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Introduction

This Guide provides information to help you in your role as a member of our
Governing Body (Committee of Management). It forms part of the Induction Pack for
new Committee members and it is also a useful reference for more experienced
members. There is a list of additional sources of information at the end. You can
also access information about us by visiting our website where you will find our
Guide to Information which has links to our key planning and policy documents as
well as publications, minutes and accounts.

As a committee member you will have access to our committee portal. The
committee portal is where all the reports for committee meetings are located as well
as the resource library with all the documents you might need to access as a
committee member. The portal is a really useful tool and committee members are
shown how to use this as part of their induction.

Your fellow Committee members and senior staff will also be happy to provide you
with information and answer queries and questions. Being a Committee member is
a big responsibility and it can take a while to feel confident, so please do not be
reluctant to ask for an explanation or more information: it is only by asking questions
that your knowledge will develop and your ability to contribute to our governance will
grow.

Pineview Housing Association Ltd

Pineview Housing Association was established in 1991 as Pineview Housing Co-
operative following a stock transfer of properties in the Pinewood area from the then
Glasgow District Council. Since that time the Association has completed seven
phases of improvement and new build housing in the Pinewood area, a shared
ownership project in the Stonedyke Area, a new build project in the Broadholm area
and six projects in the Waverley area (as part of and following a transfer of
engagements from Glengarry Housing Co-operative in 2000). In February 2021 the
Association complete a further transfer of engagements. Kendoon Housing
Association was wound up and all tenants and properties were transferred into the
ownership of Pineview, following robust tenant consultation and voting.

Within our area of operation, the Association owns and manages 852 self-contained
properties and 1 care unit with 4 bedrooms. We also part own 21 shared ownership
properties and provide factoring services to a further 30 owner occupiers.

The Association has a sound financial footing, having prudently managed the
Association’s resources since its inception. The Association has paid off several
loans and works to ensure that the business has the best financial opportunities
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through effective treasury management and adherence to loan covenant
requirements.

The Association works in an ever-changing environment and requires to work
efficiently and effectively to protect the achievements of the business and to protect
the interests of the business and our stakeholders moving forward. The Association
recognises its achievements but will strive to continually improve on these and adapt
to the environment in which we work.

Our vision, mission, values and objectives are:

Strapline Pineview Housing Association — Putting People 15

Vision Statement: To be a leading social landlord in Scotland.

Mission Statement: To provide quality affordable homes and deliver excellent
service through listening to and engaging with our customers.

Our Values - CRIDD

The values that our staff and Committee members are expected to adhere to at all
times:

Community — engaging, collaborating, and including
Resilience — continuously learning, developing, and adapting
Integrity — being open, honest, and fair

Diligence — working conscientiously and to a high standard

Dignity — treating everyone with respect and compassion

Our Strateqic Goals 2025/26, 2026/27, 2027/28

Satisfied People
Sustainable Homes
High Performance
Connected Community

All our operational activities should contribute to one or more of the 7 strategic
objectives and it is the responsibility of the staff team to ensure that this is the case.
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1. What do RSLs do?

The majority of Scottish housing associations were established in the last fifty years
(following the Housing Act of 1974). In 2024, the sector collectively owns and
manages nearly 304,000 houses, accounting for 48% of the social sector stock in
Scotland. Their formal title is ‘Registered Social Landlord’ (RSL).

The sector is extremely varied — some housing associations own less than 500
houses whilst others are responsible for more than 15,000 (the biggest Scottish RSL,
Wheatley, owns and manages over 43,000 houses and is part of a wider group of
multiple RSLs that in total own around 95,000). All housing associations are
independent organisations that are responsible for their own activities, funding and
performance. Some are part of a group structure — this means that they have a legal
connection with other organisations that might also be landlords or which might
provide related services such as repairs and maintenance or training or advice and
support.

Pineview Housing Association is not part of a group structure.

Housing associations are part of the social rented sector (along with councils) and
provide homes for people who are in housing need; they are committed to supporting
sustainable communities that people want to live in. Housing associations provide
housing, mainly for rent, for people across Scotland. We let our houses on Scottish
Secure Tenancies (SST) and our housing stock is expected to meet the Scottish
Housing Quality Standard (SHQS) and the Energy Efficiency Standard for
Social Housing (EESSH). Housing Associations are also required to meet the
requirements of the Social Housing Charter. In 2024, the Scottish Government
started consultation on a proposed Social Housing Net-Zero Standard (SHNZS),
which is intended to drive the transition to renewable energy sources for housing and
the Scottish Housing Regulator began consulting on proposed amendments to the
Scottish Housing Charter.

