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A message from 
Housing & Environment 
Executive Director, Barbara 
Renton
Welcome to the fifth Annual Performance Report on Perth & Kinross Council’s 
Housing Services.

This report provides you with a detailed overview of how we are performing against the national 
Scottish Social Housing Charter outcomes.

It clearly sets out the wide range of work we have carried out to improve your services in the last 
12 months as well as how we have performed in comparison to the previous year.  You can also 
read about some of the work we have planned for 2019/20 that will allow us to make further 
improvements.

The tenant satisfaction rates included in this report were gathered during the Tenant Satisfaction 
Survey in 2018.  A sample of 1,000 tenants was selected to take part and gave us their honest 
thoughts on their Housing Services.  We carry out this major consultation every two years, with the 
next one planned for 2020.  

As in our previous Annual Performance Reports we have worked very closely with our Service User 
Review and Evaluation (SURE) Team which is made up of tenants and other service users.  They 
have evaluated our performance and you can see how they rated our services against each of 
the indicators we are assessed on.  I would like to thank them once again for their very important 
contribution to the report.

The Council is committed to increasing the stock of high-quality affordable accommodation for local 
people, providing excellent accommodation for our existing tenants, making our neighbourhoods 
safe, secure and vibrant places to live, supporting people to live independently in their own homes 
and to assist and support people who are in accommodation need.

It’s very important that you, our tenants, have information about how we are performing as your 
landlord against these aims and I hope you will find the latest annual report informative.

Barbara Renton 
Executive Director (Housing & Environment)

Our Performance 2018/19
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SURE Team helping to improve your 
Housing Services

Members of our Service User Review & Evaluation (SURE) Team provided independent scrutiny of our 
performance against each of the Scottish Social Housing Charter Indicators.

It is very important that we receive this kind of scrutiny from our tenants and customers.  The input 
and involvement of the people who use our services enables us to make real improvements.

A message from the SURE Team
We are very pleased to have again been involved in assessing the performance of the Council’s 
Housing Service as set out in this Report. 

We carried out our fifth annual assessment of performance by: 

 reviewing Housing Service performance information for 2018/19 and the proposed service 
improvements for 2019/20 based on presentations and discussions with the Head of Housing and 
individual Service Managers and Team Leaders;

 setting out our own assessment of annual performance and a scoring system to denote the 
performance of each aspect of the Council’s Housing Service against the 16 Charter Outcomes.  We 
have recognised both the progress being made to improve the Housing Service for tenants and 
service users and the level that we think each element of the service has now reached; and by

 discussing and agreeing our assessment and proposed scores for each part of the Housing Service 
with the Housing Management Team as the basis of our contribution to the Council’s Annual Tenant 
Report 2018/19.

For each outcome we looked at: 

 the Housing Service performance data in recent years up to 31 March 2019 to assess the progress 
made and the level that we think each service element has now reached;

 the resources available to the Council;

 how the 2019 action plan continues to address existing shortcomings to lead to further 
improvement; and

 the comparative data between the Council and its peer group of 7 other Council landlords.

We used the scoring system that we agreed last year to grade performance and to acknowledge 
specific achievement:

An Extremely Good Service Level - The service has achieved and is maintaining a 
consistent high quality.  It is also meeting or exceeding its own targets and annual 
improvement actions, and it performs consistently well against the national and the 
peer group average.

A Very Good Service Level standard has now been reached.  Very good progress has 
been made in 2018/19.  The 2019/20 action plans show how further improvement will be 
achieved.
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SureTeam

SURE Team members

A Good Service Level is achieved.  Progress towards improvement is being made but 
with more to do to achieve real impact.

A Fair Service Level - This shows understanding of the issues and how service 
improvements can be made.

A Poor Service Level with poor prospects for improvement.

A Very Poor Service Level with no credible prospects for improvement.

