Agenda Item 2.1 PAISLEY HOUSING ASSOCIATION

MINUTES OF THE BOARD MEETING HELD ON 30 JUNE 2025 AT 6.30PM

This meeting was a hybrid meeting via Teams.

Present in office:

Mairi Maclean, Member
Sandra Loney, Member
Colin Pyke, Member

~ Damian Dempsey, Member
Elaine Templeton, Member

Present via Teams:

Karen McMillan, Chair

Tina Russell, Member

Clare Hayes, Member ( joined 18.48)

In Attendance in Office:

Fiona McTaggart, Chief Executive (CEQ)

Lorna Colville, Director of Finance & IT (DoF&IT)

Craig Reid, Director of Assets & Development ( DoA&D)
Ann Fraser, Housing Manager (HM)

Sandra Marshall, Corporate Services Officer (CSO)

1.0 APOLOGIES

Apologies received from Michelle Hart and lan Johnstone.

Board noted

2.0 MINUTES OF MEETING HELD ON 27.5.25

Minutes of meeting held on 27t May 2025 were agreed as a true reflection.
Proposed by Karen McMillan seconded by Tina Russell.

Board Approved.

3.1 MATTERS ARISING
- DoF&IT has confirmed that the Loan Portfolio has been returned to the Scottish
Housing Regulator.




4.0 - ITEMS FOR APPROVAL

4.1 Annual Tenancy Sustainment Repor

Housing Manager reviewed the Tenancy Sustainment Report focusing on tenancies
let in 2023/24 that did not sustain for a minimum of one year. Historical data from the
previous four years was included to identify trends. Positive feedback on the quality
of the report. Tenancy sustainment rates considered strong despite external
pressures (e.g. housing market constraints).
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Action notes:

£1000 sustainment budget not used.

Updated letting standard — Published online and shared with applicants.
External advertising not required due to high demand.

Tenancy Support Officer role moved under Housing Management for closer
integration.

Referral of early terminations in an ongoing practice.

Continue fast-tracking Housing Options appointments for low-demand properties as
needed.

Enhance referral data capture and outcome tracking with Advice team
Review Housing Options process for holistic support and alternatives




[Board approved the Annual Tenancy Sustainment Report
|
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Elaine T took over as Chair as Karen’s screen froze.

4.2 Annual Write Off Report

The Board received and noted the Annual Write Off Report for the financial year
2024/25. The report was presented by the Housing Manager and provided a detailed
summary of current and former tenant arrears written off during the year, totalling
£14,856.53.

The Housing Manager highlighted that the amount written off is low and presents no
significant financial risk to the Association. The Board was informed that robust
policies and procedures are in place to recover arrears before any debts are written
off. It was noted that some write-offs related to the impact of the pandemic eviction
moratorium, which restricted legal action for debt recovery until March 2024.

The Board acknowledged that the write-offs are managed prudently with efforts
made to recover debts above £50 via debt collection agencies and that lower
balances without forwarding addresses are written off when further recovery is not
cost-effective.

The Board also noted ongoing plans to review recovery processes for tenants with
former tenant arrears linked to their current tenancies, aiming to improve recovery
rates.




Action Notes:

Housing Manager to continue monitoring and refining arrears management
procedures.

Housing Manager to review recovery processes for current tenants with former
arrears for year 25/26

Housing Manager to ensure write-off policy remains aligned with sector best
practices.

The Board noted the Annual Write Off report 2024/25 and the total write-offs
amounting to £14,856.53.

The Board confirmed that the level of write-offs does not pose a financial risk to the
Association.

The Board approved continuing the current policies and procedures for arrears
management and write-offs

—

4.3. Internal Audit Tender

DoF&IT detailed the outcome of the internal audit tender process.

The process was designed to be transparent and competitive. It was noted the Audit
& Risk Committee recommended the reappointment of Quinn Internal Audit for a 3-
year term, with an option to extend for 2 additional years.
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Action Notes:

Board approved the appointment of Quinn Internal Audit for a 3-year term with a 2-
year extension option.

Board endorsed the evaluation process and scoring methodology.

Board acknowledged the budget implications and updated internal audit proposal.
DoF&IT to finalise and sign contract with Quinn and notify unsuccessful tenderers in
July 2025.

Board & SMT to work with Quinn to undertake an internal audit needs assessment
and develop the Internal Audit Plan by August 25
Audit & Risk Committee to approve Internal Audit Plan by Sept 25
Quinn to commence Internal Audits from Sept 25

4.4 External Audit Tender

DoF&IT reviewed the outcome of the external audit tender process.

The process was transparent and conducted via Public Contracts Scotland Open
Procurement.

The Audit & Risk Committee recommended the reappointment of Alexander Sloan
for a 5-year term, with an option to extend for 2 additional years.

IEPOINTSE
'ocess Over
nterested; f.H!I“," |
RPaneliincildediant

teiflcle) <




Action Notes:
Board approved appointment of Alexander Sloan as external auditor for 5 years, with
a 2-year extension option.