Some housing associations are active in a specific geographical area (e.g. part of a
city or town or a rural area) whilst others specialise in providing housing for particular
groups of people (such as older people or people with particular needs). A housing
association’s primary activity is providing good quality rented housing, although
many also provide low-cost housing for sale via shared equity and some are
developing homes for mid-market rent?>. Some combine their housing services with
the provision of support, either by themselves or in partnership with other
organisations. Most housing associations have developed services, either directly or
in partnership with others, to support tenants deal with the challenges associated

" Housing Statistics 2022 and 2023: Key Trends Summary published by the Scottish Government 27
February 2024 (Scottish RSLs owned 303,782 properties at 31/03/2023)

2 Aimed at people who do not meet the criteria for social rented housing but who cannot afford to buy
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with the cost-of-living crisis and rise in fuel/energy prices. Housing associations do
more than just let and maintain houses: they are active in the communities that their
tenants live in, providing and supporting a wide range of other activities such as:

e Welfare advice — helping people make sure they are accessing all the
financial support they are entitled to; offering support and assistance in
making claims for benefits and support with living costs; promoting financial
inclusion through accessible banking and offering advice and support on
dealing with debt;

e Energy advice — providing help and assistance to reduce energy costs for
tenants and help tackle fuel poverty

e Employment and training initiatives — for example, offering apprenticeships,
training and ‘ready for work’ initiatives, both independently and in partnership
with construction and maintenance companies

e Care and Repair — helping older and disabled people to remain independent
in their own homes by providing schemes that help with repairs, maintenance
and adaptations

e Factoring — providing maintenance and repairs services to owners who live in
flats in areas where the housing association is active

e Green Initiatives — supporting sustainability and re-cycling initiatives within
communities, such as community growing projects and allotments; renewable
energy initiatives and furniture recycling projects

e Digital Inclusion — helping people develop their skills and confidence to make
on-line applications for benefits and work, reporting repairs and making rent
payments and accessing important / useful information

Effective partnerships are critical to the success of housing associations — key
partners include the local authority, Scottish Government, banks, regulators, other
landlords, local charities and, of course, our tenants and the communities in which
we are active.

RSLs are ‘registered’ with the Scottish Housing Regulator (SHR) which was
established by the Housing (Scotland) Act 2010. Its objective is to safeguard and
promote the interests of current and future tenants, homeless people and other
people who use services provided by social landlords. We are required to meet the
SHR’s regulatory requirements (see section 8).

Housing associations do not trade for profit and all of the income that they generate
is used to meet their running costs and invest in their current and future activities.
Most housing associations are Registered Societies, although some are companies
limited by guarantee; many are also Scottish Charities and those that provide
support or care are registered with the Care Inspectorate. Housing associations that
provide debt advice are registered with the Financial Conduct Authority. Our sector
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is very heavily regulated and we must demonstrate compliance with the
requirements of all of our regulators as well as our funders.

Pineview is registered under the Co-operative and Community Benefit Societies Act
2014 and the Housing Scotland Act 2010.

Our Objects, from our Rules, are:

- To provide for the relief of those in need by reason of age, ill-health, disability,
financial hardship or other disadvantage through the provision, construction,
improvement and management of land and accommodation and the provision of
care; and

- any other purpose or object permitted under Section 24 of the Housing (Scotland)
Act 2010 which is charitable both for the purposes of Section 7 of the Charities and
Trustee Investment (Scotland) Act 2005 and also in relation to the application of the
Taxes Acts.

We are a Registered Society under the Co-operative and Community Benefits
Societies Act 2014, FCA registration 2375RS -

We are a Scottish Charity registered with OSCR, registration SC0O38237 - OSCR
We are a registered Property Factor, registration PFO00151 -

We are a registered social landlord with the Scottish Housing Regulator (SHR),
registration HAC231 - Scottish Housing Reqgulator

Our primary source of income is from tenants’ rents. We aim to provide the highest
possible standards of service whilst keeping rents affordable: this means that we are
committed to delivering value for money across all of our business activities —
keeping costs low through effective procurement and careful performance
management and paying staff competitive salaries that attract and retain skilled and
experienced people. As an RSL, we are required to manage our resources to
ensure “...financial well-being, while maintaining rents at a level that tenants can
afford to pay™

We report our activities to our members and tenants in reqular newsletters, via our
website and through our annual performance report that is published in October.
We are required to report our performance in meeting the Scottish Social Housing
Charter to the SHR annually in May and we are required to confirm our compliance
with the Regulatory Framework by October each year.

3 SHR Regulatory Standards of Governance and Financial Management Standard 3 -
https://www.housingregulator.gov.scot/for-landlords/regulatory-framework/#section-3
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2. What the governing body does
We refer to our governing body as the Committee. Committee members are not
paid for their contribution, although out of pocket expenses are reimbursed.

The effectiveness of the contributions made by individual Committee members is
reviewed annually. We review our policy on payment of Committee members
periodically.

