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Association�s Board of Management has 
agreed to freeze rent levels for 2021-2022. 
We have been able to do this because our 
�nancial position is strong�. The summary of 
our Financial Position included in this report 
shows this to be the case.

I restated earlier that we remain ambitious, 
and this is exempli�ed by our development 
programme. Work on our development of 50 
new homes at Claish Farm in Callander is now 
approaching completion; two Phases have been 
handed over and have been occupied and the 
�nal Phase will be handed over in the autumn. 
Work has started in conjunction with Dawn 
Homes on 9 homes at Burngreen, Kippen, we 
will shortly commence on site at Balmaha on 
22 units and, in conjunction with MacTaggart 
and Mickel on 30 homes at Gartness Road, 
Drymen. There are also a number of other 
exciting projects in the pipeline which will be 
covered in Rural Matters.

Our Board of Management is a fantastic 
team of volunteers with a mix of professional 
expertise and tenants. I thank everyone for their 
commitment and hard work. We welcomed 
Lorna Cameron and Fionn Stevenson to the 
Board and said goodbye to Alison Smith at our 
last AGM and unfortunately during the year 
Cordelia Guidery has had to step down for 
personal reasons. In addition, Fionn Stevenson 
has informed the Association that she will be 
standing down at the AGM, again for personal 
reasons; I would like to thank Alison, Cordelia 
and Fionn for their very valuable service to the 
Association.

Last year I noted that we had a Working 
Group looking at Customer Engagement, 
Participation, and the development of Scrutiny. 
This group completed its work during the 
year and, following a period of consultation, 
our new Customer Engagement Strategy 
was approved by the Board and launched in 
June, and it is now available on the website. 
The strategy makes it clear that we will be 
working closely with you to ensure we are 
providing the right services in the right way. 
I would like to thank everyone who helped us 
to develop our new strategy by participating 
in the tenants gatherings, providing feedback, 
and responding to consultation surveys.

All Registered Social Landlords (RSLs) must 
submit an Annual Assurance Statement to the 
SHR each year. This provides assurance that we 
are complying with the relevant requirements 
of the SHR�s Regulatory Framework. We 
submitted our Annual Assurance Statement 
to the SHR in 2020 and our Engagement Plan 
with the SHR was issued in March 2021. Our 
Regulatory Status is Compliant. This means 
that the SHR is satis�ed that we comply with 
all the standards of Governance and Financial 
Management.

Clearly Covid-19 has had an impact and the 
Board and the Senior Team are working hard 

to ensure our Annual Assurance Statement 
is submitted by the end of October. We will 
publish the assurance statement in the winter 
edition of Rural Matters to let you know how 
we are performing against the standards and 
how we intend to continue to strengthen and 
improve governance.

Many thanks also to everyone who has 
supported and advised me in my role as 
Chair of RSHA over the past year, particularly 
Donna Birrell, our CEO, and Fiona Boath and 
Theresa Elliot, joint Vice Chairs.

Mark Grif�ths 
Chair

A welcome from our Chair and an 
overview on our performance for 

2020/21. 

This is a very special Annual 
Performance Report celebrating 
our 30th anniversary year. Our 
achievements over the last 3 decades 
are celebrated inside and I hope 
you enjoy taking a wee trip down 
memory lane.
This is my second report as your Chairperson 
and I remain very aware that it is both a 
privilege and a big responsibility to lead 
this great organisation. I am proud that we 
remain ambitious and plan to continue to be 
so. Serving our communities is at the heart of 
everything we do and I, your Board and our 
staff are passionate about this.

The Board are responsible for setting the 
strategic direction of the organisation, 
agreeing targets and monitoring performance. 
The day to day running of the Association is 
delegated to our staff team led by our Chief 
Executive Of�cer. Our Annual Report is an 
important document and explains what we 
have achieved together over the last year.

Each year seems to bring new challenges, last 
year we had the onslaught of Covid-19 together 
with all the upheaval to our lives which has taken 
place and the Association was no exception. 
What never occurred to me when writing my 
last report was that the effects would still be 
with us! Working from home has become the 
new norm, all our Board meetings have been 
conducted via Zoom and we have only been 
able to offer a reduced service but even this 
has taken a huge amount of hard work from 
our staff. I must once again thank our staff for 
all their efforts associated with this, but we are 
now looking forward to the reopening of the 
of�ce and the resumption of the majority of 
the services on which you, our customers, rely. 