 

The SURE Team recognises the detailed approach to leadership and management which has been 
adopted by the Housing Management Team to identify and monitor the specific actions that have 
been agreed to improve the performance of the Housing Service across all 16 Charter Outcomes.

For more information on the SURE Team or to find out how to get involved, please telephone 
01738 476165 or email TenantParticipation@pkc.gov.uk

mailto:TenantParticipation@pkc.gov.uk
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How is our performance assessed?

The Scottish Social Housing Charter (SSHC) was approved by the Scottish Government in 2012.  The 
Charter sets out the standards and outcomes that all social landlords should aim to achieve when 
performing their duties to tenants and residents.

It is designed to ensure that social landlords are accountable to their tenants, and that they are 
achieving key outcomes for customers.

The Scottish Housing Regulator is responsible for assessing social landlords against 16 SSHC 
outcomes each year.  Perth & Kinross Council provides performance information to the Regulator 
which is the basis of this performance report.

Perth & Kinross Council has submitted an Annual Assurance Statement to the Scottish Housing 
Regulator as per the Scottish Social Housing Charter, providing assurance that the organisation 
complies with the regulatory requirements that apply to all social landlords.

As mentioned on previous pages, we also asked members of our Service User Review and Evaluation 
(SURE) Team how they think we did in each area of performance.

How satisfied are tenants with Perth & Kinross 
Council Housing services?
Our Tenant Satisfaction Survey carried out last year showed 94.77% of tenants are satisfied with 
our Housing services.  We carry out this survey every two years, and the previous survey in 2016 
showed an 85.16% satisfaction rate.

2017/18

94.77%

2016/17

85.16%

Scottish Local Authority Ranking - 1st
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Setting the scene in Perth and Kinross

During the financial year 2018/19 from 1 April 2018 to 31 March 2019 tenants paid £27.3million in 
rents for Council houses, temporary Council housing, lock-ups and garage sites.

The Council’s Housing Revenue Account (HRA) is mainly financed from rents paid by our Council 
tenants.  The actual income to the HRA for 2018/19 was £28.9million, with income from rents for 
Council houses, temporary accommodation, garages and lock-ups totalling £27.3million (94% of our 
total income).

We increased rents by 1.5% for 2019/20, balancing the financial challenges facing our tenants and the 
Council and based on what tenants told us their priorities were for spending.  Perth & Kinross Council 
rents are the 7th lowest out of the 26 local authority areas in Scotland who have housing stock.  Our 
rents are currently £5.30 lower than the Scottish average (based on 52 weeks).

Where your rent goes

8p in every 
£ spent

*Contribution towards 
the Capital Programme 

(CFCR)

Contribution*

30p in every 
£ spent

28p in every 
£ spent

27p in every 
£ spent

7p in every 
£ spent

Support Services
Financing  

Debt
Repairs & 

Maintenance
Neighbourhood 

Services
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Our relationship with tenants 
Charter outcomes 1, 2 and 3

The relationship between tenants and their landlord is vital.  We need to be aware of your needs as 
our tenant, keep you informed, treat you fairly and provide ways for you to have an influence over the 
services you use and the decisions we take.  The first three Charter outcomes cover these areas.

Equalities - Charter outcome 1
This outcome makes sure that every tenant has their individual needs recognised, is treated fairly and with 
respect, and receives fair access to housing and housing services.

What we achieved in 2018/19

	We looked at new ways of delivering our 
Tenant Conference to encourage and 
increase participation across all ages and 
ethnicities.

	We held a series of tenant drop-ins in 
Aberfeldy, St Catherine’s Square, Dalreoch 
Place in Letham, Crieff and in Kinross via 
'community connecting' days following the 
Tenant Autumn Conference in October 2018.

	We introduced new ways of collecting data 
on tenant satisfaction via mobile technology 
to encourage participation.

	38 tenants were supported to become 
digitally included through 171.5 hours 
of support with 78 further requests from 
tenants to participate.

