Centre to offer the opportunity to achieve a CMI management qualification 
whilst embarking on an organisational change programme using Vanguard 
systems thinking change methodology. The course teaches change 
management skills, and how to think about work design and policies in a more 
systemic way to improve performance through increased staff engagement 
leading to increase customer satisfaction levels and lower cost.  

10.0 Sustainability Implications 

10.1. The Clackmannanshire Housing Strategy is subject to a full Environmental 
Impact Assessment which will incorporate its principle priorities and actions. 

11.0 Resource Implications 
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11.1. Financial Details 

 The full financial implications of the recommendations are set out  in the 
 report.  This  includes a reference to full life cycle costs where appropriate.
            
            Yes √ 

 Finance has been consulted and has agreed the financial implications as set 
out in the report.              Yes √ 

11.2. Staffing  

 There are no additional staffing implications associated with this report.   

12.0 Exempt Reports          

12.1. Is this report exempt?       

 Yes   (please detail the reasons for exemption below)    No √ 

13.0 Declarations 
 
The recommendations contained within this report support or implement our 
Corporate Priorities and Council Policies. 

(1) Our Priorities  (Please double click on the check box ) 

The area has a positive image and attracts people and businesses  √ 
Our communities are more cohesive and inclusive √ 
People are better skilled, trained and ready for learning and employment  
Our communities are safer  √ 
Vulnerable people and families are supported √ 
Substance misuse and its effects are reduced   
Health is improving and health inequalities are reducing   
The environment is protected and enhanced for all  √ 
The Council is effective, efficient and recognised for excellence  √ 
 

(2) Council Policies (Please detail) 

14.0 Equalities Impact 

14.1. Have you undertaken the required equalities impact assessment to ensure 
that no groups are adversely affected by the recommendations?  
       Yes      No √ 

15.0 Legality 

15.1. It has been confirmed that in adopting the recommendations contained in this report, 
the Council is acting within its legal powers.   Yes  √ 

16.0 Appendices  

16.1. Please list any appendices attached to this report.  If there are no appendices, 
please state "none". 
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 1. Performance Measures 
  2. HRA Capital Programme detail 
Background Papers 

16.2. Have you used other documents to compile your report?  (All documents must 
be kept available by the author for public inspection for four years from the 
date of meeting at which the report is considered)    

 Yes   (please list the documents below)   No√ 
Author(s) 
NAME DESIGNATION TEL NO / EXTENSION 
Jennifer Queripel Service Manager 2475 
Murray Sharp  Service Manager 5113 
 
Approved by 
NAME DESIGNATION SIGNATURE 
Ahsan Khan Head of Service 

 
Nikki Bridle Depute Chief Executive 
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Housing, Revenue & Community Safety Service    
       APPENDIX 1 

Business Plan 2016-17  

Year End Report 
 
Key to symbols used in this report 
 
 

PIs ACTIONS RISKS 

Short Trend 
Compares this quarter's performance with last quarter

Expected Outcome 
Manager assessment 

Current Rating
Likelihood x Impact 

(1 - 5) 
Status 

 Performance has improved  Already complete  Rating 16 and above 

 Performance has remained the same  Meet target/complete within target dates  Rating 10 to 15  

 Performance has declined  Will complete, but outwith target   Rating 9 and below 

 
No comparison available - May be new 
indicator or data not yet available  Fail to complete 

The likelihood of a risk occurring, and the impact if it does occur 
are each scored on a scale of 1 to 5, with 1 being the least likely 
or the least significant impact. Detailed guidance on scoring is 
provided in the Risk Management Policy and guidance. 
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1) The area has a positive image and attracts people and businesses  
 

   2014/15 2015/16 2016/17  

Source 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

HCS CUS 
003 

% tenants satisfied with the 
management of the 
neighbourhood they live in  

Charter 
83% 83% 90% N/A 

The data from this indicator is from the Tenant 
Satisfaction Survey 2016. The results from that survey 
were very positive  

HMO ALL 
005 

Average length of time taken to 
re-let properties in the last year - 
excluding new-build & OTS  
(i) The total number of properties 
re-let in the reporting year.  
(ii) The total number of calendar 
days properties were empty.  

Charter 

40 36 55 36 

Our performance on length of time to re-let voids this 
year has dipped with the average length of time taken 
to re-let properties in the year 55 days compared with 
36 days in the previous year.  This was due to the 
increased number of terminations in the first quarter of 
the year.   
 
However, re-let time for the 30 voids let in March was 
down to 32 days. 
 

HMO ALL 
041 

Total number of lets (including 
new builds and OTS)  

Charter 

403 363 495 N/A 

The number of properties let in the year (including new 
builds and OTS)  remains higher than compared with 
the same period last year, with 495 let compared with 
363 in 2015/16. This is the highest number of 
properties let in 10 years.  Of the 495 lets in the year, 
36 were allocations to Council new build properties 
(there were none in the previous year) and 19 lets 
were to properties purchased to add to our stock. 

HMO ALL 
056 

The percentage of tenancy offers 
refused during the year  
(i) Number of tenancy offers 
made during the reporting year.  
(ii) The number of tenancy offers 
that were refused.  

Charter 

46% 46% 35% 40% 

The rate of properties refused has reduced 
significantly. Following analysis of the reasons for 
refusals and using that information we redesigned our 
process to ensure that we gave the customer all the 
information they needed, and that we got all the 
information we required from them to minimise the risk 
of offers being refused. As a result, refusal rate has 
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   2014/15 2015/16 2016/17  

Source 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

reduced to 35% and is well in excess of our target.  