In January I was delighted that we were able 
to announce that we would not be increasing 
our rents for 2021/2022. I said at the time 
�We understand the �nancial pressures which 
many tenants are facing. We have considered 
our �nancial position very carefully and the 
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Summary of the Annual Accounts
INCOME AND EXPENDITURE (Year Ended) 31.03.21 31.03.20 Change
 £000s £000s %

Turnover (Rents, Service Charges & Grants) 3,685 3,584 3%

Less: Operating Costs (excludes loan charges) (3,006) (2,860) (5%)

Turnover less Operating Costs 679 724 (6%)

Gain/(Loss) on sale 10 0 100%

Interest Received 0 1 (100%)

Loan Interest Paid (326) (368) 11%

Movement in Fair Value of Financial Instruments 67 20 235%

Other Finance Charges 0 0 0%

Surplus for Year 430 377 14%

BALANCE SHEET (As at) 31.03.21 31.03.20 Change
 £000s £000s %

Housing Properties (Depreciated Cost) 46,375 42,128 10%

Other Fixed Assets (Of�ces equipment etc) 926 952 (3%)

Debtors 999 573 74%

Cash at Bank and in Hand 1,122 899 25%

Total Assets 49,422 44,552 11%

Loans 10,411 10,694 3%

Deferred Grant Income 31,305 26,698 17%

Other Creditors 1,563 1,447 (8%)

 43,279 38,839 (11%)

Share Capital - - -

Reserves 6,143 5,713 8%

Total Capital Reserves and Liabilities 49,422 44,552 11%

RESERVES

The Association�s capital and reserves increased in 2020/21 by £430,277. Total capital and 
reserves at 31/03/21 now stand at £6,142,903.

RENTAL INCOME AND SERVICE CHARGES 31.03.21 31.03.20 Change
 £000s £000s %

Net Rents & Service Charges 2,753 2,679 3

Glossary
Housing Management Costs
Costs of running the Association, including 
staff costs, costs of the of�ce and tenant 
communication.

Repairs
The annual costs of repairs to the properties 
including emergency repairs, boiler servicing, 
external painting etc.

Depreciation
The annual cost for the provision of structure 
of the properties and the replacement of 
major components e.g. heating, kitchens & 
bathrooms.

Loan Interest Charges
The cost of the loans required to pay for the 
costs of building the properties.

Transfer to Reserves
Surpluses transferred to reserves for future 
investment in homes.

2019/20

Depreciation
35%

Repairs 13%

Loan Interest 
Costs 10%

Transfer to 
Reserves 

11%

Housing 
Management Costs

31%

Depreciation
33%

Repairs 16%

Loan Interest 
Costs 9%

Transfer to 
Reserves 

12%

Housing 
Management Costs

30%

How rental income has 
been spent 2020/21
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1 New Build 

Developments
The Association has an ongoing 
development programme for 
new homes. Due to the Covid-19 
restrictions that had a signi�cant 
impact on the construction industry, 
progress was slowed on a number 
of our developments in 2020/21.

Claish Farm - During the year we had one site 
under construction at Claish Farm, Callander 
which will provide 50 new homes.

Balmaha - We received tender approval 
towards the end of the �nancial year for our 
new build development at Balmaha. This 
will provide 22 homes, being a mix of social 
housing, shared equity homes for sale, key 
worker accommodation (in partnership with 
East Loch Lomond Community trust) and 
serviced plots for self-build. 

Other sites - We entered into the building 
contract with our partner developer for 9 
homes at Burngreen, Kippen at the end of 
March. We are progressing development at 
Lampson Road, Killearn which will provide 
11 new homes and at Croftamie where we 
expect to build 14 new homes. Our Partner 
Developers have also received planning 
consent for developments at Gartness Road, 
Drymen, providing 30 new homes.

The following information is contained in the Audited Accounts, 
which are being presented to the AGM. The Accounts have 
been audited by Alexander Sloan Chartered Accountants, 
who have con�rmed in the Audit Summary Report that 
they are satis�ed as to the adequacy of the internal 
�nancial control procedures operated by the Association. 
The Auditor�s report is unquali�ed and the Auditor has con�rmed that the Accounts - 
give a true and fair view of the state of the Association�s affairs for the year ended 31 
March 2021, and have been properly prepared in accordance with United 
Kingdom Generally Accepted Accounting Practice, the Co-operative 
and Community Bene�t Societies Act 2014, the Housing (Scotland) 
Act 2010 and the Determination of Accounting Requirements 2019.
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Income 
Maximisation 
Of�cer
In 2020/21 Kevin McGhee, our Income Maximisation 
Of�cer (IMO), assisted well over 120 tenants and raised 
£351,236.40 in �nancial gains.

As the Covid-19 pandemic continues people are still �nding 
themselves having to claim Universal Credit. This is a 
challenging time for tenants and the Association. Kevin 
advised many tenants on what support is available and as 
the year goes on this will affect many more tenants. During 
the last year a lot of people were furloughed, and others lost 
their job. Please visit our website for more advice on bene�ts. 

We work closely with Start Up Stirling who provide a mobile 
foodbank service and one-to-one support for those in need. 
We also work closely with Action in Mind who assist people 
towards better mental health and wellbeing. If you would 
like to receive help from either of these organisations, please 
contact Kevin.

Housing Services

Kevin McGhee, 
(IMO)

1 bedroom

£76.40
(2019/20) £75.63

Peer Group 
Average £73.34

2 bedrooms

£87.10
(2019/20) £85.24

Peer Group 
Average £84.57

3 bedrooms

£94.69
(2019/20) £93.38

Peer Group 
Average £94.15

4 bedrooms

£101.16
(2019/20) £98.79

Peer Group 
Average £104.30

We received 282 new applications 
in the reporting year.