The Committee is responsible for leading the organisation: setting policy and
strategy, monitoring performance and ensuring legal and regulatory compliance. It
operates at a strategic level and delegates responsibility for the day-to-day
management and running of the organisation to staff, through the Director. The
Committee has agreed delegation arrangements that sets out the responsibilities
that it retains and those that are delegated either to staff or to sub-committees. The
delegation arrangements also makes provision for emergency arrangements and
establishes a procedure for decision-taking between Committee meetings.

Governance is the term used to describe the arrangements that a housing
association has to lead the organisation, provide strategic direction and effective
control. Good governance ensures that the association’s objectives and standards
are clear; that the organisation is well run and that performance is good and
monitored effectively. It also means that a sensible approach to risk is adopted and
that high ethical standards are applied.

Good governance depends on a constructive relationship between the Committee
and senior staff: each have their own distinct responsibilities that complement the
other and the Committee is responsible for ensuring that there is an effective
relationship in place — the Chair is specifically responsible for maintaining an
effective relationship with the Director. The Committee is the employer of our staff.

The Committee’s main responsibilities are to:

e Lead the association effectively

e Define, uphold and promote the organisation’s values

e Set our strategy and direction

e Agree the annual budget and ensure financial viability

e Take account of tenants’ views in respect of rents and services

e Monitor performance

e Manage risk

e Ensure legal, constitutional and regulatory compliance and submit and Annual
Assurance Statement

e Promote and demonstrate good governance

All Committee members must accept collective responsibility for the decisions that
the Committee takes and the actions and policies that it approves.
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The Committee is also responsible for ensuring that we maintain effective
relationships with our partners, although day to day responsibility is delegated to
staff. The Committee is responsible for ensuring that the requirements of our Codes
of Conduct for Committee members and for staff are upheld. The Committee must
also ensure that it has the necessary range of skills, knowledge and experience to
fulfil its role and that our staff have the skills, qualifications and expertise to deliver
what is required of them. From time to time the Committee will require external
independent and/or professional advice e.g. from accountants, lawyers, surveyors
etc.

Staff support the Committee by providing professional advice and expertise: they are
responsible for providing the Committee with high quality information and advice to
make decisions and for implementing the Committee’s decisions effectively. Staff
are responsible for the day-to-day management and operation of the association —
for implementing policies, making decisions, managing our relationship with tenants
and service users, dealing with complaints and queries, liaison with partners, funders
and regulators. Staff are also responsible for consulting with tenants through our
Resident and Customer Forum, consultation register and by direct communication.
The committee is responsible for ensuring that tenants’ views are sought out by the
Association and are expected to take account of tenant feedback when making
decisions®.

Our Rules set out the requirements of the Committee and the duties of the Chair and
Secretary. Our Committee should not have less than 7 members and not more than
15. We review the range of skills, knowledge and experience that the Committee
requires on an annual basis to ensure that we have access to the necessary
expertise and experience to meet our objectives. Where gaps are identified, we try
to address them through training and/or recruitment. We publicise the particular
skills we need in advance of the AGM.

Our Committee meets throughout the year — the meetings calendar is agreed
annually by the committee around each AGM. Papers are issued the week before
the meeting and you are encouraged to raise any queries you might have in advance
with the relevant officer to ensure that any additional information is available. New
Committee members have the opportunity to discuss the papers with their mentor or
the report author staff member in advance of the meeting.

In order to ensure that the Committee operates as efficiently as possible, we have
the ability to establish sub-committees as may be deemed required from time to
time. There are currently no such sub-committees.

4 Regulatory Standards of Governance and Financial Management (2024): 2.4 “The RSL actively
seeks out the needs, priorities, views, concerns and aspirations of tenants, service users and
stakeholders. The governing body listens to its tenants and service users and takes account of this
information in its strategies, plans and decisions.”
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3. The role of a Committee member

Committee members are usually elected for a three year term following elections at
the AGM. Committee members elected in this way must be members of the
association. Members of the association are people who are interested in and
support our activities; they may be tenants or residents in our communities. Our
Rules specify our membership criteria and our Membership Policy and Committee
Recruitment Policy— which is approved by the Committee - describes how we apply
these criteria to applications from prospective members. Up to one third of the
number of committee members can be co-opted to the Committee: co-opted
Committee members do not need to be members of the association and can only
serve until the next AGM; then they must stand down but may, if they are a member,
stand for election. Co-opted committee members do not count towards the
establishment of a quorum for meetings.

As a member of the Committee you must always act in the best interests of Pineview
Housing Association and you must not be influenced by any personal, business,
financial or other interests. You are required to declare any such interests and
manage them appropriately, in accordance with our Entitlements, Payments and
Benefits Policy. In order to be a member of the Committee, you must sign and agree
to uphold our Code of Conduct. You must also accept collective responsibility for
the decisions that the Committee takes (provided the decision has been taken
properly and is in accordance with our rules, policies and procedures).