HMO ALL 
057 

The number of empty dwellings 
that arose during the last year in 
self-contained lettable stock  

Charter 

398 367 421 N/A 

There has been an increase in the number of properties 
becoming void during the year.  
 
Our capacity to cope with the spike in the number 
becoming void in the first half of the year (234 
compared with 187 the previous year) and with the 
increased lettings workload has impacted on our 
turnaround time to let voids. 
 

HMO ALL 
071 

The percentage of lettable 
dwellings that arose during the 
year (excluding new-build and off 
the shelf purchases) in self-
contained lettable stock.  

Charter 

8.21% 7.59% 8.75% N/A 
There has been an increase in the number of properties 
becoming void in the year compared with the previous 
two years. 

HMO TEM 
074 

% of factored owners satisfied 
with the factoring service they 
receive  

Charter 
20% 69.23% N/A N/A 

A satisfaction survey was posted out to the 29 
customers that received a factoring service during 
2016/17.  No completed surveys were returned.     

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 
070 

Redesign Estate management 
service to focus on customer 
priorities.  

31-Dec-
2016   

All Estate operatives are now in place and are trained on 
mobile working. This action is now complete.  

 
 
2) Our communities are more cohesive and inclusive  
 

   2014/15 2015/16 2016/17  

Covalent Ref. PI Description  2014/15 2015/16 2016/17 Latest Note 
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 Value Value Value Target 

HMO HPI 
005 

The proportion of the council’s 
housing stock meeting the 
Scottish Housing Quality 
Standard.  

Charter 

92.6% 97.2% 97.23% 99% 

Out of our current stock of 4949 properties, 4812 meet 
the SHQS.  111 properties are in abeyance and are 
exempt from the calculation.  These are 56 kitchens 
and 55 door entry systems that cannot be upgraded 
due to either tenant or private owners refusing the 
work.  Of the properties failing SHQS, 20 are awaiting 
new Secure Door Entry systems and 6 properties fail 
due to defective wall fabric.  These properties will be 
brought up to the SHQS as part of works planned for 
2017/18.   

HMO TEM 
070 

% of court actions initiated which 
resulted in eviction  

Charter 

9.68% 11.25% 13.51% N/A 

During 2016/17, 74 court actions were raised with 10 
evictions being carried out.  Comparing with 2015/16, 
80 court actions were raised with 7 proceeding to 
eviction.  Housing Officers do everything they can to 
help tenants sustain their tenancies; however, eviction 
may be used when all other interventions have failed 
where rent has not been paid or the tenant is 
Antisocial. 

RGN ACC 
021 

Avg weekly rent for 
Gypsy/Travellers pitch  

Charter £85.00 £85.00 £85.00 N/A The rent for the Gypsy Traveller pitch remained at £85 
per week in 2016/17. 

RGN ASN 
002 

% Satisfaction with management 
of Gypsy/Traveller site  

Charter 
93.33% 28.57% 80% N/A 

Surveys were completed by 10 residents of Westhaugh. 
8 residents were either very or fairly satisfied with the 
management of the site. 

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 079 Review the Housing Allocation Policy  31-Dec-2016   

Following consultation, a draft of the report was prepared for 
December.  However, it was agreed with the Administration 
that the report should be deferred.  An all member briefing will 
be arranged and Council approval sought after that.   

 
 
4) Our communities are safer  
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   2014/15 2015/16 2016/17  

 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

HMO TEM 
067 

% of ASB cases reported in the 
last year which were resolved 
within locally agreed targets  

Charter 

78.25% 56.39% 59.09% N/A 

Of the 220 ASB cases opened between 1st April 2016 
and 31st March 2017, 21 of the cases closed were 
outwith the agreed target of 20 weeks.   
69 cases were ongoing at 31/03/17.  During the last 
year, the Tenant Scrutiny Panel reviewed the ASB 
procedures.  Implementation of their recommendations 
is underway and will be complete by end of June 2017.  

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 
071 

Implement the use of mobile CCTV 
cameras.  

30-Sep-
2016   

Mobile CCTV cameras are in operation and deployed and 
managed under the oversight of MATAC. 

 
 
5) Vulnerable people and families are supported  
 

   2014/15 2015/16 2016/17  

 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

HMO ALL 
043 

Percentage lets to statutory 
homeless applicants  

Charter 

46 % 57 % 46 % n/a 

With 46% of lets up to end of the year going to 
homeless applicants this is less than the target set. 
Availability of suitable properties for homeless 
applicants has an impact on this measure.  

HMO HPI 
041 

% of approved applications for 
medical adaptations  
completed during the reporting 
year  

Charter 

92% 83% 96% N/A 
This indicator combines major and minor adaptations.  
Following a review of the process, performance has 
improved in this area.  

HMO HPI 
042 

Average time to complete medical 
adaptation applications  

Charter 
38 days 27 days 31 days  

This indicator combines major and minor adaptations.  
During the year, 374 adaptations were carried out to 
assist tenants to remain in their home.  45 of these 
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   2014/15 2015/16 2016/17  

 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

adaptations were major, mostly consisting of bathroom 
adaptations.     

HMO TEM 
054 

Percentage of new tenancies 
sustained for more than a year, 
by existing tenants - Transfer 
(TR)  

Charter 

95% 92% 95%  

Tenancy sustainment levels for transfer applicants have 
improved from the previous year and exceed the target 
set. 2 of the 63 failed tenancies were transfer 
applicants. The Charter indicator measures death of 
tenant as a ‘failed tenancy’. 

