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Introduction Social landlords must:

In our thematic inquiry report ‘Factoring services in Scotland’ we highlighted the
need for landlords to provide value for money to their owners, ensure they meet
their legal obligations and the standards and outcomes of the Scottish Social

Consider whether or not they are
property factors as defined in the:

Housing Charter. Property Factors (Scotland) Act 2011
We recently surveyed all 145 social landlords in Scotland that provide factoring o _

services to find out more about the action taken since we published our report. This Meet the minimum requirements set
short booklet gives a summary of what we found. out in the:

Code of Conduct for Property Factors

Wh at we fO un d Meet the standards &

outcomes of the:

Factoring : : :
services in - Upby: Total income from management fees by Scottish Social Housing Charter
Scot_land are 1 23,358 homes | _ | 5,000 G 1 0'1 74'1 05 £250,000
provided by are factored b homes
1 4 5 Scottish social landlords
since 14/15 since 14/15
: RSLs 93,286 RSLs £8,781,749
SOClal Iandlords LAs 30,072 LAs £1,392,356
Average management fee
0, :
G 82_48 Down from: 67_4 /0 e Up from:
£83.97 owners satisfied 5 63%
: with their factoring service
since 14/15 The overall increase over the last two Ll L
RSLs £94.14 years is due to improved satisfaction
LAs £46.30 in the RSL sector. LA satisfaction

declined since 14/15.

Source: Social landlords Annual Return on the Charter 16/17



https://housingcharter.scotland.gov.uk/
http://www.gov.scot/Publications/2012/07/6791
https://www.scottishhousingregulator.gov.uk/publications/factoring-sevices-scotland-thematic-inquiry-may-2016
https://www.scottishhousingregulator.gov.uk/publications/charter-data-all-social-landlords
http://www.gov.scot/Topics/Built-Environment/Housing/privateowners/propertyfactors/2011Act

What landlords told us about improvements The Charter outcomes

Since we published our report on factoring services in Scotland, 85 landlords told us they
had reviewed their factoring service. Below is a summary of the improvements they told

they have made.
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Introduced newsletters Provided more detailed Prepared a business

©

Reviewed the actual time

information on invoices case for the introduction spend on factoring to

of a management fee

b e

Placed noticeboards in closes Carried out an Owners Survey
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200 O

benchmark budget
assumptions

Increased estate
management visits

Improved website Created an Owners' Forum Carried out an internal Introduced a new website
information audit on factoring advice  specifically for factored
owners

Q =

Carried out a full stock condition Introduced debit and credit card
survey with a view to providing payment facilities

owners with a 5 year planned and

cyclical maintenance programme

%

Introduced an owners' scrutiny
group to allow owners feedback
on service provision

Social landlords manage all
aspects of their business so that
tenants, owners and other
customers receive services that
provide continually improving
value for the rent and other
charges they pay.

Scottish Social Housing
Charter Outcome 13:
Value for money

Social landlords manage their
businesses so that tenants and
other customers find it easy to
communicate with their landlord
and get the information they need
about their landlord, how and why
it makes decisions and the
services it provides.

Scottish Social Housing Charter
Outcome 2: Communication

Social landlords manage their
businesses so that tenants and
other customers find it easy to
participate in and influence their
landlord’s decisions at a level they
feel comfortable with.

Scottish Social Housing
Charter Outcome 3:
Participation



Our survey: summary findings

We asked 145 factors a range of questions about their services. Below is a summary of how they responded.

Value for money (VFM) £ Communication & participation

43 Chargea% of

The average (\)
the factoring bill 10%

Ch
133 Chargea % charge is

management fee
£ (%) (5]

5 8 Charge aone off * Somechargeafee&a perce?tage charge ; ;
: e Most increase management fees due to higher costs o
float or deposit providing services
e Many consider a range of issues when increasing fees such
0 as costs, comparison and inflation )
* A minority increase fees in line with rent increases

Factors told us they assess VFM by:
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Services factors provide
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Tendering contracts

Owner satisfaction

Using approved contractor list
Using a schedule of rates

Comparing with other landlords

Communal repairs & maintenance
Gardens & open space

Buildings insurance

Close cleaning

Information factors provide:
144
137

How factors consult

0 137
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Written statement of service

Invoice

Repair procedures
Newsletters

Schedule of maintenance work
Owners handbook

Satisfaction surveys
General letters
Newsletters
Website

Close meeting
Joint estate inspections

The key areas owners can influence are:
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The quality of the repairs service

Identifying priorities
Service delivery

Planned and cyclical maintenance



Social landlords who provide
a factoring service need to:
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ensure they recover all charges associated with the provision of factoring
services;

be clear and transparent about setting and increasing management fees;
demonstrate that owners are receiving a value for money service;

provide good quality information to owners;

give detailed information on charges;

regularly consult owners and understand and take action on their needs and
priorities;

promote participation; and

take action following satisfaction surveys and consultation work.
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Find out more:
O peyrasne Read:

‘Factoring services in Scotland’

Visit our website

www.scottishhousingregulator.gov.uk



https://www.scottishhousingregulator.gov.uk/publications/factoring-sevices-scotland-thematic-inquiry-may-2016
https://www.scottishhousingregulator.gov.uk/publications/factoring-sevices-scotland-thematic-inquiry-may-2016
www.scottishhousingregulator.gov.uk
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