All Committee members are expected to use their skills, knowledge and experience
for the benefit of the association. Members will offer a variety of experience,
knowledge and backgrounds: it is essential that our Committee has an appropriate
range of skills, knowledge and experience to support the organisation to achieve its
aims. As part of our ongoing committee review, and for recruitment purposes, we
regularly update the profile of the skills, knowledge and experience sought.

Every Committee member shares the same level of responsibility regardless of their
background or of their position as an elected or co-opted [or appointed] member: a
Committee member who is a lawyer or accountant, for example, has the same level
of influence and responsibility as someone who has no professional qualifications or
who is not in employment. These responsibilities are set out in a role description.

Committee members are expected to:

e Attend and be well prepared for meetings
e Contribute effectively to discussions and decision making

e Use their experience and expertise effectively to inform the work of the
Committee

e Contribute to annual reviews of performance, activities and progress
e Take part in training and other learning opportunities
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Take part in an annual review of the effectiveness of our governance

Participate in an annual review/appraisal of your individual contribution to our
governance

Maintain and develop your knowledge of relevant issues and the wider
housing sector

Represent Pineview Housing Association positively and effectively
Respect and maintain confidentiality of information

Treat colleagues with respect and foster effective working relationships within
the Committee and between the Committee and staff

Be aware of and comply with the restrictions on payments and benefits

Register any relevant interests as soon as they arise and comply with our
policy on managing conflicts of interest

To support you in your role, new Committee members are expected to take part in
an Induction Programme which offers opportunities to meet staff and find out more
about what we do as well as identifying an experienced member of the Committee
who will act as your mentor for the first six months/year.

All Committee members are expected to participate in training to keep their
knowledge up to date: this might take the form of:

Briefings provided by staff

In-house training from an external source
Attendance at conferences and events
Reading publications and journals
On-line research

Members of the Committee elect the Chair of the association (who must be an
elected Committee member). The Chair has additional responsibilities which are
described in the Chair’s Role Description and which include:

Leading the Committee and any sub-committees constructively, providing
direction and managing meetings effectively

Developing and maintaining a constructive and positive working relationship
between the Chair and Director and between any sub-committee convenors
and senior staff

Upholding the Code of Conduct and promoting good governance; ensuring
that any breaches are investigated appropriately

Ensuring that PHA'’s business is conducted effectively between meetings and
that emergency decisions are taken appropriately when required
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e Ensuring that the Committee has access to the range of skills, knowledge and
experience necessary for the achievement of PHA’s aims and objectives and
for the fulfilment of the Committee’s responsibilities

e Ensuring that the Committee has access to the necessary advice, information
and support to fulfil its responsibilities and that, where appropriate, external
and/or specialist advice is sought

e Providing support to new and experienced Committee members by promoting
access to relevant induction, training and development opportunities

All Committee members are expected to contribute positively to our governance by
being well prepared for meetings, attending regularly, willing to contribute your views
and opinions and ensuring that we are seen to operate to the highest standards of
governance, integrity and probity.

Each year, every Committee member is required to take part in a review/appraisal of
your individual contribution to our governance. This is used to inform the
development of annual training and development programmes for the Committee
and its members. Our Rules and Code of Conduct require Committee members to
participate in this process, which is a regulatory requirement. We also use this
process to help us plan for the future by identifying the skills, knowledge and
experience that the Committee has and those areas that we might want to
strengthen, for example because experienced Committee members are planning to
end their involvement with us: we refer to this as ‘succession planning'’..

4. The responsibilities of being a Committee member
Being a Committee member is a voluntary role which carries legal responsibilities
that are the same as those of a company director. These include:

e Using your skills, experience and judgement to help make the business (i.e.
the housing association) successful

e Following the company’s rules and ensuring it meets its legal obligations

e Making decisions for the benefit of the company, not yourself

e Declaring any personal interests

e Ensuring that the company keeps accurate records

e Making sure the accounts present and ‘true and fair view’ of the company’s
finances

e Complying with the law (e.g. health and safety; employer responsibilities; data
protection)

These responsibilities are reflected in the role description and in the Code of
Conduct that you must sign annually.
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We are also a Scottish Charity: this means that Committee members are Charity
Trustees with legal responsibilities which include:

e Acting in the charity’s best interests at all times

e Ensuring that the charity’s activities comply with its aims and objectives

¢ Acting with the same care and diligence that you would in managing your
own, or someone else’s affairs

e Complying with all relevant legislation

e Ensuring that the charity fulfils its reporting obligations to the Office of the
Scottish Charity Regulator (OSCR), including the submission of an annual
return and accounts

