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1.0. Introduction 
 
1.1. Wishaw & District Housing Association Customer Scrutiny  
 
Wishaw & District Housing Association (the Association) has been working in 
partnership with its customers to undertake scrutiny activities since 2014.  
Specifically the Association has supported the development and growth of a Scrutiny 
Panel, known as the Resident Involvement Team (RIT) as an approach to review 
identified landlord housing services. 
 
Evaluation of the Wishaw & District Housing Association previous scrutiny projects 
showed that customer involvement in self-assessment was achieved by developing 
new interest in customers working with the landlord and enhancing existing tenant 
participation and scrutiny activities, linking them to the wider tenants participation 
and governance structures. 
 
The Resident Involvement Team forms the central point for scrutiny within the 
Wishaw & District Housing Association which empowers its tenants and other 
customers to: 
 

 Oversee a range of scrutiny activities 

 Integrate these activities with the wider self-assessment activities of the 
Association 

 Make recommendations to challenge and improve services. 
 

1.3. Independent Tenant Advice and Development Support 
 
The Tenant Information Service (TIS) continues to provide Independent Tenant Advice 
(ITA) and Development Support to Association staff and the Resident Involvement 
Team.   
 
 

2.0. Wishaw & District  Housing Association Resident Involvement 
Team 

 

2.1      Membership, Role and Remit  
 
During the current scrutiny project, one new member joined RIT and now there is a 
core membership of six members. The RIT have implemented a series of activities 
where members independently inspect a housing service to review how well it is 
working and to identify recommendations for improvements. The RIT approach is 
tangible way of involving tenants where everyone can see positive results at the end 
of the process.  In developing tenant scrutiny activities further and ensuring that 
scrutiny is embedded within the organisation, the RIT and Association have jointly 
agreed to further develop a Wishaw & District Housing Association Strategic Scrutiny 
Framework. 
 
 
 
 



WDHA Kitchen Replacement Scrutiny Project – Final  

4 
 

2.3. Agreeing a Topic for Scrutiny 
 
Following the conclusion of the last scrutiny project on the Association’s Letting 
Standard, members were provided with and considered Association performance, the 
organisation’s Annual Return on the Charter (ARC) report submission and priorities / 
issues for both tenants and the Association. A review of the information provided, as 
well as consideration of customer experiences allowed the TLI Project to agree that 
the next scrutiny project would focus on the Wishaw & District Housing Association 
Kitchen Replacement Contract. 
 
 

3.0. Scrutinising the Wishaw & District  Housing Association 
Kitchen Replacement Programme 

 
3.1. Resident Involvement Team Meetings 
 
The members of the RIT met regularly throughout the period from August 2016 to 
February 2017.  Meeting were facilitated by Lynda Johnstone, Development Director, 
TIS and were also attended by Terry McKenna, Wishaw & District Housing 
Association, Maintenance Manager. 
 

In addition to the meetings as detailed above, RIT members also convened on other 
occasions to meet with the Quantity Surveyor firm Ewing Somerville and view 
completed kitchen installations. 
 
3.2. Workplan 

 
The Kitchen Replacement Scrutiny Project followed an agreed detailed work plan 
which included: 
 

 Administration and agreeing the scope of the project  

 Information and relevant fact finding regarding the Wishaw & District  Housing 
Association kitchen replacement programmes 

 Reality Checking - What happens in practice in Wishaw & District Housing 
Association. 

 
 
3.3. Collecting Evidence 

 
RIT members undertook a robust process to understand kitchen contract procurement 
and contract process and its impact on tenant and the Association.    
 
Resident Involvement Team Members: 
 
Completed a desk top audit to: 
 

 Consider how the Scottish Housing Quality Standard content relates to kitchens 

 Develop an understanding of the Energy Efficiency In Scottish Social Housing 
standard 
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 Look at the outcome relating to repairs and maintenance within the Scottish 
Housing Quality Standard 

 Consider the Association’s kitchen replacement programme including the Planned 
Maintenance 5 Year Plan and the Cyclical Maintenance 5 year plan 

 Understand the Public Contract Scotland Portal as a way of procuring the kitchen 
replacement programme 

 Understand the rules, regulations and guidance associated with procurement 

 Identify the role of the Association and the role of the Quantity Surveyor on the 
process 

 Understand the information collected by the Association from companies tendering 
for the work 

 Understand how companies are selected for the work and thereafter the monitoring 
process including quality control 

 Understand the information which is provided to tenants before the programme 
including notification, visit, selection of kitchen process, signed declarations etc 

 Understand the process for the selection of a kitchen unit supplier 

 Review the Association’s Customer Satisfaction Survey which is issued to all 
tenants following the kitchen replacement programme 

 Analyse and evaluate the tenant responses from the returned satisfaction surveys 
 
Completed a tenant led inspection to: 
 

 Look at samples of kitchen units and work tops and select a range of samples for 
tenants to choose from 

 Visit 2 properties following the kitchen replacement work had been completed 
 
 
Held discussions with Ewing Somerville Quantity Surveyor Firm to understand 
their role in the process. 
 
 

4.0. Scrutiny of the Anti-social Behaviour Communications 

Conclusions and Recommendations 
 
4.1. What the RIT Liked   
 
4.1.1 The Association contacts tenants in advance informing them of the proposed 

programme and timetable for the work. 
 