HMO TEM 
056 

Percentage of new tenancies 
sustained for more than a year, 
by applicants who have been 
assessed as statutory homeless 
(HP)  

Charter 

80% 86% 80%  

The % Homeless Households sustained has reduced 
since the year end position. 42 of the 63 tenancies 
failing in the year were applicants housed from the 
homelessness route.  The highest reasons for 
termination within the year were Abandonment (10) 
and ASB (7) This is a disappointing result and indicates 
that we need to do much more to help people who are 
homeless, to sustain their tenancies before they are 
offered permanent housing. An action plan has been 
agreed and is now being implemented. 

HMO TEM 
058 

Percentage of new tenancies 
sustained for more than a year, 
by applicants from the Housing 
Waiting List - WL  

Charter 

90% 89% 84%  

The % of Waiting List lets sustained has reduced 
slightly since the year end position. 19 of the 63 
tenancies failing within one year were applicants from 
the waiting list. The greatest reason for termination 
was mutual exchange (6) where tenants have swapped 
properties. The Charter requires this to be reported as 
a failed tenancy.  

HMO TEM 
060 

Percentage of new tenancies 
sustained for more than a year, 
let source by other reason - O  

Charter 
100%    There were no lets in this category.  

RGN AOR 
001 

% of households requiring TA to 
whom an offer was made 

Charter 
98.90% 100.00% 99.82 100% 

As a Local Authority, we are required to offer all 
homeless applicants who need it, temporary 
accommodation. During the year, one applicant was 
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   2014/15 2015/16 2016/17  

 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

not offered temporary accommodation.  Following 
previous placements in B&B and various LA temporary 
accommodation, due to their behaviour, no provider 
was prepared to accommodate them.   

RGN AOR 
002 % of TA offers refused - Total  

Charter 

8.91% 1.67% 7.26% N/A 

The result for 2015/16 is incorrect due to an error in 
data collection/recording during that year. The error 
has been rectified ands so the result for 2016/17/is a 
more accurate reflection of the position and it is a 
slight improvement on 2014/15. People who present as 
homeless sometimes refuse temporary accommodation 
because family can accommodate them in the short 
term. In some cases when young people present as 
homeless due to conflict with parents, if it is safe to 
return to the family home whilst they are waiting for a 
permanent offer, as opposed to moving into temporary 
accommodation, and so this can be a positive outcome 
for the applicant.  

RGN ASN 
001 

% Satisfaction with standard of 
Homeless Temporary 
Accommodation  

Charter 
90% 79% 90%  

Satisfaction levels with temporary accommodation 
have improved significantly compared with the results 
for last year.  

RGN ATA 
201 

Avg no of weeks stay in Homeless 
TA (exiting TA) - LA ordinary 
dwelling  

Charter 
15.20 
weeks 

14.90 
weeks 

15.96 
weeks N/A 

This has increased partly due to lack of suitable 
properties becoming vacant (1 beds) and some 
applicants requiring support to help them get ready for 
a permanent let. 

RGN ATA 
202 

Avg no of weeks stay in Homeless 
TA (exiting TA) - Housing 
Association/ RSL Dwelling  

Charter 38.24 
weeks 

0.00 
weeks 

0.00 
weeks N/A This type of temporary accommodation is not used by 

Clackmannanshire Council.    

RGN ATA 
206 

Avg no of weeks stay in Homeless 
TA (exiting TA) - Bed & 
Breakfast  

Charter 7.27 
weeks 

5.03 
weeks 

4.26 
weeks N/A Average time spent in B and B has reduced. 
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 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

RGN ATA 
208 

Avg no of weeks stay in Homeless 
TA (exiting TA) - Private Sector 
Lease  

Charter 670.86 
weeks 

126.00 
weeks 

40.14 
weeks N/A We no longer have any privately leased temporary 

accommodation. 

RGN ATA 
209 

Avg no of week stay in Homeless 
TA (exiting TA) - other LA  

Charter 4.82 
weeks 

0.00 
weeks 

4.61 
weeks N/A  

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 
072 

Review and redesign the Housing 
Support Service  

31-Mar-
2017   

The support team has been targeted for Voluntary Redundancy and 
workload management in line with ensuring we are only delivering at the 
statutory minimum level will take place on the outcome of the Targeted 
Voluntary Redundancy process. 

HCS SBP 
073 

Housing Officers use the MCB 
improvement budget.  

31-Mar-
2017   

The full budget for the year has been committed and work 
carried out. This budget has supported a substantial area 
improvement in Hutton Park. This has seen the erection of new 
fencing along with landscaping and road resurfacing work. This 
improvement was a tenant priority with the details being 
agreed with the residents in the area.  

 
 
8) The environment is protected and enhanced for all  
 

   2014/15 2015/16 2016/17  

 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

HMO HPI 
013 

15iii) The number and proportion 
of the council’s housing stock 
being brought up to the Scottish 
Housing Quality Standard by 
criteria. Energy efficient - 

Charter 

100.00% 100.00% 100% 100% 

All Council Housing stock meets the requirements of 
the SHQS Energy Efficiency criteria. The Energy 
Efficiency Standard for Social Housing (EESSH) now 
supersedes this indicator.  The target date to meet 
EESSH is 2020.  At the year end, 66% of our housing 
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   2014/15 2015/16 2016/17  

 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

Percentage  stock meets the EESSH.  A programme of work is 
underway to bring the rest of the stock up to the 
required standard by 2020.     