Our Code of Conduct is the framework that reflects these duties. It contains seven
principles:

Selflessness: You must act in our best interests at all times and must take decisions
that support and promote our strategic plan, aims and objectives. Members of the
governing body should not promote the interests of a particular group or body of
opinion to the exclusion of others

Openness: You must be transparent in all of your actions; you must declare and
record all relevant personal and business interests and must be able to explain your
actions

Honesty: You must ensure that you always act in the best interests of the
organisation and that all activities are transparent and accountable

Objectivity: You must consider all matters on their merits; you must base your
decisions on the information and advice available and reach your decision
independently

Integrity: You must actively support and promote our values; you must not be
influenced by personal interest in exercising your role and responsibilities

Accountability: You must take responsibility for and be able to explain your actions,
and demonstrate that your contribution to our governance is effective

Leadership: you must uphold our principles and commitment to delivering good
outcomes for tenants and other service users and lead the organisation by example

It is a condition of being a Committee member that you sign and uphold the terms of
the Code of Conduct. You must be able to demonstrate that you receive no
inappropriate benefit or preferential treatment because of your involvement with us;
this applies to our staff too.

This restriction does not mean that you should be unfairly disadvantaged, however
we apply specific procedures to any decision or transaction that a reasonable and
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objective person might think you have a personal interest in, but to which you are
entitled. So, if you or someone you are close to has applied for one of our houses
and you meet our allocations criteria, you will not be prevented from accepting a
tenancy, as long as the allocations policy and procedures have been followed and
you have played no part in any of the consideration. You should be aware, however,
that we cannot offer employment to anyone who is closely associated with a current
or recent Committee member.

If you, or someone you are close to, have any personal, financial or business
interests that are relevant to our activities, you must declare them and record them in
our Register of Interests. If you or someone you are close to have any such
interests that conflict with ours, you will be required to manage them appropriately —
in some circumstances, this may mean that you cannot continue to be a Committee
member.

In the event that a matter is being discussed by the Committee in which you have
declared an interest, you must leave the meeting whilst the discussion is taking place
and you must not play any part — or seek to play any part — in making the decision.

You must declare any interests as soon as you are aware of them and you
should keep your register entries up to date at all times.

Table A below describes the people who are or might be considered to be closely
associated with you, and our expectations in terms of declaring interests:
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Table A
Group Required Response
1. Members of your household We expect you to be aware of and declare any

This includes:

Anyone who normally lives as
part of your household (whether
related to you or otherwise)
Those who are part of your
household but work or study
away from home

relevant actions of all people in your household.
You must take steps to identify, declare and
manage these.

2. Partner, Relatives and friends
This includes:

Your partner (if not part of
household)
Your relatives and their partners

Your partner’s close relatives (i.e.

parent, child, brother or sister)
Your close friends

Anyone you are dependent upon
or who is dependent upon you
Acquaintances (such as
neighbours, someone you know
socially or business
contacts/associates)

Where you have a close connection and are in
regular contact with anyone within this group, we
expect you to be aware of and declare any
relevant actions. Under these circumstances,
you must take steps to identify, declare and
manage these actions.

Where you do not have a close connection and
regular contact with someone in this group, we
do not expect you to be aware of or to go to
unreasonable lengths to identify any relevant
actions. However, if you happen to become
aware of relevant actions by such individuals,
then these should be declared and managed as

soon as possible.

The following are the relevant actions/involvement by those to whom you are closely
connected that you should consider, declare and manage as per our expectations
outlined in Table A:

A significant interest in a company or supplier that we do business with. A
significant interest means ownership (whole or part) or a substantial
shareholding in a business that distributes profits, but does not include where
an individual has shares in large companies such as banks, utility companies
or national corporations, i.e. where owning shares would not give the
individual any significant influence over the activities of that organisation and
how it engages with us.

Where the individual may benefit financially from a company with which we do
business

Involvement in the management of any company or supplier with which we do
business

Involvement in tendering for or the management of any contract for the
provision of goods or services to us.
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e Application for employment with us.

e Application to join our Committee or any of its subsidiaries

e Application to be a tenant or service user of the organisation

e If they are an existing tenant or service user of the organisation

We have a policy (Entitlements, Payments and Benefits Policy) that describes how
you should respond to any offers of gifts or hospitality: you should decline any
hospitality or gifts that exceed the value permitted in our policy and you should
record all offers — whether accepted or not — in the appropriate register. Examples of
hospitality that is permitted include attending, on behalf of the association, events
associated with our business activities, conferences and training events, events
hosted by our partners that are relevant to our business (in some cases, the
Committee’s prior approval is required). Examples of hospitality that should be
declined include invitations to sporting events, social or other occasions that have no
relevance to our business. Where we receive gifts from suppliers or other partners
(e.g. at Christmas) we place them in raffles that we hold at public events such as our
AGM. For the avoidance of doubt, we do permit the acceptance of small gifts as
gestures of thanks or appreciation provided these are recorded in the register; we
normally expect these to be shared with colleagues.