	An audit of our reception facilities was 
carried out within our Locality Teams to 
ensure equal access for all.

What we will do in 2019/2020

● Work in partnership with colleagues in 
Health and Social Care Partnership to 
establish an Independent Living Group to 
identify current and future needs for tenants 
with complex care needs.

● Increase the opportunities for tenants’ 
individual needs to be supported in their 
home through the provision of Technology-
Enabled Care.

● A Leadership and Management Programme 
session will deliver training on equalities for 
our front-line co-ordinators.

SURE Team Verdict
Good service.

How we are performing against the Scottish 
Social Housing Charter indicators

88



Tenant selected indicator:
Satisfied with keeping tenants informed

82.5%

2016/17 2017/18

96.8%

What we achieved in 2018/19

 The number of likes on our Facebook page 
increased by 26.2% from 1,682 to 2,105 with 
a monthly average reach of 31,000.

 We increased the number of our followers on 
Twitter from 2,044 to 2,290 with a monthly 
average reach of 20,000.

 Our email contact list for tenants grew from 
238 people to 853, representing an increase 
of 258%.  

 The number of tenants voting on preferred 
rent level options increased by 298% to 1,034 
or 13.5% of tenants.

 We introduced the opportunity for tenants 
to provide immediate satisfaction feedback 
following completion of a repair.

 An E-Panel where tenants can shape Housing 
services via digital communication was 
developed.

What we will do in 2019/20

● We will continue to build our social media 
presence, encourage more take-up and 
consider our targets.

● Our Menu of Opportunities will be 
advertised more widely to demonstrate 
the range of chances that exist for tenant 
involvement and engagement.

● We will continue to encourage tenants 
who want to receive news and information 
electronically to sign-up to our GovDelivery 
email newsletter system.

Complaints performance 
Complaints concerning our Housing Service 
are dealt with using the Model Complaints 
Handling procedure used by all local authorities 
and Housing Associations.  It consists of two 
stages.

Stage 1 - Front-line Resolution
These complaints are dealt with as close to 
point of service delivery and as promptly as 
possible.  Target for completion is 5 working 
days.

● The number of Stage One complaints 
increased on the previous year, up from 415 
to 543. 

● The rate of upheld complaints increased 
slightly.

● Performance against timescales dropped 
from 80.56% to 75.66%.  This is partly due to 
the increased numbers of complaints being 
logged at this stage.

Stage 2 - Investigation
In these complaints an independent 
investigation is undertaken by an allocated 
Investigating Officer.  Target for completion is 20 
working days.

Communication - Charter outcome 2
This outcome ensures that tenants and customers find it easy to communicate with us and get the 
information they need about services and the decisions we make.  It also ensures we make it easy for 
tenants to make complaints and give us feedback.

9
Tenants' Facebook Page
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● Stage 2 complaints increased in 2018/19 
after a dip in the previous reporting year - up 
from 31 to 44.

● Upheld complaint rates decreased slightly.

● Performance against timescales has 
improved from 68.75% to 88.57%.

What we achieved in 2018/19

	We have amended reports to Team Leaders 
to focus on improvements. 

	We began development of a new complaints 
system.

	A workshop was held with Area 
Co-ordinators, Team Leaders and Managers 
to look at barriers to completing complaints 
work within target.

	Briefings are now held regularly with all 
teams regularly as part of the Council’s 
overall commitment to complaints handling. 

What we will do in 2019/20

● We will continue to refine reports on 
performance and improvement actions to 
allow us to monitor the service.

● We will publicise twice-yearly information 
about our complaints and lessons learned.

● We will continue to provide training for staff 
to support them in their complaint handling 
role with a view to improving complaints 
handling performance at Stage 1.

SURE Team Verdict
Very good service.

Participation - Charter outcome 3
This outcome ensures that tenants and other 
customers find it easy to participate in and 
influence our decisions at a level they feel 
comfortable with.

