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Introducing your tenants report
Dear fellow Tenant

As both Waverley Housing tenants and Members of the Customer Review Panel,
it is a pleasure to present the 2015/16 Charter Report to you.

The Scottish Social Housing Charter sets out the Standards and Outcomes that all
social landlords, like Waverley Housing, should aim to achieve when performing
their housing activities.  

This Charter Report provides information on the Outcomes achieved by Waverley
Housing during 2015/16, in a way that we hope is clear and informative to you as
fellow tenants. There are comparisons with other landlords’ performance, so that
you can see where Waverley is performing well, and in the areas where it is not
performing so well we have sought their proposals for improvement.

We hope you enjoy reading this report and we would welcome any feedback you
might have. If you are interested in joining the Customer Review Panel, then do get
in touch with us on 01450 364200 or email info@waverley-housing.co.uk and one
of us will get back to you. It is rewarding having both an insight into what Waverley
does but also to have a voice on matters affecting us.

Yours sincerely

Your Customer Review Panel



How does Waverley measure up?
There are 16 Standards and Outcomes within the Charter, 14 of which are reported on here.
Outcome 12 relating to Homeless people and Outcome 16 relating to Gypsies and Travellers
are not included, as these relate to the statutory duty of Scottish Borders Council.

Waverley has signed up to the Equality
and Diversity Charter (Chartered Institute
of Housing) and has volunteered to be
audited by an independent Internal Audit
Consultant  to evidence compliance and
to highlight any areas for improvement.

To meet the Outcome on Equalities, Waverley
currently:
• Gathers information on tenants and

applicants regarding their ethnicity and
disability – this information enables them
to determine the needs of existing and
future tenants.

• Has an Equality and Diversity Policy in
place to treat everyone equally and fairly.

• Is a member of Happy to Translate and
Language Line – staff are trained in
communicating with non-English speaking
customers, and translation of documents
and translator services can be arranged
on request.

• Has a hearing loop in place in their office
reception and a browse aloud facility
and Google Translate are available on
their website.

• Monitors complaints on equality issues –
to date no complaints have related to
equality issues.

EQUALITIES1outcom
e

‘Every tenant and other customer has their
individual needs recognised, is treated
fairly and with respect, and receives fair
access to housing and housing services’

of existing tenants have recorded that they are not White Scottish
and the same percentage of applicants on the housing list looking to
become tenants have stated they are not White Scottish – down 3%11%

existing tenants
receive some form of
disability payments19%
4%up by

on last year



CONSULTATIONS 2015/16
During the year, Waverley has consulted with
tenants, our Customer Review Panel, Resident
Groups and Tenant Opinion Panel Members on:
• Allocations Policy
• Out of Hours Repairs Service
• Rent Increase Proposals 2016/17
• Community Engagement Strategy
Action Plan 

• Ideas for estate improvements funded
from the additional 75p rent increase

REGISTERED TENANT ORGANISATIONS
Langlee Residents Association 
The Association meets monthly and continues
to be a Registered Tenants Organisation with
Waverley. Waverley has assisted the group
with the set up and running of their community

Communications   Tenants receive 3 Waverley newsletters each year and are kept up to date
                            with Waverley’s latest news and developments via their website, Facebook
                            and Twitter.

Complaints             Waverley dealt with 62 complaints in the year, 21 less than in the previous
                            year. 28 of those complaints were upheld and 60 were answered within the
                            target timescale of 5 working days, as set by the Scottish Public Services
                            Ombudsman (SPSO).

Action                     Main issues for complaints related to poor communication by contractors,
                            and resolved quickly by apology. In context however, contractors carried out
                            1342 jobs, with only 10 tenants complaining in total. New tenants complained
                            about Waverley’s Relet standards. As a result, the contents of the
                            Decoration Packs given to some new tenants were increased.

COMMUNICATION2outcom
e

‘Tenants and other customers find it easy to
communicate with their landlord and get the
information they need and how and why it
makes decisions and the services it provides’

PARTICIPATION 3

outcom
e

‘Tenants and other customers find it
easy to participate in and influence
their landlord’s decisions at a level
they feel comfortable with’ 

feel Waverley is good at
keeping them informed
about their services 

92%

house. Members visited another Community
House in Maryhill, Glasgow to share knowledge.  

Stonefield Residents Group
This group is now fully constituted, and held
a community coffee morning and AGM.
Waverley has supported the establishment
of the group who will be applying soon to
become a Registered Tenant Organisation
as a joint initiative with Waverley and SBHA.  