 
Covalent 

Ref. Action Due Date Progress Expected 
Outcome Latest Note 

HCS SBP 
074 

Prepare strategy and action plan to 
ensure the housing stock meets 
EESSH  

31-Mar-
2017   

The strategy is now complete. Energy Performance Certification 
is being completed as part of the scope of upgrade works at 
hand-over in our Window replacement programme with SIDEY 
and our Central Heating replacement and External Thermal 
Wall insulation programme. This allows us to monitor findings 
and make adjustments to the programme of works as 
necessary.  

 
 
9) The Council is effective, efficient and recognised for excellence  
 

   2014/15 2015/16 2016/17  

 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

HCS CUS 
001 

% tenants satisfied with the 
overall service provided by their 
landlord  

Charter 

90.94% 90.94% 94.23% N/A 

The data from this indicator is from the Tenant 
Satisfaction Survey 2016. The results are very positive 
and will be reported to the Scottish Housing Regulator 
in May 2017.  

HCS CUS 
002 

% tenants satisfied with the 
opportunities given to them to 
participate in their landlord's 
decision-making process  

Charter 

79.23% 79.23% 89.12% N/A 

The data from this indicator is from the Tenant 
Satisfaction Survey 2016. The results are very positive 
and will be reported to the Scottish Housing Regulator 
in May 2017.  

HCS CUS 
004 

Percentage of tenants who feel 
their landlord is good at keeping 

Charter 81% 81% 92% N/A The data from this indicator is from the Tenant 
Satisfaction Survey 2016. The results are very positive 
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 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

them informed about their 
services and decisions.  

and will be reported to the Scottish Housing Regulator 
in May 2017.  

HCS CUS 
007 

Percentage of tenants who feel 
the rent for their property 
represents good value for money  

Charter 

79.89% 79.89% 93.23% N/A 

The data from this indicator is from the Tenant 
Satisfaction Survey 2016. The results are very positive 
and will be reported to the Scottish Housing Regulator 
in May 2017.  

HCS CUS 
015 

Percentage of FOI requests dealt 
with within timescale by Housing 
and Community Safety  

 
 100% 99% 100% 

During 2016/17, the Service received 206 FOI 
enquiries.  203 of these were dealt with within 
timescale.   

HCS CUS 
016 

Percentage of Councillor enquiries 
dealt within timescale  

 100% 100% 100% 100% The Service continues to respond to Councillor's 
enquiries within the prescribed timescale.  

HCS CUS 
048 

The percentage of new tenants 
satisfied with the standard of 
their home when moving in  

Charter 
83% 94% 97%  The level of satisfaction when tenants move into their 

home remains high.  

HCS CUS 
049 

Percentage of tenants who have 
had repairs or maintenance 
carried out in the last 12 months 
satisfied with the repairs and 
maintenance service  

Charter 

86% 85% 98%  The level of satisfaction with repairs to the end of the 
year is excellent.  

HCS CUS 
050 

Percentage of first stage 
complaints to Housing and 
Community Safety (inc Revs) 
responded to in full  

Charter 

*100% 100% 100% N/A 

*The 2014/15 data for HCS CUS 050 to 055 was for 
the previous Housing Service only, before Revs and 
other functions were integrated with the service.  
 
Performance remains consistent with all complaints 
being responded to in full.  

HCS CUS 
051 

Percentage of first stage 
complaints to Housing and 
Community Safety (inc Revs) 
responded to in full within SPSO 

Charter 

*100% 100% 100% N/A Performance remains consistent with all complaints 
being responded to within the SPSO timescales.  
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 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

timescale  

HCS CUS 
052 

Percentage of first stage 
complaints to Housing and 
Community Safety (inc Revs) 
Upheld  

Charter 

*41% 52% 45% N/A Less complaints were upheld compared with the 
previous year.  

HCS CUS 
053 

Percentage of second stage 
complaints to Housing and 
Community Safety (inc Revs) 
responded  

Charter 

*83% 100% 100% N/A Performance remains consistent with all complaints 
being responded to.  

HCS CUS 
054 

Percentage of second stage 
complaints to Housing and 
Community Safety (inc Revs) 
responded within SPSO timescale  

Charter 

*100% 100% 100% N/A 
Performance remains consistent with all 2nd stage 
complaints being responded to within the SPSO 
timescale.  

HCS CUS 
055 

Percentage of second stage 
complaints to Housing and 
Community Safety (inc Revs) 
upheld  

Charter 

*50% 60% 42% N/A There has been a reduction in the % of 2nd stage 
complaints upheld compared with the previous year.  

HMO ALL 
035 

% of rent due lost through 
properties being empty during 
the last year  

Charter 
1.10% 0.61% 1.45%  

This has increased and is in part due to the increased 
number of voids in the year but also due to a dip in 
performance in turnaround time. 

HMO ALL 
072 

% of existing tenants satisfied 
with the quality of their home  

Charter 

88% 88% 89% N/A 

The data for this indicator is from the Tenant 
Satisfaction Survey 2016. The results are very positive 
and will be reported to the Scottish Housing Regulator 
in May 2017.  

HMO HPI 
001 

% Properties with Current Gas 
Safety Certificate  

Charter 100% 100% 100% 100% The service continues to prioritise gas safety checks 
and maintain this excellent performance.  