Tenant selected indicator:
Satisfaction with opportunities to participate

2016/17

74.45%

2017/18

98.74%

What we achieved in 2018/19

	Each Locality now has a dedicated Tenant & 
Resident Participation (TRP) Worker.

	TRP Workers regularly attend partner and 
agency meetings, representing their Locality.

	The TRP section on our website has been 
enhanced to include new pages and links 
created for Estate-Based Initiatives, Digital 
Inclusion and TRP in localities, listing events 
and activities.

	A new TRP Monitoring Group was set up to 
ensure TRP is meeting the needs of tenants 
and residents.

	We hosted monthly tenant and resident 
meetings, and a series of tailored events and 
drop-in events in localities attended by 563 
tenants. 
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What we will do in 2019/20

● A new locality-based Tenant Voices 
programme will be delivered to encourage 
volunteering.

● The Digital Inclusion Project will develop 
tenant E-panels linked to an enhanced TRP 
website.

● We will continue to provide a range of 
ways to participate though our Menu of 
Opportunities.

● We will increase the number of Tenant 
Inspectors who work with us on 
neighbourhood improvement projects and 
provide them with additional training and 
support.

SURE Team Verdict
Very good service.
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2
Housing quality and maintenance 
Charter outcomes 4 and 5

All our tenants should live in a home that is warm, secure and well-maintained.  Charter outcomes 4 
and 5 cover this area of performance.

Housing Quality and Maintenance, Scottish Housing Quality Standard - 
Charter outcome 4 
This ensures our tenants’ homes, as a minimum, meet the Scottish Housing Quality Standard (SHQS) by 
April 2015 and continue to meet it, and allocated houses are always clean and in a good state of repair.

During 2018/19 we increased our overall level of SHQS compliance from 96.15% to 96.74%.

What we achieved in 2018/19

	Provided new mains gas connections to 109 
houses. 

	Installed upgraded fire detection equipment 
to 573 houses.

	Installed energy efficiency measures, 
including external wall insulation works 
to ‘hard to treat’ homes (100 houses) and 
fitting ‘renewable’ technologies, such as air-
sourced heat pumps (40 houses).

	Refurbished common areas and upgraded 
facilities at our retirement/sheltered housing 
blocks at Strathmore Street and Carpenter 
Court.

	Fitted new or upgraded door entry systems 
to 398 flats in 35 blocks. 

	Completed environmental improvement 
works such as rebuilding retaining walls, 
erecting new fences and improving 
footpaths, steps and car park surfaces etc.

	Installed new triple-glazed windows and 
doors to 443 homes.

	Built 68 new houses for social rent and a 
further 13 for shared equity.  We also started 
construction work on a further 10 houses 
and continued our plans to develop and 
prepare more new housing sites so that they 
are ready for building works to start.

	Bought back and upgraded 26 former 
Council houses. 

	Completed adaptation works to 372 houses.

Top: New-build flats, Crieff Road, Perth
Right: Kitchen replacement programme
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Top: New sunroom at Carpenter Court
Bottom: Door entry system

Tenant selected indicators: 
Average length of time to complete emergency repairs 
(hours)

2017/18

3.57

2018/19

3.54

Scottish Average 
2018/19

3.6

What we will do in 2019/20  

● The Triple-Glazed Window and Door 
Replacement Programme will continue 
(approximately 220 further houses).

● The Central Heating Upgrading Programme 
including Fire Precaution Works will 
continue (approximately 500 houses will 
benefit with a further 50 receiving renewable 
technologies).

● External Wall Insulation works will be 
completed (approximately 173 Council 
homes).

● Controlled Door Entry installations and 
upgrades will be completed to 6 blocks. 

● Around 15 Kitchen/125 Bathroom Upgrades 
will be completed.

● External Fabric Works and Environmental 
Improvement Programmes will also continue 
in various areas.

SURE Team Verdict
Extremely good service.

