Shetland Islands Council
Housing Service

Introduction

In May 2009, we moved to 6
North Ness Business Park. The
new office has better facilities for
staff, improved interview rooms
and a spacious reception area
for all.

Computers are available in our
reception for you to use and find
out more information about your
housing options. Housing staff
can help you to get started to
browse the Internet yourself.

The Housing Service now has a
dedicated helpdesk for tenants
to report repairs 1 01595
744399.

You can also report your repair
online at: https://
forms.shetland.gov.uk/

citizen access-live/Citizen/.
You will have to register on the
website if you have not already
done so. Please contact
Housing Admin on 01595
744360 for assistance. Online
repairs are picked up daily.

Below is a photo of our new
office at the North Ness:
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How to contact the
Housing Service:

o)
Shetland Islands Councild Housing Service
Department of Education and Social Care
Housing Service
6 North Ness Business Park

Lerwick

ZE10LZ

Telephone 01595 744360
Repairs 01595 744399
Freephone 0800 212829
Fax 01595 744395

email: housing@shetland.gov.uk

website: www.shetland.gov.uk/housing

Our office is open Monday to Friday 9am to
5pm including lunch hours.

In an emergency outwith office hours please
contact :

Homelessness: 01595 695611
Council House Repairs: 01595 693972

Available 24 hours a day, 365 days a year

This Annual Report can be made available in other languages and

formats.

On request information can be made available in Braille, on tape, in
large print and in different languages.

For further information please telephone Housing on 01595 744360,

or email housing@shetland.gov.uk.

Policies that affect
you

Our policies are published on
our website and are available to
view at:

www.shetland.gov.uk/housing/
policyandprocedures

Shetl and Tenants

Based at la Water Lane
Forum plays an important part in encouraging
tenant involvement and participation throughout
Shetland. Representatives of each of
Shetl andds tenants
the membership of the Forum. The SIC
provides funding to enable the Forum to employ
a dedicated Tenant Participation Worker as well
as run an independent office. The Tenant
Participation Worker actively encourages and
supports tenants to
take part in the She
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There are currently 7 tenant groups operating in
Shetland: Annsbrae Tenants Forum (Special
Needs), Community Learning and Resident
Centre, Kalliness and Soundside Residents
Association, Moorfield Tenants and Residents
Association, Sandveien & Nederdale Tenants
and Residents Association, Scalloway Tenants
and Residents Association and the Scheme
Three Tenants and Residents Association.

For more details about the associations, please

go to our website link or contact Joann Johnson
at the Shetl and Tenant
office on 01595 695197 or by

email at

joann@shetlandtf.plus.com.
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Association operate a joint housing

register, which means that filling out one
housing application form places you on
the RsBwitH Bofhtlahdldtds.O Yok 8anf O T M
choose to be considered for only one
landlord if you prefer. Both landlords
consider your application in line with their
own allocation policies. To apply for
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For further adwce and mformatlon on
housing, visit our Housing Options Guide
at www.shetland.gov.uk/

housingoptionsquide/.

If you would like to swap your house with
another SIC or HHA tenant, take a look at
www.homeswapper.co.uk to register for a
Mutual Exchange.

If you think your home is too big for you
and you would like to transfer to a smaller
fidusel yol may be eligible for a payment
of A700 to help with
This is available to tenants living in
Lerwick, Scalloway, Tingwall, Bressay and
Cunningsburgh only.
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Number of Housing Applications

Number of New Applicants Registering Number of People with an Application
Year for Housing Registered for Housing
2007-08 637 974
2008-09 591 951

This table shows the number of new applicants applying for Housing each year. This remains high, with slightly fewer applicants
registering between April 2008 and March 2009.

The number of people with an application registered for housing in March 2009 was 951. This is an decrease of 23 from a similar
snapshot taken in March 2008.