HMO PRO 
005 

Average Length of Time Taken to 
Complete Emergency Repairs  
(i) The total number of 

Charter 
1.95 2.01 2.21 N/A 

The average time to complete emergency repairs for 
the year 2016-17 is 2.21 hours. This is an increase in 
from 2.01 in 2015-16 and 1.95 in 2014-15.  
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 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

emergency repairs completed in 
the last year  
(ii) The total number of hours 
taken to complete emergency 
repairs  

We are working to improve our performance so we 
have cut out the waste and duplication in our 
processes.  We have stopped using the opti time IT 
system and put the control with staff to manage each 
repair job. We have analysed our data to find out why 
some jobs were taking longer to complete. Knowing 
the reasons for the delays has enabled us to redesign 
our processes to ensure that the reasons for the delays 
are being tackled. Performance has already improved 
and this result will improve in 2017/18.  
 

HMO PRO 
006 

Average Length of Time Taken to 
Complete Non-Emergency Repairs 
(i) The total number of non-
emergency repairs completed in 
the last year  
(ii) The total number of working 
days to complete non-emergency 
repairs  

Charter 

6.28 5.94 7.11 N/A 

The time has increased in 2016-17 however 
improvements have been made in the second half of 
the year.  All jobs are appointed and these are 
monitored daily by our Senior Officers.  The trade 
teams take ownership of their work by keeping tenants 
informed about the repair.  They also contact tenants 
for access.   

HMO PRO 
007 

Percentage of reactive (non-
emergency) repairs completed 
right first time during the 
reporting year  
(i) Number of reactive repairs 
completed right first time during 
the reporting year  
(ii) Total number of reactive 
repairs completed  

Charter 

91.6% 93.5% 91.7% N/A 

The Scottish Housing Regulator Technical Guidance 
sets out the criteria that must be met for a repair to be 
considered Right First Time.  Changing the repairs 
process to focus on customers’ needs leading to an 
increase in jobs completed right first time.    

HMO PRO 
008 

Percentage of repairs 
appointments kept  
(i) Do you operate a repairs 

Charter 
90.09% 99.91% 98.67% N/A 

10,085 repairs appointments were made with 9951 
appointments being kept.  During a switch over of 
appointment system some appointments were missed 

138



   2014/15 2015/16 2016/17  

 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

appointment system Y/N?  
(ii) Number of reactive repairs 
appointments made int the last 
year  
(ii) The number of appointments 
kept in the last year  

as staff got used to the new system. 

HMO TEM 
010 

Rent collected as percentage of 
total rent due in the reporting 
year  
(i) The total amount of rent 
collected in the reporting year  
(ii) The total amount of rent due 
to be collected in the reporting 
year (annual rent debit)  

Charter 

99.05% 99.07% 98.82%  98.82% of rent due has been collected in the year.  

HMO TEM 
011 

Gross rent arrears (all tenants) as 
at 31 March each year as a 
percentage of rent due for the 
reporting year  
(i) The total value (£) of gross 
rent arrears as at the end of the 
reporting year  
(ii) The total rent due for the 
reporting year  

Charter 

7.39% 7.95% 8.39%  

This figure has increased from the previous year but 
analysis shows that the impact of Universal Credit has 
impacted on our ability to reduce the arrears figure. Of 
the 117 tenants on UC, 108 are in arrears, 61 of whom 
were not in arrears before going on to UC. 

HMO TEM 
071 

Average annual management fee 
per factored property  

Charter 

2.17 2.33 25.74 N/A 

Each factoring job is charged a management fee.  
During 2016/17, 29 factoring jobs were carried out 
resulting in an average charge of £25.74 per factored 
property.    

RAP CTA 
002 

Cost of collecting Council Tax (per 
dwelling)  

Director 
of 
Finance £16.69 £19.55 TBC N/A 

This measure and calculation is currently under review 
by the improvement service and the Institute of 
Revenues Rating & Valuation, anticipated to be 
received by August 2017. 
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 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

RAP CTA 
007 NDR in year collection rate  

Director 
of 
Finance 

97.26% 98.15% 97.09% 98% 

Nominally we collected closer to the billed amount than 
in 15/16 (£138k) however the reduction in the 
numerator (billed amount) meant the percentage 
collected was lower.   In addition, in review of 
performance in 2016/17 versus 2015/16, highlights 
that during 2015/16 their was a number of billing 
changes due to reductions in ratable value by the 
assessor.   Unlike other collection areas the Council 
can't start any recovery action until at least October of 
the year, if arrangements are then made we have on 
very limited occasions accepted payments stretching 
into April, as this billing year doesn't start until May. 

RAP CTA 
011 Sundry debt in year collection  

Director 
of 
Finance 

73.95% 73.84% 80.12% N/A Improved during the year.   

RAP CTA 
019 Debt collection rates > 90 days  

Director 
of 
Finance 

33.46% 43.10% 52%  Improvement in other areas was not reflected in this 
figure and it will be a focus for activity during the year.  

RAP CTA 
01a 

Council tax collected within year 
(excluding reliefs & rebates) 

Director 
of 
Finance 94.4% 95.77% 95.85%  

After a challenging start to 2016/17 billing, collection 
and recovery due to having to delay initial recovery.  
Adhering to the new agreed process and principals of 
recovery we still finished the year with record collection 
for the Council. 

RAP CTA 
020 

Number days taken on average to 
process new benefits claims  

Director 
of 
Finance 32 34 23 N/A 

Performance in benefits processing for both new claims 
and change in circumstances is now at the best times 
the Council has achieved, this improvement started 
due to change in practices following Vanguard 
intervention and been sustained since.  