Galashiels 5th Ward
Community Association
Waverley has worked closely with this group
during the year, assisting them with the
successful funding applications with SBC and
Awards for All Lottery to upgrade the Mission
Hall. Work is ongoing with the sub-group to
prepare their business plan for the funding
and management of the proposed play park.

tenants



CUSTOMER REVIEW PANEL
The Customer Review Panel undertook our
first service scrutiny on Customer Service
Standards. We carried out mystery shopping,
desktop audit and tenants surveys and
presented our recommendations to
Waverley’s Board in November 2015.
The Board accepted the majority of our
recommendations for service improvement.
During the year, we have attended joint
training initiatives on Housing Act guidance,
Estate Management and Antisocial Behaviour.
Two members also attended a ‘Scrutiny
Stories’ event to gain a greater insight into
the benefits of successful scrutiny.
Empty Homes for Relet
The Panel is currently looking at the relet
standard of empty homes and will present
our findings to the Board in November 2016.

TENANT OPINION PANEL
There are currently 64 members on the
Tenant Opinion Panel. This year these
members have provided valuable input to
consultations on Waverley’s Allocations
Policy. The increased number of members is
due to tenancy visits and community events
such as the pop up shops, where tenants
learn more on how they can become involved
in a way that suits them.

OTHER PARTICIPATION ACTIVITIES
There were multi-agency walkabouts during
2015 visiting:
Kelso Inchmead, Orchard Park,

The Linn
Galashiels Forest/Balmoral
Jedburgh Howdens/Brewster areas

Grieve Avenue
Galashiels Glendinning/Halliburton
Hawick McLagan Drive, Hillend Drive,

Fraser Avenue
Many residents joined Waverley staff,
Board Members, Councillors, Police, Fire
Service and SBHA on the walkabouts.
Issues that were raised were progressed
and we gained additional volunteers for
our Tenant Opinion Panel.

POP UP SHOPS
Throughout June to September 2015,
Waverley held three pop up shops in Hawick,
Selkirk and Galashiels. As a result, they
recruited two Customer Review Panel
members and several tenants signed up for
the Tenant Opinion Panel to have their say.

AGM/COMMUNITY EVENTS
In September 2015, Waverley hosted a
community event in Langlee for their AGM
and also attended both Langlee and Burnfoot
Community Carnivals. 



Some of the homes remaining to be upgraded
to meet SHQS are where tenants have not
given Waverley access to carry out necessary
works, for various reasons. If you have
previously refused works to your home and
are now in a position to allow these, please
let Waverley know and arrangements can be
made for these to proceed.
During 2015/16, 355 components have been
upgraded across 264 tenants’ homes:

Waverley recognises that it requires to do better in managing its estates and has introduced estate
walkabouts to encourage its tenants to come forward with issues affecting them. It also undertakes
to work more closely with other landlords, like SBHA and other partner agencies in an effort to
improve satisfaction of tenants in their neighbourhoods.
The number of antisocial behaviour cases reported increased from 82 to 99. Waverley resolved 85
of those cases before the end of the reporting year and 82 of those 85 cases were resolved within
the locally agreed target time scale of 3 months.

HOUSING
QUALITY
‘Tenants homes as a

minimum must meet the Scottish
Housing Quality Standards and when
they are allocated are always clean,
tidy and in a good state of repair’

now meet the Scottish Housing Quality Standard

1410 1525
of your

Waverley homes

4outcom
e

Tenants tell us that this is an area of real
importance to them in terms of getting value
for money. We pay our rent and we expect to
get a good repairs and maintenance service
in return.
It is good to be able to report to fellow tenants,
that Waverley is one of the best performers in
getting repairs carried out Right First Time to
tenants’ homes. This performance together
with a new repairs appointments service has
served to increase tenants’ satisfaction by a
full 10% on last year – which is great news for
tenants and for Waverley.

‘Tenants homes are well
maintained, with repairs and

improvements carried out when required,
and tenants are given reasonable choices
about when work is done’ 

5outcom
e

REPAIRS &
MAINTENANCE

NEIGHBOURHOOD & COMMUNITY
‘Tenants and other customers live
in well maintained neighbourhoods
where they feel safe’

6outcom
e

tenants satisfaction

Scottish average93%89.9%
Repairs carried out in the year

Scottish average81%

Scottish
average

98%
91.3%

Repairs carried
out right first time

Waverley’s management of  neighbourhood

tenants satisfied

26 full window
replacements

33 bathrooms
60 doors
72 boilers

51 full
radiator
upgrades

103 kitchens
10 showers

86%



‘People at risk of losing
their homes get advice on
preventing homelessness’

Information on housing is reported regularly in Tenant Newsletters and available in Waverley’s
office. Properties available for let are advertised in the local press, on the website and in the
office. All registered applicants with an email address are advised on a weekly basis of available
properties for let and how to place bids. Information is published quarterly on properties relet,
the number of bids placed, if priority applied, and length of time on housing list.