SIC Housing stock

At 31% March 2009 Shetland Islands Council had a total stock of 1925 properties. 1514 of those properties are used for general
needs, 251 used for sheltered housing with the remaining properties used mainly as temporary accommodation for homeless
households or decant purposes during property refurbishmeet.
Right to Buy scheme. The Council continues to be the biggest provider of social rented housing, with housing stock distributed
throughout Shetland. Just over half of SIC housing stock is in Lerwick. You can view more information on the location and size of
general needs housing stock at: www.shetland.gov.uk/housingoptionsguide/councilhousing/documents/SICGNHousing-TableA.pdf.

Housing Need and Demand Assessment

An assessment of Housing Need and Demand for Shetland is nearing completion. This assessment is required by the Scottish
Government and its main purpose is to provide the evidence required to underpin a new Local Housing Strategy (Housing-led) and
Local Development Plan (Planning-led). Once completed, the assessment will be available to view online at www.shetland.gov.uk/

Tenant Satisfaction Survey Results

The results from the tenant satisfaction survey carried out in 2008 show that Shetland Islands Council continues to provide a very
satisfactory standard of Council Housing. The levels of tenant satisfaction are demonstrated in the following findings:

819% of tenants are either satisfied or very satisfied with the standard of their homes.

74% of tenants feel that the rent set up is fair and does not need to be reviewed.

73% of tenants feel that the amount of rent they currently pay is about right. ‘ 0
72% of tenants feel that the proposed rent increase at the rate of inflation is about right. -/

75% of tenants agree that the rent they pay is good or very good value for money.

80% of tenants are satisfied or very satisfied that they are given clear information and advice on issues that affect them as
tenants.

Response to Repairs
During 2008/2009, we carried out 8048 repairs to occupied houses and 76% of these were completed on time. This is an
improvement on the previous year.

Number of Repairs % Completed on Time Better/Worse than 2007/2008
Completed
Repair Type
Emergency (24 hours) 1638 98% Same
Urgent (3 days) 1891 89% Better
Routine (1 month) 3953 63% Better
3 Month 566 63% Worse
Total Response repairs 8048 76% Better .



http://www.shetland.gov.uk/housingoptionsguide/councilhousing/documents/SICGNHousing-TableA.pdf
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Where our money comes from
2008/2009 Income

B HSG General (17%) B HSG Hostel (0%)

B HSG Clawback (0%) M Intereston Revenue Balances (1%)
B Rents Dwellings (54%) ¥ Rents Hostel (1%)

Rents Other (1%) Contribfrom R & R Fund (26%)

Most of our income comes from the rent
that you pay for your Council house. A
further amount is received from Housing
Support Grants with the remaining

income made up largely from other rents,
Repair and Renewals fund, interest on
revenue balances and other income. All
of this money goes i
Housing Revenue Account (HRA).

Where our money goes
2008/2009 Expenditure

M Supervision & Management (5%) M Repair & Maintenance (24%)
H Void Rents & Charges (0%) B Hostel (2%)
B Captial Charges Dwellings (49%) ® Capital Charges Hostel (1%)

CFCR (18%)

In 2008/2009, 49% of our total expenditure
went on Capital Charges to repay the
housing debt. 24% was spent on Repairs
and Maintenance. The remaining
expenditure was made up of supervision
and management costs, void rents and
charges, hostel/garages and other
expenses and capital chargesd Hostel.

Payment made easy

You can pay your rent in lots of different ways:

In person at the Cashiers Section at Charlotte House, Lerwick;
Swipe Card at any Post Office,
any PayZone outlet;

Direct Debit 2007/2008.

Housing Rent

The percentage of rent lost due to voids (empty houses) for
2008/2009 was 2%. This is a reduction from 3% lost in

Online payments at www.shetland.gov.uk/payments
Salary deduction for Council employees

Rent Arrears

lﬂ?t

benefits.