Housing Quality and Maintenance, Repairs Maintenance and 
Improvements - Charter outcome 5 
This outcome ensures our tenants’ homes are well-maintained, with repairs and improvements carried out 
when required, and tenants are given reasonable choices about when work is done.

We continue to perform well with our 
repairs response times:

● Our emergency repairs took on 
average 3.54 hours to complete 
within the 24-hour target compared 
to last year’s 3.57 hours.

● The number of repairs 
appointments kept was 96.51%, 
above the national average of 
95.6%.

● Tenant satisfaction remained high 
- 90.93% of tenants were satisfied 
with their repairs compared to the 
Scottish average of 91.7% (2018/19).
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Percentage of repairs completed right first time

2018/19
87.79%

2017/18

91.11%

Scottish Average 
2018/19

92.5%

What we achieved in 2018/19

	We introduced a new mobile working project 
which captures and shares repairs data 
electronically, making the service more 
efficient for customers.  The system: 

- has simplified appointments 
bookings;

- makes work scheduling easier and 
more flexible;

- allows staff to receive works order via 
mobile phone, with real-time updates 
provided throughout the day;

- has helped staff reduce travel time 
between jobs;

- allows tenant to provide us with 
instant feedback on the quality of a 
repair job.

	We increased the number of tenants 
reporting their repair online using MyPKC 
from 36 a month in April 2018 to 93 a month 
in April 2019.

	We reviewed the Responsive Repairs Policy 
to ensure that the Policy remained customer-
focused.

	We tendered for a new gas servicing contract 
to ensure we continue to provide the highest 
quality of service to tenants at the best 
possible value.  Saltire won the tender and 
took over provision of the service earlier this 
year.

What we will do in 2019/20

● We will continue to develop our Mobile 
Working system, including the introduction 
of text messaging for tenants to remind 
them when an appointment has been 
booked.

● The online repairs section of MyPKC will be 
enhanced.

● We will review Common Repairs Policy 
to improve our Tenement Management 
Scheme process for our customers.

SURE Team Verdict
Very good service.

Repairs van
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Your neighbourhood and community 
Charter outcome 6 3

Tenant selected indicator: 
Percentage of anti-social cases resolved within 
locally agreed targets

2017/18

81.23%

2018/19

75.62%

What we achieved in 2018/19

	77.51% of tenants are satisfied with the 
standard of their home when they moved in, 
up from 76.92% in 2017/18.

	Locality Team staff participated in Safer 
Communities tasking meetings and case 
conferences. 

	We installed noise monitoring equipment in 
34 tenancies.

	223 joint visits with Safer Communities Team 
for complex cases were carried out.

	66 Estate-Based Initiatives (EBI) 
neighbourhood improvement projects were 
delivered across the area. 

	Continued to sign tenants up to our Good 
Neighbour Agreement in our new-build 
properties.

	Full roll-out of our new Tenant Welcome 
Pack to help people settle into their 
tenancies.

	The caretaking team are now available 
across all localities to support clearances of 
communal areas or garden ground.

This outcome ensures that we are working in partnership with other agencies so that tenants and other 
customers live in well-maintained neighbourhoods where they feel safe and secure.

EBI walkabout in Birnam
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What we will do in 2019/20

● Where appropriate Short Secure Tenancies 
will be offered on the grounds of anti-
social behaviour and we will monitor these 
tenancies.

● We will continue to use the information 
provided through complaints to identify 
potential anti-social behaviour hotspots and 
act where needed (including EBI projects).

● Ensure that our front-line housing staff 
continue to have the necessary skills, 
confidence and tools to be able to tackle and 
resolve anti-social behaviour. 

● Discuss with the SURE Team the potential 
for them to scrutinise the delivery of estate 
management across our localities.

SURE Team Verdict
Good service.