HOUSING OPTIONS
‘People looking for housing get information which helps them make informed
choices and decisions about the range of housing options available to them’ 

‘Tenants and people on
housing lists can review
their housing options’

78
9

outcom
e

Choice-based Lettings System 
Waverley now operates its own Choice-based
Lettings system and priority can be awarded for

any statutory needs, such
as homelessness, health
needs, overcrowding and
so on. You don’t need
priority however to be
successful for a property,
as the majority of these
go to people with no
priority.
Waverley is launching

soon, its online CBL system, which allows
applicants to register, search available properties
and place bids on any of interest to them. Watch
out for further information on this!
Some properties were sold in the year to a
private developer in the Mansfield area of
Hawick as these properties were in low demand.
The monies received for these properties then
went to buying others on the open market,
improving access for applicants to the areas
they want to live.

ACCESS TO SOCIAL HOUSING
‘People looking for housing find it easy to apply for the widest choice of
social housing available and get the information they need on how the
landlord allocates homes and their prospects of being housed’

10

outcom
e

Mutual Exchange Scheme 
This scheme allows tenants to swap their
homes, with Waverley’s permission and within
certain criteria, to enhance their living
conditions e.g. a couple living in a 3 bed
property wanting to downsize as their family
are no longer living with them could apply to
swap with a family of their choice who are
living in a property too small for them and
both their needs would then be better met.
Remember though that landlord’s permission
is required before any move. Incentives are
available for downsizing.
For further information get in touch with the
Allocations Team.
Homelessness
This outcome does not relate to Waverley
Housing as it’s about measuring outcomes
from Scottish Borders Council in meeting their
statutory duties to house homeless people.
They do however work closely with the
Council to help rehouse homeless applicants,
and during the year we housed 24 homeless
families.

transferred within
our housing stock

211 families rehoused2411 homeless families

LETS



Tenancy sustainment is about supporting tenants who need help to stay in their homes. This
could be where they are struggling to pay their rent, providing help to get all the benefits they
may be entitled to and increase their income, or come to an arrangement for them to pay back
any rent arrears by agreed instalments.

TENANCY SUSTAINMENT
‘Tenants get the information they need on how to obtain support to remain in
their home; and landlords ensure suitable information is available, including
services provided directly by the landlord and by other organisations’ 

11outcom
e

159
* If you have a problem with paying your rent and 
are struggling to make ends meet, please ask for
staff help to resolve.

referrals
during 2015/16

Financial
Inclusion Officer

handled

Benefits gained for
tenants to the value
of £67k of which
£18k was in housing
benefits – as a
result rent arrears
for tenants were
reduced by £5.5k

19 • rent arrears
• not engaging help
available

abandoned tenancies
due to

tenants

Waverley’s Housing Team

I don’t know what I was scared of in asking for your
help – your staff have been great and set me on the
straight again – what a relief!  Mrs H, Hawick“



VALUE FOR MONEY
‘Tenants, owners and other customers receive services that provide
continually improving value for the rent and other charges they pay’

13
outcom

e

very satisfied
or satisfied
their rent
represents

82%
tenants

Value for Money is the top priority for tenants
in relation to Waverley’s performance.
As a small not-for-profit company Waverley’s
only income is from tenants rents and service
charges. Because they are dependent on
rental income they need to work really hard to
ensure that this money is carefully spent to
ensure that tenants get the best quality
services at the lowest possible cost. 