The below table gives an estimate of the time commitment that is expected from
committee members (that of office bearers is likely to be a bit more):

Activity Est Time per Est Annual
event (hrs) Time - Hrs
Attendance at up to 8 regular meetings of the Committee 2 16

of Management

Reading and preparation for meetings of the governing 2-4 26
body
Attendance at annual planning and review events 1-7 10

(including individual review meeting)

Attendance at events such as estate tours, tenant / 1-2 2
customer conferences, openings and site visits

Attendance at internal briefing and training events 1-2 6

External Training and conference attendance (may 1-7 10
include overnight stay or weekend)

Total 70
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5. Engaging with tenants and other customers

The Regulatory Framework requires the Committee to lead and direct the housing
association to achieve good outcomes for tenants and other service users and to
seek out and take account of the needs, aspirations, views, concerns and priorities
of tenants and other customers in reaching decisions and agreeing strategy. We are
required to make information widely available about our services, performance and
plans: the information that we publish is set out in our Guide to Information.

Our performance in respect of complying with these requirements is measured, in
part by our performance in meeting the expectations of the Scottish Social
Housing Charter. The Scottish Social Housing Charter (the Charter) is a statement
by Scottish Ministers of the standards that tenants and other service users can
expect from their social landlords. It is used by the SHR to assess and report on
social landlords’ performance in providing housing services.

All RSLs are required to meet the requirements of the Charter, which was introduced
by the Housing (Scotland) Act 2010. Landlords are required to monitor and report on
their performance against the Charter. All RSLs must submit an Annual Return on
the Charter (ARC) to the SHR by 31 May each year. The ARC contains statistical
and performance information about the standards and outcomes that the Charter
contains. These fall into seven categories:

e Equalities: making sure that all customers’ needs are met and that people
are treated fairly

e Customer and Landlord Relationship: ensuring that customers find it
easy to communicate with us and to participate in decisions about services

e Housing Quality and Maintenance: our compliance with the Scottish
housing Quality standard (SHQS) and other standards (such as EESSH and
fire safety), ensuring that our houses are in good condition when allocated
and that repairs are carried out well at times that suit customers

e Neighbourhood and Community: ensuring that neighbourhoods are well
maintained and tenants feel safe living in them

e Access to Housing and Support: the availability of information about
housing options, allocations and progress of applications; the ease of applying
for a house and the availability of information and support to sustain
tenancies; the role of councils in meeting the needs of homeless people

e Getting Good Value from Rent and Service Charges: providing
services that customers believe deliver continually improving value for money;
affordability and the provision of information about how rent is spent

e Services to Other Customers (this applies mainly to local authorities and
their services to gypsy travellers)
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The SHR publishes information on individual landlords’ performance against the
Charter in August each year; landlords are required to publish reports for tenants
that show their performance by October. We consulted with tenants on the format of
our annual performance report on the Charter and took account of their views in
developing its style and content (which must meet regulatory requirements too). Our
annual performance report to tenants is published on our website. The SHR
publishes individual Landlord Reports for every RSL on its website which also has a
tool which can be used to compare performance with a small number of others.

A key expectation of the Charter is that landlords compare their performance with
that of other landlords: consequently, many housing associations carry out
benchmarking either by being members of a formal benchmarking club or through
less formal groups of similar organisations which share information. All RSLs are
expected to carry out reqular tenant satisfaction surveys which include specific
questions relating to the landlord’s performance against the Charter. These surveys
are carried out at least every three years.

We are making increasing use of digital communication methods to engage with our
tenants and we aim to ensure that we adopt different approaches to suit the needs
and preferences of all our tenants. We seek feedback from tenants about their
experience of the range of services that we provide, including repairs and
maintenance services — their satisfaction with the process for reporting a repair and
the availability of information about what would happen as well as satisfaction with
the quality of work carried out and the courtesy of tradespeople. This information is
reported to the committee each quarter. Annually, we consult with tenants on the
proposed rent increase.

We have a Resident and Customer Forum which is made up of a cross-section of
our customers. Their role is to monitor our performance and to influence service
development and delivery. From time to time, we consult the Forum and our tenants’
about specific proposals. The Committee receives reports following each meeting of
the Forum and Committee members may be invited to attend meetings of the Forum.
The Forum is invited to the committee meeting each May when the ARC results are
presented to committee and forum members jointly.

We maintain a comprehensive website which we promote as the first point of
contact with anyone who wants to find out about us or the services we offer. Our
website includes information about our policies and procedures and is where we
publish the minutes of Committee meetings.