New Tenant Welcome Pack
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Access to housing and housing support advice 
Charter outcomes 7, 8, 9, 10, 11 and 12 4

Charter outcomes 7, 8, 9 and 10
Charter outcomes 7, 8, 9 and 10 ensure that people who are looking for housing get information that 
helps them make informed choices about the range of housing options available to them, and can review 
those options.  They also ensure that people at risk of losing their homes get homelessness advice, and that 
people who are looking for housing find it easy to apply for a wide choice of social housing and get all the 
information they need.

Tenant selected indicator:  
Average time (days) taken to re-let homes

2017/18

27.81

Scottish Average 
2018/19

31.9

2018/19

28.42

What we achieved in 2018/19

	We conducted over 2,700 
housing options interviews, 
an increase of 12% compared 
to 2017/18.

	Recommissioned the Floating 
Housing Support service 
to include an intensive/
wraparound element which is 
accessible 24/7.

	Used the Personalised Budget 
(Prevention Fund) effectively 
assisting 161 households 
during 2018/19.
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What we will do in 2019/20

● Expand the membership of the Common 
Housing Register.

● Continue delivering housing options 
and homeless prevention and tenancy 
sustainment activities to minimise 
homelessness.

SURE Team Verdict
Extremely good service.
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What we achieved in 2018/19

	We introduced the Sustaining Tenancies 
Fund to support sustainability for tenants 
experiencing financial hardship:

- The £150,000 fund was introduced 
in April 2018 with applications 
considered by 3 lead officers.

- There were 219 applications: 142 
(65%) were approved,17 (8%) were 
deferred and 60 (27.4%) refused.

- 88% of those approved for payment 
now maintaining a clear rent account.

- We removed threat of homelessness 
for 103 children under 16 years of age.

	We continued to monitor reasons for 
tenancies ending to identify any trends and 
act where needed.

	A full review and recommissioning of our 
third sector Floating Housing Support 
service was carried out.

Tenancy sustainment - Charter outcome 11 
This outcome ensures that tenants get the information and support they need to remain in their home.

Performance indicator:
● Of the 168 tenancies allocated to applicants from the waiting list in 2018/19, 89.88% were 

supported and able to sustain their tenancy for more than 12 months compared to 87.9% nationally.    

Tenant selected indicator:  
Percentage of homes that became vacant in the last year

2017/18

9.47%

2018/19

10.74%

Scottish Average 
2018/19

8.60%

What we will do in 2019/20

● We will carry out research around support 
provision for 16-25 year olds and consider 
the recommendations from this.

● Consider a pilot project around 
accommodation, support and employment 
opportunities for 16-25 year olds.

● We will review all abandonments in 
2018/19 to identify any potential missed 
opportunities which can influence service 
re-design and reduce abandonments.

SURE Team Verdict
Very good service.
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Homeless people - Charter outcome 12
This outcome ensures that homeless people get prompt and easy access to help and advice, are provided 
with suitable, good-quality temporary or emergency accommodation and get continuing support.

Performance indicator:
● The number of families presenting as homeless reduced by 4% from 319 in 2016/17 to 306 in 

2017/18.

What we achieved in 2018/19

	We achieved a 6.5% reduction in homeless 
presentations in 2018/19 compared to the 
previous year in the context of a 3% rise in 
presentations nationally.

	From early intervention and prevention, the 
number of families presenting as homeless 
has reduced by 24% from 306 in 2017/18 to 
232 in 2018/19.

	The Integrated Schools Programme was 
delivered in all but two of our secondary 
schools during 2018/19 reaching around 
1,700 pupils which is 87% of all S3 pupils 
across Perth and Kinross.

	Our new Rapid Rehousing Transition Plan 
was approved by the Scottish Government, 
building on the success of our sector-leading 
Home First approach to transition people 
who present as homeless directly into settled 
accommodation.

What we will do in 2019/20

● Continue to deliver housing options 
and homeless prevention and tenancy 
sustainment activities to minimise 
homelessness.