Here is how Waverley achieves
Value for Money
• Makes careful decisions about how
money is spent

• Ensures supplies and services are
provided on a competitive cost
and quality basis

• Tries to do things right first time 
• Sets ambitious but realistic
performance targets

• Undertakes targeted service reviews
• Undertakes regular scrutiny of 
performance and timely corrective action

• Explores good practice
• Monitors outcomes to ensure planned
benefits are realised

HOW DOES WAVERLEY COMPARE AND
WHERE COULD THEY DO BETTER?
Waverley has recently become members of
HouseMark Scotland, who provide a core
benchmarking service which looks at Value for
Money in the social housing sector. This will not
only measure their performance but will also take
account of the costs of delivering services to
tenants, as well as information on staffing and
overhead costs. From this, they will be able to
compare performance against other landlords
and provide us as tenants, with further evidence
to prove value for money for the rent we pay.
The amount of rent collected
They have not been able to collect as much rent
this year as in previous years and know they
need to do better in this area. Rent arrears have
increased throughout the year. The reasons for
the increase relates to Welfare Reform, with
some tenants now in receipt of Universal Credit.
They have made changes to their staffing
structure which will allow a greater focus on rent
arrears collection going forward.

Waverley need to do better and will continue to work with tenants in rent arrears to recover rent due.

GOOD VALUE FOR MONEY

Average weekly rent
Waverley
Housing£73.51

Berwickshire Housing £74.66
Eildon Housing £77.53
SBHA £71.34

Scottish average £72.90

Rent collected

97.80%
Scottish average 99.51%



FINANCES
For further information on Waverley’s Financial Accounts, please go to
www.waverley-housing.co.uk/home/downloads/annual-financial-statements
or contact them to request a hard copy.

OF YOUR
RENT IS
SPENT

INTEREST
PAYMENTS

OTHER TENANT
SERVICES

FUTURE
REPAIRS

REPLACEMENT
KITCHENS,

BATHROOMS,
HEATING SYSTEMS,

ETC

ROUTINE DAY-DAY
REPAIRS

3.7p
0.7p

17.3p

30.8p

22.6p

24.9p

Asset Management Strategy
The Asset Management Strategy looks in
detail at all properties and identifies those
performing poorly. When these become
empty, steps are now taken to either make
enhancements to these or in some cases a
decision may be taken to dispose of them.
Choice Based Lettings System
The launch of Waverley’s online CBL system
should generate greater interest in properties
and, in turn, reduce the time they are empty.
This will generate more rental income and
bring the relet timescales more in line with
the Scottish average.

£1
HOW EACH

MANAGEMENT
COSTS

WHAT IS WAVERLEY DOING ABOUT LOW DEMAND PROPERTIES AFFECTING
OVERALL RELET TIMESCALES?

average

47.38 days
Scottish average
35.37 days

Relet timescale is the time taken from when a
property becomes empty until it can be relet
again to a new tenant. 
A number of properties are in low demand
and this tends to push the relet timescales up.
When low demand is excluded, timescales for
relet have reduced from 29 days to 14 days in
2015/16. 
Surveys of 205 new tenants on satisfaction
with the standard of their homes when moving
in showed only 15 of those new tenants being
very or fairly dissatisfied.

to relet a property



Towards the end of 2015, Waverley consulted
with all tenants regarding options for increasing
rents and service charges from April 2016.
Following consultation tenants opted to
increase rents and service charges by 1.17%
but also to pay an additional 75p per week
towards improvements on some estates.
Tenants have given their ideas on where this
money should be spent and the following three
areas were selected for improvements.

RENT & SERVICE CHARGES
‘A balance is struck between the level
of services provided, the cost of the
services, and how far current and
prospective tenants and other
customers can afford them’

14
15

outcom
e

‘Tenants get clear information
on how rent and other money is
spent, including any details of
individual items of expenditure
above thresholds agreed
between landlords and tenants’ 

Description of Works                                                          Estate                                                               Timescale

Painting of railings and repointing/            Grieve Avenue, Jedburgh             October 2016
repairs to common area walls
Removal, crowning and lopping of trees   Langlee, Galashiels                      Autumn 2016
Repairs to Stairs, pathways and walls      Wilson/Fairhurst Drive, Hawick    To be confirmed

                                                                                                                   on clarification of boundaries
                                                                                                                                                              and responsibilities 

increase rent
and service
charges

extra towards
estate
improvements

1.17%
75p

tenants opted for 
pay

The Panel hope that you have enjoyed
reading your Tenants Charter Report for
2015/16 on how Waverley is measuring up.

We welcome any feedback you have on
how this information has been provided
and on any other information you need.

Your Customer Review Panel



Waverley Housing 
51 North Bridge Street 
Hawick  TD9 9PX
T: 01450 364200
F: 01450 379966
E: info@waverley-housing.co.uk
www.waverley-housing.co.uk

Scottish Charity No. SC026231
Companies House Registration No.115066
Property Factors Reg. No PF000271

Telephone calls may be recorded for training purposes to
improve service standards or to resolve complaints.

To request a larger print version of this
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