We publish a tenants’ newsletter quarterly which is available on our website. We
use the newsletters to tell customers how their views have influenced our services
and how we provide them.
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Anyone who is dissatisfied about any aspect of our service can make a complaint —
our complaints policy meets the requirements of the model produced by the
Scottish Public Services Ombudsman (SPSO). The Committee receives reports
about complaints and their outcomes quarterly.

6. Funding

The Committee is responsible for ensuring that the housing association is financially
viable and that our financial affairs are conducted in accordance with the law and
regulatory requirements. To carry out this responsibility, the Committee receives
regular reports to allow them to oversee and monitor our financial affairs, our
performance and risk management activities. Amongst other responsibilities, the
committee reviews the auditors’ reports, monitors internal financial controls and risk
assessment, and oversees the internal audit programme.

The main source of income for housing associations is the rent paid by tenants. The
remainder comes from factoring services that we provide to owners and from grants
that we receive for specific projects and initiatives.

We review our rents annually and are required to consult with tenants on any
proposed increase. The Regulatory Standards of Governance and Financial
Management require us to ensure that we manage the association’s financial affairs
effectively while maintaining rents at a level that tenants can afford to pay. This
means that we must pay careful attention to rent affordability when setting budgets
and strategy and plans and that we take account of the feedback from our annual
rent consultation exercises with our tenants.

As at 31/03/2025 48% of our tenants receive support towards the payment of their
housing costs to help with their rent payments; 32% receive support to cover all of
their rent.

Changes to the welfare benefit system mean that the proportion of our tenants
having to pay some of their rent themselves has increased since 2016. In order to
support tenants as they move to universal credit, we have extended the range of
advice services that we offer to ensure that tenants have access to comprehensive
information and support to enable them to make their claims.

The economic climate and cost-of-living crisis have had an impact on our ability to
maintain rent affordability and collect all the rent that is payable. We aim to support
tenants by providing information and advice as well as practical assistance in an
effort to make sure that paying rent is regarded as a priority. We are making
information available to tenants’ groups about the impact that rising arrears caused
by non-payment will have on our ability to maintain services at their current level.
We are carefully controlling costs and monitoring the impact of inflation, particularly
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in respect of employment and component costs, to maintain rent affordability and
financial resilience.

We have worked in partnership with local advice agencies to make information
available to tenants.

The current Scottish Government consultation relating to Heat in Buildings and a
sustainable transition to net-zero will lead to the Social Housing Net-Zero Standard
(SHNZS) being introduced: funding arrangements for the sector are uncertain.

We provide factoring services to 30 owner occupiers and 21 sharing owners who live
in neighbourhoods where we operate. We generate sufficient income to cover the
costs of providing this service which contributes to maintaining neighbourhoods as
places where our tenants and owners feel safe and want to live.

As well as funding our annual programme of repairs, cyclical and planned
maintenance, we have to repay loans that we took out to fund the building and
improvement of our housing stock. We have a loan portfolio which identifies our total
borrowings and we report to the Committee on our compliance with the terms of
these loans on a quarterly basis. We are required to make an annual loan portfolio
return to the SHR and provide them with updates of any changes during the year. It
is essential that we meet the terms of these loans to avoid any penalties or breaches
that could have a serious impact on our financial strength. These conditions are
known as ‘loan covenants’ and our compliance is monitored on an ongoing basis and
reported quarterly to the Committee and to our funders.

7. Regulatory requirements

We are required to comply with Scottish Housing Regulator’'s (SHR’s) Regulatory
Framework. This Framework outlines all of the SHR’s regulatory requirements, and
this is an essential document for you to read.

We are required to comply with all of the SHR’s Regulatory Requirements, which
include the Regulatory Standards of Governance and Financial Management. There
are seven regulatory standards:

e The governing body leads and directs the RSL to achieve good outcomes for
its tenants and other service users

e The RSL is open and accountable for what it does. It understands and takes
account of the needs and priorities of its tenants, service users and
stakeholders. And its primary focus is the sustainable achievement of these
priorities

e The RSL manages its resources to ensure its financial well-being, while
maintaining rents at a level that tenants can afford to pay
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e The governing body bases its decisions on good quality information and
advice and identifies and mitigates risks to the organisation’s purpose

e The RSL conducts its affairs with honesty and integrity

e The governing body and senior officer have the skills and knowledge they
need to be effective

e The RSL ensures that any organisational changes or disposals it makes
safeguard the interests of, and benefit, current and future tenants

In addition to these standards of governance and financial management, the SHR
has established constitutional standards: these set out what must be included in our
Rules. Amongst other things, they describe the duties of the Chair and eligibility for
membership; establish requirements to have a Code of Conduct in place and specify
that Committee members must participate in annual reviews of their individual
effectiveness. Additionally, the SHR’s standards require that any Committee
member who is seeking to continue as a member, having already been a Committee
member for nine years or more, must have the Committee’s approval to do so. Our
Chair cannot hold office for more than five years. All of these requirements are
reflected in our Rules.