The Income and Recovery Section of the Finance Department collect all debts owed to the
Shetland Islands Council so if you are falling behind with payments of Rent, Council Tax or any
other type of Council debt contact them. Together you will make an agreement of achievable
payment instalments. They can also arrange a Benefits Health Check for you with the
Citizens Advice Bureau, to ensure you are getting all benefits due to you.

The most important thing to remember is that things can be sorted out and help is available.

Telephone SIC Finance Services on 01595744682 or go online at www.shetland.gov.uk/

nt


http://www.shetland.gov.uk/payments
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Re-letting our houses

When council houses are being let, we categorise them to show where it is taking

more time to let properties.
A property is considered low demand if:

1 There is only a small or non-existent waiting list

1 Tenancy offers are frequently refused for other than personal reasons
1 There are higher than normal rates of tenancy turnover for a property in the area

Percentage of Not Low Demand houses re-let in less than 4 weeks:

1 2007/20087 47%
1 2008/2009 i 52%

Average time taken (in days) to re-let houses i 2008/2009:

9 Not Low Demand 7 48 days
9 LowDemand 7 160 days

More information about the allocation of our properties will be
available online.

Dealing with Homelessness

The SIC Housing Service has a legal duty to
provide information, advice and assistance to
anyone who is homeless or threatened with
homelessness.

During 2008/09, we actively helped over 262
homeless or potentially homeless households
in Shetland, both single people and families.
Over 100 children were directly affected as
part of a homeless family and many more
were threatened with homelessness.

Recent legal changes mean we must provide
temporary accommodation for all homeless
households. We are working to improve the
homeless service to meet the increasing
demands that this places on the
accommodation we have available.

Tenant Handbook

Personal Housing Advice

Personal housing advice is available to assist anyone looking
for a home to explore the full range of housing options in
Shetland. This can open up a range of housing possibilities
that previously might not have been considered. Staff carry out
a full assessment of a househ
them consider their long-term housing aspirations.

For further advice and information on housing, visit our
Housing Options Guide at www.shetland.gov.uk/
housingoptionsguide/.

What You Think about our Service

The SIC Housing Service is committed to continuous
improvement, and views customer feedback and complaints as
an essential part of that process. If you have any feedback or
would like to make a complaint please let us know. Your
feedback can help us to improve our service.

The following is a list of some of the ways that you can leave
Feedback or make a Complaint to SIC Housing:

In writing to Housing Service, 6 North Ness Business Park,
Lerwick

By telephone to 01595 744360

In person to a member of Housing staff

By leaving feedback online, see www.shetland.gov.uk/housing/
HowtomakeaComplaint.asp

By email to housing@shetland.gov.uk.

By following the SIC Corporate Complaints process

By referring to the Scottish Public Services Ombudsman at
WwWw.Sspso.org.uk or telephone 0970 3777330.

In 2008 each Council House was
issued with an updated Tenants
Handbook.

The purpose of this handbook is to
explain you rights and
responsibilities as a Council
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Responding to your complaints

We are committed to providing a high quality service to our
tenants and it is important that we have the opportunity to hear
your complaints so that we can work together to resolve these.

If you are unhappy with any aspect of the service you have
received from us often the simplest and quickest way to get things
sorted out is to speak directly to the person responsible for
delivering the service.

If this does not resolve the matter, you can make a formal
complaint in writing, by telephone, in person, by email or through
our website at www.shetland.gov.uk/housing/
HowtomakeaComplaint.asp.

We log all formal complaints and this helps us to keep track of
your concerns and how they are dealt with. We aim to send a
written response to complaints within 10 working days. If we are
unable to respond fully within this timescale, we will let you know
and explain the reasons why.

If you are not satisfied with the final outcome of your complaint,
you can take the matter further through the Chief Executive of the
Shetland Islands Council. If you remain dissatisfied after
completing the SIC formal complaints process then you can also
complain to the independent Scottish Public Services
Ombudsman at www.spso.org.uk.
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