Board endorsed tender process and evaluation outcome.

Board acknowledged budget implications and service changes/ enhancements.
‘DoF&IT to finalise and sign contract with Alexander Sloan by July 25.

Formal approval of the reappointment at AGM in Sept 25

Alexander Sloan to commence first external audit in Feb/March 26

Audit and Risk Committee to monitor audit findings and actions |

4.5 Election and AGM

.CSO confirmed AGM arrangements for 2025
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Action Notes:
Board agreed with the arrangements of the AGM. The date of the AGM will have to
be amended due to several of the Board members being unable to attend. CSO will
confirm new date to Board in the coming week.

CSO to send out appropriate paperwork to Paisley HA members.

Board agreed for AGM to process Board appraisal after the AGM, with a report to the
Board once completed.

Board positions on board and subs to be confirmed at the Board meeting to be held
after the AGM.
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4.6 Standing Order and Delegated Authority for Board

CE explained that the updated Standing Orders are in line with what we actually do.
We will look to get a Vice Chair at our AGM. We will have 8 meetings per year and
sub meetings as and when they are required.
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Action Notes:
- New Operations & Performance sub group to be established with remit due back to
Board for approval in August.



Board approved the Updated Standing Orders and Delegated Authority report in full. l

4.7 Complaints

The Board reviewed the Complaints Report for 2024—2025, noting that 64 complaints
were received in the year. The Association maintained strong compliance with
Scottish Public Services Ombudsman (SPSO) timescales, responding to 91% of
complaints within the target timeframe. A total of 6 complaints were outwith the
timescales, with one Stage 2 complaint granted a formal extension. Key complaint
areas included landscaping, communication, allocations, and repair standards.
Lessons learned are now reviewed monthly, with specific actions identified to
enhance service quality and reduce future complaints. The Board was asked to note
the complaints received and the outcomes of the lessons learned process.




Action Notes:

- Reinforce training and communication protocols for all staff, especially regarding
customer updates and complaint recording.

- CEO and C&IPM will visit all previous complainers with an option to become
involved in service improvement forums.

- Board approved the Complaints report in fulll

4.8 Policies for Approval

Customer Response Standards and Water Systems & Legionella policies reviewed
and approved.

Action Notes:
Board approved both updated policies

4.9 — Annual ICT Strategy Report

The Annual ICT Strategy Report, presented by Dof F&IT, outlines the strategic ICT
initiatives and performance from 2024-2025. It aligns with the organisation’s
strategic goals of delivering responsive services and being a resilient organisation.
Key themes include system resilience, customer service improvements, digital
inclusion, green initiatives, cybersecurity, and preparations for further upgrades and
replacement of critical systems.



Action Notes:

1. Director of Finance & IT, Finalise and present CX Evaluation Report to the August
2025 Board Meeting.

2. Director of Finance & IT, Present to the Board the new Technology Strategy
(2025-28) in October 2025

3. Director of Finance & IT , Replace CF Finance System , begin planning in 2025
4. IT Officer, Decommission old server and complete Cyber Essentials Certification,
post-CX/UH resolution

5. IT Officer will continue testing and refining CX Customer Portal or implement an
alternative.

6. IT will continue to support staff and Board training on digital tools and security.

7. IT Office will review and recommend improved disaster recovery routines.

8. CX Evaluation: The Board noted the importance of the August 2025 evaluation
for future investment decisions.




9. Customer Portal: The Board supported evaluating alternative solutions if CX
integration remains inadequate.

10. ICT Budget: Board acknowledged the overspend on CX license renewal was
justified and noted efficient revenue management.

11. Cyber Risk: Board approved the continuation of current cybersecurity measures
and the phased removal of unsupported hardware.

12.Future Strategy: Agreed that the new Technology Strategy will incorporate
lessons learned and evolving needs.

13. Board approved the ICT Annual Strategy Report.

5.0 ITEMS FOR DISCUSSION

None

6.0 ITEMS FOR INFORMATION

6.1 Policies approved by Board

CEO confirmed this report shows updated information about policies which have
been reviewed.

Action Notes:
Board noted report

7.0 AOCB

lan Johnstone has indicated he will probably be resigning, but no confirmation has
been received yet.

CE confirmed staff had their team Building Day last week. Starting with a chat about
SMT archetypes and from staff surveys and chats, PHA's top 3 archetypes are
Sage, followed by Caregiver and Everyperson. We had lunch at Genova’s and then
a treasure hunt organised by Heritage Trust, then back to the office. Staff enjoyed



the day and feel most are willing to go with the changes. Staff would like to know
their own Archetypes. Board agreed that the staff can get the individual surveys.

Board questioned what the update is with the fire incident.
DoA&D confirmed this incident is not closed, it is still in the hands of the police.

8.0 Date of Next Meeting

Date of next meeting will be Monday 25" August 2025.

Meeting ended at 19.25 pm