4.1.2 Tenants are provided with a fair choice of kitchen units and work tops to choose 

from in advance of the kitchen replacement programme. 
 
4.1.3 The quality of the kitchen units and work tops were judged to be of a good 

standard and meets the specification as detailed in the Scottish Housing Quality 
Standard. 

 
4.1.4 The time taken to install the kitchen (approximately one day) was very 

satisfactory. 
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4.1.5 The quality of contractor service including work standard, level of disturbance, 
cleanliness and customer care was judged to be of a reasonable and 
acceptable standard. 

 
4.1.6 Relevant maintenance staff within the Association work as part of a team with 

the contractors resulting in an efficient service. 
 
4.1.7   Tenants reported that they felt involved in the decision making as part of the 

kitchen replacement. 
 
4.1.8   Tenants should have the opportunity to make additions to the specification and 

it is clearly explained that changes are at the tenant’s expense. 
 
 
4.2. Findings and Recommendations  
 

The RIT research and field work raised a number of issues which this report highlights 
and suggests recommendations for change.  These recommendations were agreed 
by the RIT when all the field work information was collected, considered and analysed.   
 

Findings Resident Involvement Team 
Recommendations  

The Role of the Quantity Surveyor  

1.0. The contract progress was 
severely hindered by the poor 
service of the Quantity Surveyor.  
This included the lack of 
information exchange and attention 
to detail following the project plan 
timings resulting in the whole 
process being delayed by over one 
month. 

 
Following a review meeting with the 
Association and the QS, this issue was 
resolved. 

1.1. The Association is quicker and 
more efficient in identifying 
challenges and work failings with 
the QS.   

1.2. Regular review meetings should be 
held at the earliest opportunity to 
ensure the contract follows agreed 
timescales.  In addition continuous 
monitoring and feedback should be 
sought. 

1.3. The Association seek assurances 
from the QS that staff working on 
the contract are suitably qualified, 
experienced and supported in their 
role. 

1.4. Penalties or corrective action is 
taken in all cases of poor 
performance. 

Public Contracts Scotland  

2.0. RIT members became familiar with 
the PCS procedure which was 
detailed and robust. 

2.1. Clarification is sought to determine 
whether PCS can identify where 
there has been poor or ineffective 
service. 

Communication with Tenants  

3.0. Association staff currently visit 
tenants to allow them to choose 
kitchen components.  The tenant is 

3.1. The tenant is provided with a 
photograph of the kitchen layout as 
well as a plan to ensure full 
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shown a plan of the kitchen for their 
property and is asked to identify 
any issues of concern before 
agreeing the plan before the work 
commences.  It was acknowledged 
that some tenants find it difficult to 
understand the plan. 

understanding of the proposed 
work.  Thereafter the agreement 
can be signed. 

 
3.2. It is essential that any changes to 

the plan instigated by the 
Association or Contractor are 
clearly explained to the tenant. 

4.0. As part of the project the RIT 
suggested a minor change to the 
customer satisfaction form to 
reflect the provision of timely 
information being provided to 
tenants by the Association. 

4.1. The revised customer satisfaction 
form is used in the future. 

5.0. The tenant satisfaction survey 
provides the opportunity to give 
tenant feedback on the service 
both positive and negative. 

5.1. Responses are clearly categorised 
as comments, complaints and 
compliments.  Issues raised 
regarding poor service are treated 
and recorded as a complaint and 
addressed as per the Associations 
complaint procedure. 

Kitchen Maintenance  

6.0. It was recognised that tenants have 
different standards to kitchen 
cleaning and maintenance.  It is 
clearly in the best interest of 
everyone that the kitchen is 
cleaned and maintained 
appropriately. 

6.1. The Association should issue a 
laminated sheet with cleaning “dos 
and don’t’s” for the tenant to follow 
including the use of different 
cleaning products, protection of 
work surfaces and work tops etc.  
This information is backed up with 
verbal explanations to the tenants. 

7.0. Initial snagging or identification of 
faults is undertaken through 
inspections by Association 
maintenance staff while 
contractors are still on site.   

7.1. The Association collate results of 
faults to identify any reoccurring 
issues within the contract and take 
appropriate action. 

 
 
5.0. Next Steps and Timetable 
 
The TLI Project members agreed this report in March 2017.  The final agreed report 
was then submitted to Wishaw & District Housing Association in April 2017. Thereafter 
a meeting will take place to allow: 
 

 Staff and tenants who were involved in the scrutiny project to evaluate the 
process 

 Wishaw & District Housing Association to meet with the RIT to discuss 
responses and agree specific actions to the recommendations.  

 The RIT to agree the actions required to publicise their work and attract new 
members. 
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Following the completion of this scrutiny project, TIS recommend that Wishaw & 
District Housing Association continue to develop tenant scrutiny activities further and 
ensure that scrutiny is further embedded within the organisation. Consideration should 
be given to developing a Wishaw & District Housing Association Strategic Scrutiny 
Framework. 

 
6.0. Monitoring and Evaluation 

 
It is essential that this scrutiny project is monitored and evaluated to find out if agreed 
objectives have been met, to recognise what works well and what may need to be 
adapted to meet the changing needs and priorities of the Association and its 
customers.  This is about evaluating the effectiveness of the scrutiny project itself but 
also monitoring that the implementation of the agreed action plan has been carried 
out. 
 
The RIT request that an exercise to review the action plan takes place no later than 
June 2017. 

 
 