We let 29 properties in total:
14% to existing tenants
65% to housing list applicants
21% to nominations from Stirling 
Council

It took on average 6 days to 
process housing applications.

Tenant satisfaction surveys are carried out every 3 years. 
Our last tenant satisfaction survey took place in May 2019. 
A new tenant satisfaction survey is scheduled for the 
spring of 2022.
We have a Tenant Satisfaction Action Plan (TSAP) to address 
issues raised in the satisfaction surveys. Progress made 
with the 2019 survey action plan is available on our website. 
Although some progress has been affected by COVID-19 
we have managed to address some of the issues raised and 
will address the remaining ones as soon as possible.

Rent and Service Charges
Rent increase = 2.4% 2020/21
Rent freeze agreed for 2021/22 + 0%
Rent arrears = 4.38% 
compared to 3.9% in 2019/20

Average rents for 2020/21 are:

Neighbourhood management during 2020/21

Tenant Satisfaction during 2020/21

% of tenants 
satis�ed with the 

opportunity to 
participate in the 
landlor�s decision 

making
 91%

Peer Group  
Average 93.22%

% of tenants who have had repairs 
or maintenance carried out in last 12 
months who were satis�ed with the 

repairs and maintenance service:
 83%

compared to 93.40% in 2019/20. 
Peer Group Average 94.84%

% of tenants who 
feel their landlord 
is good at keeping 

them informed
 94%

Peer Group  
Average 97.32%

The percentage 
of tenancies 

sustained for more 
than a year was 

higher
 98.3%

compared to 
91.13% 

in 2019/20.

The percentage 
of tenancy offers 

refused 
 6.5%

compared to 
9.4% in 

2019/20.

Asset management 2020/21

% of homes meeting the Scottish 
Housing Quality Standard 

 92.54%
Peer Group Average 87.88%

Case Study
A tenant was homeless and because they were 
suffering from mental health problems at the time, they 
did not claim any bene�ts. They managed to secure a tenancy 
with RSHA, and Kevin helped them to complete a UC claim 
online. Kevin recognised that they were also exempt from 
paying Council Tax. The tenant is now in receipt of £255.75 
per week which has eased a lot of pressure for them, and they 
now feel they can make a fresh start. Kevin advised on Personal 
Independence Payments (PIP) and helped the tenant complete 
the form. The tenant was entitled to enhanced rate daily living 
and standard rate mobility worth £110.85 per week. 

This support helped them enormously during a very 
dif�cult time.

Digital Inclusion 

Digital technology is now an essential part of day-to-day 
life, and the Association is committed to supporting tenants 
toward embracing these new skills. 

Our Income Maximisation Of�cer has completed training and 
is now our �Digital Motivator�. During the forthcoming year 
we hope to roll out digital surveys and information gathering 
that tenants can participate in by using your phone, tablet or 
laptop.

Kevin has also been able to successfully apply for devices 
from the Connecting Scotland project run by the Scottish 
Government and SCVO. RSHA managed to obtain 
Chromebooks and iPads. These have now been distributed to 
tenants despite the challenges of Covid.

If any of our tenants would like more information on 
becoming more digitally engaged, please contact 
Kevin: kevin@rsha.org.uk / 07464 543155.

A Peer Group Average �gure is the average of 5 similar sized Housing Associations taken from the Annual 
Return on the Charter (ARC) published by the Scottish Housing Regulator. Where a performance �gure 
is not an ARC indicator we have provided a comparison with RSHA�s performance in the previous year ie 
2019/20.

Average no. of hours to complete 
emergency repairs 

 2.9 hours
compared to 2.6 hours in 2019/20

Peer Group Average 4.1 hours

Average no. of days to complete 
non-emergency repairs 

 5.6 days
compared to 5.7 days in 2019/20

Peer Group Average 6.4 days

% of reactive repairs carried out 
in the last year completed right 

�rst time 
 87.73%

compared to 88.30% in 2019/20
Peer Group Average 90.04%

% of rent due not collected through 
homes being empty in the last year

 0.16%
compared to 0.20% in 2019/20. 

Peer Group Average 0.78%

Our aim is to perform well and demonstrate value for money. The 
performance information we provide is based on the Scottish Housing 
Regulator (SHR) published information. 
You can �nd out more by visiting the SHR website www.housingregulator.gov.scot

The number of anti-social 
behaviour complaints 

received/per 100 homes 
 13.63

compared to 10.66 in 
2019/20

The percentage of anti-social 
behaviour cases resolved 

within target 
 95.18%

compared to 
98% in 2019/20

Peer Group Average 97%

Average length of time in days 
taken to relet homes 

 16.45 days
compared to 11.79 days in 

2019/20
Peer Group Average 36.5 days

Rent collected 
as a % o
rent due

 99.63%
compared 

to 100.9% in 
2019/20. 

Peer Group  
Average 101.18%

% tenants 
satis�ed with 
overall service

 89.7%
Peer Group  

Average 90.82%
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