In addition to the statistical, performance and financial returns which RSLs are
required to submit, the Committee must also prepare and submit an Annual
Assurance Statement (AAS) to the SHR. This Statement must confirm the
Committee’s assurance, on the basis of evidence, that PHA complies with all of the
requirements of the Regulatory Framework. This includes specific statements about
compliance with specific requirements, such as tenant and resident safety.

The AAS must either confirm compliance or identify any issues of non-compliance
which are material to the RSL’s ability to meet statutory and/or regulatory
requirements. It must be submitted to the SHR by 31 October each year. The
Evidence Bank which supports the Committee’s assurance is maintained throughout
the year and includes reports, plans, policies, performance information, advice and
other documents. The Annual Assurance Statement is published on our website and
by the SHR.

The SHR uses the AAS, statistical and performance information that all RSLs are
required to submit annually to determine the Regulatory Status for each individual
RSL. This is shown in the annual Engagement Plan which is published annually by
the SHR. We are also required to publish our current engagement plan on our
website.

Individual RSL Engagement Plans set out the information the SHR requires from
each landlord; the reasons the SHR is engaging with the landlord; and how the SHR
will engage with the landlord. Escalations in the level of regulatory engagement can
constitute a breach of a RSL loan covenant.
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Our regulatory status is compliant. Where an issue of regulatory non-compliance is
identified (either in the AAS or by the SHR), an Improvement Plan is required, which
the SHR will monitor the RSL’s progress in achieving its outcomes and targets. All
Engagement Plans can be accessed on the SHR website.

All RSLs are required to notify the SHR about specific events that may involve some
risk to tenants and/or its financial well-being and/or its reputation or that of the wider
sector. These notifiable events could include, for example,:

e Breach of the Code of Conduct

¢ Resignation/removal of committee member for non personal reasons
e Resignation of the CEO

e Fraud or attempted fraud

e Serious complaint, allegation or investigation

e Serious incidents (such as a fire)

e Major organisational change

e Breach of legislation (e.g. health and safety) or regulatory standards
e Breach of financial covenants

e Failure of governance

The SHR requires to be notified at the earliest opportunity of any notifiable events;
those involving governance or organisational issues must be notified with the
authority of the Chair. All notifiable events must be reported to the Committee. The
SHR has published guidance on Notifiable Events on its website.

The SHR can take action in the event of a RSL failing to meet required standards or
where it believes there is a threat or risk to the interests of tenants and service users.
Information about the SHR’s statutory powers and how it will use them are included
in Section 6 of the Regulatory Framework 2024. Intervention can take several forms,
including:

e Requiring a Performance Improvement Plan

e Serving an Enforcement Notice

e Requirement to appoint individuals to the Committee

e Requirement to appoint a statutory manager

e Suspension or removal of Committee members or agents

e Restrictions on the activities of a RSL pending or following Inquiries
e Inquiries

e Direction to transfer of assets to another RSL
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8. Policies

As a member of the Committee, you are responsible for approving the policies and
procedures that we work to. Some of these policies are specifically importance to
our governance. These include, but are not restricted to, our:

e Rules

e Business Plan

e Risk Management Policy and register

e Treasury Management Policy

e Standing Orders and Delegated Authority arrangements

e Formal statements of the roles and responsibilities of Committee members
and office bearers

e Remits for the Committee, sub-committees and working groups

e Code(s) of Conduct for Committee and Staff

e Entitlements, Payments and Benefits Policy

e Induction and support policy for new Committee members

e Framework for annual review of the Committee’s collective skills, knowledge,
experience etc

e Formal process for the annual review of individual Committee members’
contributions to RSL’s governance

e Formal process for the appraisal of the Director

e Policy for recruitment, training, support and development of Committee
members

e Complaints policy and process

¢ Whistleblowing policy

These policies, along with others, can be found on our website or on our Committee
portal, and printed copies can be provided on request.

9. More information
If there is anything that you want to know more about, please just ask:

Joyce Orr, Director & Company Secretary.
j.orr@pineview.org.uk, Tel 0141 944 3891
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10. Key Facts about PHA — as at 31/03/2025

Constitutional status Registered Society
Regulatory Status Complaint

Number of properties owned and 852 self contained homes
managed 1 HMO care unit

21 sharing owners
30 owner occupiers

Geographical area(s) of operation Drumchapel, Glasgow, G15

Tenures Scottish Secure Tenancies
Leases to other agencies

Main activities Provision of quality affordable housing
for rent, and associated services.

Development plans Not at present

Number of GBMs 11

Number of staff 20 (19.5 FTE), plus services
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