● Achieve further improvements in key areas:

- Number of homeless applicants 
waiting for an offer of housing.

- Duration of homelessness.

- Length of stay in temporary 
accommodation.

SURE Team Verdict
Extremely good service.
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Good value from rents and other charges 
Charter outcomes 13, 14 and 15 5

Rents and service charges - Charter outcomes 13, 14 and 15 
These outcomes ensure that we set rents and service charges in consultation with tenants and other 
customers so there is a balance between the level of services provided and how affordable rents are.  Also, 
that tenants get clear information on how rent and other money is spent.

Performance indicator:
● Our rents are around the 7th lowest out of the 26 local authority areas in Scotland who have 

housing stock.  88.18% of PKC tenants told us they consider their rent to represent good value for 
money, up from 84.89% in 2016:

Accommodation
PKC Average Rent 

(excluding service changes)

Registered Social Landlord 
Average Rent 

(excluding service changes)

Bedsit £46.34 £55.65 (+20%)

One Bedroom £62.99 £75.88 (+20%)

Two Bedrooms £68.27 £80.12 (+17%)

Three Bedrooms £76.37 £87.75 (+15%)

Four Bedrooms £82.46 £96.24 (+17%)

Average £66.99 £80.37 (+19%)
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What we achieved in 2018/19

	Increased the number of tenants 
participating in rent setting consultation by  
298% to 1,064.

	Continued to be the most affordable 
housing option in Perth and Kinross.

	Reduced our current rent arrears level from 
9.44% to 8.21%.

	Collected 98.57% of the rental income due in 
2018/19.

	Monitored and reported on the impact of 
Universal Credit on a quarterly basis.

	We established a Housing Revenue Account 
Monitoring Group which consists of tenants 
and staff.  

	During October and November 2018 we 
joined with Angus Council and Dundee City 
Council in the production and airing of a 
radio advertising campaign to promote the 
payment of rent as a priority.

What we will do in 2019/20

● Introduce our Mobile Housing Teams to 
support performance improvement and 
increase opportunities for face-to-face 
engagement with tenants about rent 
arrears.

● Review the Former Tenant Rent Arrears 
procedure to ensure the number of tenancies 
ending with arrears is reduced and that we 
maximise the opportunities to collect former 
tenant arrears.

● Continue to look for efficiencies across all 
the services that we provide to our tenants to 
ensure value for money.

SURE Team Verdict
Very good service.

Rent setting discussions at Tenant Conference
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6
Other customers 
Charter outcome 16

What we achieved in 2018/19

	We continued to monitor site standards 
and improvements via our Gypsy/Travellers 
Improvement Plan.

	A Tenants & Residents' Group was introduced 
and supported at Double Dykes.

	Our Community Engagement Team 
continues to attend residents’ meetings.

	A Negotiated Stopping Pilot was introduced 
in August 2019 to support Gypsy/Travellers 
on their way through the area.

The Charter recognises that social landlords provide services to other customers who are not tenants.  This 
includes the provision and upkeep of Gypsy/Traveller sites.

Gypsy/Travellers - Charter outcome 16 
This outcome ensures that we manage sites for Gypsy/Travellers and maintain them well.

What we will do in 2019/20

● We will discuss and agree with residents at 
each individual site how often the site should 
be inspected to ensure ongoing compliance 
with minimum site standards.

● A full Health & Safety Inspection will be 
carried out in partnership with residents on-
site.

● Both Bobbin Mill and Double Dykes will be 
included in Local Stock Condition Survey - an 
assessment of adherence to minimum site 
standards which will help identify ongoing 
and future needs of sites.

SURE Team Verdict
Good service.
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All Council Services can offer a telephone translation facility.

If you or someone you know would like a copy of this 
document in another language or format, (on occasion, 

only a summary of the document will be provided in 
translation), this can be arranged by contacting the 

Customer Service Centre on 01738 475000.

You can also send us a text message on 07824 498145.