RAP CTA 
021 

Number of days taken on average 
to process changes to benefits 

Director 
of 12 14 5 N/A Performance in benefits processing for both new claims 

and change in circumstances is now at the best times 
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 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

claims  Finance the Council has achieved, this improvement started 
due to change in practices following Vanguard 
intervention and been sustained since.  

RAP CTA 
022 

Percentage of applications to 
Local Social Fund processed 
within 2 days (Crisis grants)  

Director 
of 
Finance 

100% 100% 83.97% N/A 

As reported to audit committee the service is not 
convinced the previous results were entirely accurate 
through the SWF system. Significant resource time 
utilising overtime was expended to try and ensure 
recent uploads to the Scottish Government statistics 
team are as accurate as possible.  
Comparison between Q3 16/17 and 15/16 shows a 
40% increase in applications in the same period). This 
trend has continued in Q4. This trend started with the 
concentrix tax credits issue and to ensure that those 
affected didn't need to re-apply for assistance whilst 
HMRC resolved the issue, cases were left open on the 
SWF system to ensure families weren't put under 
further stress to re-apply for assistance for a national 
issue not of their making.  

RAP CTA 
023 

Percentage of applications to 
Local Social Fund processed 
within 28 days (Community Care 
grants)  

Director 
of 
Finance 

100% 100% 93.3% 100% 

As reported to audit committee the service is not 
convinced the previous results were entirely accurate 
through the SWF system. In Q we have seen a 52% 
increase in applications compared with the same period 
in 2015/16. The increase in volume of applications for 
both crisis and community care has resulted in a 
number of applications going over the internal target 
timescale. A key target for the service has been to 
ensure that before we head into 2017/18, all 
applications are closed off as in previous years the 
Service has always had a c/f into the next financial 
year. This has been the first year the Council has fully 
spent its entire allocation for both crisis and community 
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 2014/15 2015/16 2016/17 Covalent Ref. PI Description 
 Value Value Value Target 

Latest Note 

care grants.  

HCS AB2 
GOV 

% Sickness absence (Housing & 
Community Safety)  

 

4.93% 5.29% 5.94%  

The sickness absence across the service has increased 
compared with the full year last year. We have 
undertaken a review of sickness absence and put 
measures in place to address the high level of 
absenteeism.  To try and reduce our short and long 
term absences, managers are sharing best practice and 
are being assisted by HR to ensure all current and new 
absentees are being managed in accordance with the 
policy.  

 
Covalent Ref. Action Due Date Progress Expected 

Outcome Latest Note 

HCS SBP 
075 

Review the HRA Financial Business 
Plan  

31-Mar-
2017   

The Capita Business Plan model is now complete and scenarios 
are being modelled. The scenarios will be consulted on and a 
paper will be presented to Council in Autumn 2017.  

HCS SBP 
076 

Implement the integrated Housing IT 
system  

31-Mar-
2017   

The implementation of the project has been split into two 
parts. Part One has commenced and will focus on the Asset 
and Repairs elements of the new system. The implementation 
of the Housing IT system is dependent on the upgrading of the 
Finance system as they are both part of the same overall 
software solution.  

HCS SBP 
077 

Review and implement the Audit 
Scotland Housing Benefit 
requirements  

31-Jan-
2016   

Interventions complete, update letter to that affect will be 
issued to Audit Scotland this month before their 31st of Jan 
deadline on the results.  

HCS SBP 
078 

Implement the redesign of the 
council tax system  

31-Dec-
2016   

As per all Vangaurd reviews work doesn't stop on the system 
and we are continually seeking improvements to the 'system' 
for the benefit of our customers.  
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Appendix 2 
 
2016-17 Year End Report - HRA Capital Programme & SHQS/EESSH 

 
Achievements 
 
In the last financial year the council has invested £6.1m on key projects. This builds 
on previous investment commitments and consolidates compliance with the Scottish 
Housing Quality Standard (SHQS) whilst working to achieve  the new Energy 
Efficiency Standard for Social Housing (EESSH) by the May 2020 deadline.  
 
The following works completed in 2016-17  
 
Project  Number of Houses Completed  
Bathroom Replacement  25 Replacements Complete  
Refurbishment of Block 45-
51 The Nethergate, Alva  

Refurbishment of 4 flats to SHQS & EESSH 
Standards.  

Kitchen Replacement - PCU  41 new kitchens fitted  
Major Adaptations - 45 Property Adaptations to sustain tenants within 

their homes.   
Damp Rot Eradication  81 jobs complete  
Front Door Replacements  8 homes completed  
Central Heating Programme  770  homes upgraded with new central heating 

system with "A" Rated combi boiler .  
Safe Electrical Upgrades   255 homes rewired and a further 284 tested  
Houses with Roof and Wall 
Replacement  

 122 houses completed  

Roof Replacement  56 roof upgrades completed  
Roughcast /Cladding 
Replacement  

 131 homes re-rendered  

Secure Door Entry Upgrade  Works completed to 11 common blocks  
  
Fencing Replacement  95 properties complete – front and rear garden 

fences upgraded  
Asbestos Testing  73 property surveys undertaken  
Asbestos Removal Works  161 asbestos removals completed  
External Thermal Wall 
Upgrading Programme to 
Non-Tradition stock  

45 non-traditionally built homes have been upgraded 
to meet EESSH  

  
Stock Condition Surveys  15  
Refurbishment to newly 
Purchased Properties.  

 10 properties upgraded to SHQS  

Window Replacement 
Programme – SIDEY  

 323 Homes Complete  

Window Replacement 
Programme – PCU  

208 Homes completed  
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Overall Scottish Housing Quality Standard Position – May 2017  
 
Using the charter methodology for assessment of SHQS, the council is currently 
97.2% compliant. Reported failures and abeyances are as follows:- 
 
Failures    
 

• Free From Disrepair - A total of 6 properties fail the SHQS Section B  "Free 
from Disrepair" criteria as at the 31st of March 2017.  
 
These 6 flats in Alloa Town are in excess of 20% failure of wall fabric.  Council 
properties are in a minority ownership within these blocks and agreement 
needs to be sought with sharing common owners in order to agree a 
programme of works.  
 

• Health Safe and Secure – A total of 20 properties are currently failing due to 
defective secure door entry systems to common flat entrances within 
Tillicoultry High Street.  

  
Abeyances 
 
These are recorded to the Scottish Housing Regulator where it has not been 
possible to carry out planned upgrades due to tenant refusals and failure to gain 
agreement from sharing private owners.   
 

• Kitchen Replacements – 56 kitchens require replacement and upgrade has 
not been possible due to tenant refusals. These have been refused on at least 
four occasions since 2006 and these are reported as abeyances.   

 
• Secure Door Entry Replacements – There are 55 Council properties within 

31 shared common blocks that require a secure door entry upgrade. This 
work has not been completed due to the failure to secure agreement with 
sharing owners with often the council in minority ownership. A new Secure 
Door Entry and Common area upgrade contract has been agreed and once 
again the council will attempt to secure agreement and programme failures. 
We have engaged with sharing owners previously and given the cost of 
works, there will continue to be challenges to secure agreement to allow work 
to procced.  

 
SHQS Compliance as at May 2017  

SHQS Number of Properties 
failing  

Percentage 
Compliant 

Tolerable Standard 0 100% 
Free From Serious Disrepair 6 99.9%  
Energy Efficiency 0 100% 
Modern Facilities & Services 56 98.9%  
Health, Safe & Secure 75 98.5%  
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Energy Efficiency Standard for Social Housing (EESSH) - Progress in 2017/18  
 
The Energy Efficiency Standard for Social Housing (EESSH) was launched by the 
Scottish Government in March 2014. This is a new energy efficiency rating for all 
Social Housing to be achieved by May 2020. It aims to encourage landlords to 
improve the energy efficiency of its housing stock. This is an enhancement of the 
previous Scottish Housing Quality Standard element 35.   
 
As at May 2017 Clackmannanshire Council is 66% compliant with the EESSH 
standard. Current failures are mainly due to the remaining non-traditionally built 
housing stock, previous central heating programme refusals, coal and electrically 
central heated properties and housing with older heating systems replaced prior to 
2006.  
  
Some challenges to achieving the standard remain, particularly the Weir Multicon 
properties in Westercroft at Caroline Crescent and Parkgate in Alva 
 
HRA Capital Programme End of Year Update  
 
1.SHQS Modern Facilities & Services  
 
All upgrade works to within this category, including kitchen and bathroom 
replacements, are now carried out by the in-house trades based at Kelliebank. This 
safeguards jobs, develops the workforce skill base and has enabled a greater 
number of upgrades to the benefit of customers.  
 
A full kitchen replacement programme is scheduled to complete 330 kitchens per 
year, on a 15 year rolling programme.  This is will reduce reactive maintenance 
requirements particularly within void houses, and help reduce allocation refusals.  
 
 
Bathroom & Kitchen Programme  
 
The bathroom replacement programme is now completed with every tenant offered a 
new modern bathroom.  Any previous refusals in the replacement programme are 
being programmed on request. In 2016-17 a further 25 bathrooms were replaced.  
  
Last year a total of 41 kitchens were replaced to modern standards. This work is due 
to start in June 2017 with a plan to replace 330 kitchens annually on a 15 year rolling 
programme.   
 
Major Adaptations Works  
 
This year a total of 45 house adaptations were carried out to ensure the tenants 
could remain within their homes. All designs and upgrade works were carried out by 
in house staff, within existing resources, so saving costs on external consultants and 
labour.  The programme continues to be provided on a request as needed basis 
aimed at sustaining tenancies and meeting tenants specific needs. Feedback 
following this change has been very positive.   

145



2. SHQS Structural &  Upgrading  Works  
 
Roof and External Wall Upgrade Programme 2015-19  

 
Using information gathered through stock condition surveys and referrals into the 
programme from the reactive maintenance team, the following works have been 
completed:-–  
 

• Roof and Wall Upgrade – 122 Houses  
• Roof Replacement only – 56 Houses  
• Roughcast Cladding – 131 Houses  

 
The scope of works for roofing upgrade included the renewal of rainwater goods with 
rainwater gutter protection brushes.  These have been installed on the back of a 
successful pilot carried out.  These brushes have now been rolled out across all 
roofing installations reducing future maintenance dependency and cyclical costs. On-
going maintenance is reduced further with installation of UPVC eaves, soffit and 
fascia's boards replacing the previous timber finish. 
 
The external roof upgrades uses high quality roof cladding materials, and the wall 
render upgrade utilised modern polymer render systems. This provides an 
aesthetically pleasing finish whilst prolonging the lifespan of the stock, as 
demonstrated for example by the works carried out in The Orchard Tullibody and the 
Hutton Park areas of Alloa. The refurbishment of Hutton Park also included window 
replacement and secure door entry works.  
 
Ongoing investment in roof and wall fabric condition, particular to inter-war stock, will 
be the focus for future programmes.   
 
 
The ongoing Stock Condition survey programme will assess 500 properties per year, 
building on existing information held.  This continues to be augmented by information 
supplied by colleagues across the service. 
 

146



Hutton Park, Alloa: roof and wall upgrades  
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Window Replacement Programme – 2016-17.  
 
The window replacement programme resulted in upgrades to 531 properties in Alloa, 
Coalsnaugton and Cambus.  The programme was split between in house labour 
(208 properties) and in partnership with SIDEY (completing the remaining 323 
properties).  Customer satisfaction with completed works has been excellent across 
the programme with an average 93.3% of tenants being “very satisfied” with the 
completed works.  
 
This was the first time that the in-house trades staff have been involved in the 
window programme.  
 
Upgrading the windows with energy saving reflective glass also further enhances the 
energy performance of the stock, delivering savings to tenants and helping to meet 
the EESSH target .  
 
In 2017/18 a further 550 homes are scheduled for window replacement within areas 
of Alloa, Alva, Dollar, Sauchie Tillicoultry, and Tullibody.  
 
Damp Rot Term Contract 2015-19 
 
In 2017-18 a total of 81 jobs have been carried out to completion to eradicate 
dampness and timber rot within our housing stock. 
 
A long-term contract put in place for these works has resulted a significant saving 
whilst resolving some seemingly intractable long term damp and rot problems. 
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3. SHQS Healthy Safe & Secure  
 
Secure Door Entry Replacement Programme  
 
A total of 11 new Secure Door Entry Systems were installed in 2016/17. The work 
greatly enhances the overall condition and security of the common areas of flats and 
in turn, should ensure easier management and maintenance for tenants and owners.  
 
The in-house trades team has been trained in the maintenance and serving of the 
new entry systems.  This which will ensure more cost-effective repairs and prolong 
the life of the systems.   
 
Secure Door Entry Systems: Main Street Tullibody.  
 

 
 
 
Safe Electrical Rewire Programme 2014-18 
 
A total of 539 Safe Electrical upgrades have been completed in 2016-17.  Customer 
satisfaction from this programme has been excellent for intrusive work, recording a 
95% customer satisfaction rating based on the completed returns.  
 
Our electrical rewire programme is now being dictated by the results from electrical 
testing. Full survey and testing, carried out due to the existing condition of the 
electrics, means many of our properties are able to meet the modern standards 
through carrying out partial upgrade, as opposed to a full electrical rewire.  
 
This is allowing significant savings within our Safe Electrical programme allowing the 
council to upgrade with hardwired smoke detection within our testing programme.  
 
Fencing Renewal Programme- 2015-19  
 
A four year fencing upgrade programme with A & B Reid Fencing was established in 
2016.  Housing Officers working with communities identified priority areas for 
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upgrade. Year 1 of the contract has fence improvements to 95 properties mainly in 
Clackmannan and Coalsnaughton. Feedback from tenants has been very positive. 
Enhancing gardens and common areas has helped with management and security 
issues.  
 
The specification includes items such as galvanised steel posts to ensure longevity 
and reduce ongoing maintenance requirements.  
 
Garden fencing upgrades: Clackmannan.  
 

 
 

 

150



 
4.SHQS Energy Efficiency  
 
Central Heating Replacement Programme 2014-18 
 
The central heating replacement contract 2014 -18 is making good progress with a 
total of 770 new central heating systems fitted during 2016-17.  The specification for 
this includes a full heating upgrade with an "A" Rated SEDBUK boiler.  
 
The central heating replacement programme through to 2018 is established with all 
addresses identified.  A programme of 350 addresses will commence in June 2017.   
This will further strengthen the council’s position in maintaining both SHQS and the 
new Energy Efficiency Standard for Social Housing (EESSH) that has to be met by 
April 2020.  

 
A number of Council properties where we have replaced heating systems have seen 
dramatic improvements in their Energy Performance ratings.   For example 
properties at the Orchard, Branshill Park, Craigview and Lochbrae have seen their 
EPC rating increase from 49 (E) to 72 (C).   The predicted energy savings in these 
properties is £550 per year.  
 
Customer satisfaction for this programme is 96%  
 
 
Upgrade to Non-Traditional Housing Stock: Alva, Coalsnaughton & Tullibody  
 
In 2016-17 a further 45 non-traditionally built properties were upgraded with external 
thermal wall insulation and cladding. Along with greatly improving the external 
aesthetics of these properties, this work greatly improves the energy efficiency of the 
houses and increases the longevity of the housing assets. Completed works are 
broken down to the following areas and house types –  
 

• Alva Weir Timber Houses(Craighorn Road and The Nebit ) –  
• Coalsnaughton BISF Steel Homes (Blackfaulds Street , Sheardale Drive )  
• Tullibody BISF and Cruden Steel (Baingle Brae . Baingle Crescent and 

Stirling Road)  
 
Private owners within the above areas also had upgrade works undertaken and this 
was grant subsidised through the Scottish Government’s Home Energy Efficiency 
Programme (HEEPS) programme. This has seen a transformation in previous tired 
inefficient stock and has contributed to the improved EESSH score.  
 
Purchased Stock  
 
In 2016-17 a further 14 properties have been purchased or acquired through the 
open market and Housing Association transfer and these have been all upgraded to 
meet both the SHQS and EESSH standards prior to re-letting.  
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