
ross-liddell.com1

WIN £1,000 
THOMSON HOLIDAYS VOUCHERS
Once again we have a fantastic prize draw incentive to 
utilise the portal – with an amazing £1,000 in Thomson 
Holidays vouchers up for grabs. To be in with a chance 
of winning simply make sure that you have registered 
and logged into your portal account at our website, that 
your account is settled, or that you have a satisfactory 
instalment agreement in place prior to the draw, which 
will take place on the 1st June, 2017.

The Journal
Welcome
Hello and welcome to 2017 edition of the 
Ross and Liddell newsletter. As ever, it’s  
been a busy year in the factoring and lettings 
market – not just for ourselves but the sector 
as a whole.
There have been a number of industry updates and 
changes across the board, not least of which has 
been the switch to the all-new First-tier Tribunal 
for Scotland (Housing and Property Chamber). 

The body replaces functions which were 
previously held by The Private Rented Housing 
Panel (PRHP) and Homeowner Housing Panel 
(HOHP).

As well as providing a platform, albeit a fairly 
informal one, to help resolve issues between 
homeowners and factors, the tribunal will 
determine applications from homeowners in 
relation to disputes between them and their 
property factor in relation to the property factors’ 
statutory duties and compliance with the Property 
Factors’ Code of Conduct.

From the end of December 2017, the body will  
also hear more private rented sector cases.

In terms of our business, both employees and 
clients will have seen notable changes to our 
Glasgow Byres Road office.

We have had a presence in this prime  
location in the heart of the city’s West  
End for 5 years.

Over that time we’ve enjoyed continued 
growth and improvement – offering  
clients a more integrated and 
approachable service.

Last year’s launch of the web portal was a 
key element of this; however it is important we 
maintain and invest in the ‘bricks and mortar  
of our business.

As such we recently embarked on a programme 
for refurbishment for the premises, and I’m 
sure you’ll agree the resulting upgrades – which 
include a complete revamp of our branding –  
are a great improvement. 

In terms of the portal, the feedback during the 
first year has been great. An amazing 20 per cent 
of our portfolio has logged on to the system – 
which allows users to utilise a range of services 
including fee payments, insurance document 
access and viewing property manager details – 
with 10 per cent coming back as regular users. 

We want to further develop this facility, so please 
get in touch if you have any thoughts you would 
like to share with us.

Our community bursary scheme, which is now 
going into its seventh year, continues to reach 
groups across the country. 

Recipients this year have included a dodgeball 
club in Aberdeen, a theatre school in Coatbridge, 
Lanarkshire, a choir for people living with 
dementia in Dundee, and an adventure 
playground for children with additional support 
needs in Edinburgh.

The 2017/2018 scheme is now open – please see 
our website for further details.

Finally congratulations to last year’s 
prize winners who each picked up 

an iPad Mini 4.

IRENE C DEVENNY  
Managing Director

Spring 2017
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As a successful property management 
company with five offices in Scotland, 
it’s so important for us to be a big part 
of the communities we serve.
Alongside our day-to-day property management 
activities, we run a community bursary 
programme which provides funding to local 
groups and organisations all over the country. 

The scheme is now entering its seventh year – 
and since its inception in 2011, we have awarded 
more than £60,000 to more than 130 groups the 
length and breadth of Scotland. 

Funding is provided to groups who can 
demonstrate that they’re making a vital 
difference in their communities. There are  
no strict rules and regulations and it’s not  
a lengthy application process – groups must 
simply demonstrate how they’re helping to 
make lives better for individuals and families  
in their communities. 

We receive applications from hundreds of 
groups every year and choosing funding 
recipients is a very difficult task. 

Over the years, we have awarded funding to 
a diverse selection of groups working across 
many different projects. This year’s recipients 
include an adventure playground for youngsters 
with additional support needs in Edinburgh;  
a dementia choir in Dundee; dodgeball players 
in Aberdeen; and young footballers in Lenzie. 

It’s also important for our property managers 
to visit the successful groups and get to more 
about the projects when funding is awarded. 

The funding means so much to the individuals 
and families involved, and has an immeasurably 
positive impact on communities. We receive 
fantastic feedback from the groups we help and 
we’re always pleased to hear about how projects 
are progressing, months and years after funding 
has been awarded. 

As we enter into the seventh year of the 
programme, we’re anticipating even more 
applications from an even more diverse 
selection of groups and we’re really looking 
forward to learning more about fantastic 
community organisations all over Scotland. 

For more information, visit  
www.ross-liddell.com/community-bursary

IMPORTANT
INFORMATION
INSURANCE CERTIFICATE
You should by now have received your Certificate of Insurance which 
will detail your sum insured and the premium for the forthcoming 
year. This document will also detail any additional terms that have 
been applied to your property including increased excesses or cover 
restrictions.

INSURANCE NEWSLETTER
All property owners should now have received our Insurance Newsletter. 
Please read this document carefully as it provides you with a simple 
guide to your insurance cover and information on any cover restrictions 
applying to both unoccupied and tenanted properties.

You can also obtain copies of the newsletter and policy wording from our 
website and can find out more about the additional covers and optional 
extensions available to you. Alternatively, you can contact our insurance 
department on 0141 221 9266 – Option 4.

INSURANCE - WE ARE HERE TO HELP
If you have any insurance related issues or require assistance with  
a private claim, R&L insurance department are available to all of our  
co-proprietors and can be contacted on:

RITA GLENDENNING
0141 204 7348

GORDON MCGLONE
0141 204 7349

or email us at insurance@ross-liddell.com 

DIRECT DEBIT PAYMENTS
Paying monthly by direct debit helps to spread the cost of your  
charges. Ross & Liddell calculates the monthly sum based on your 
account balance and what we anticipate your charges will be over  
the coming year.

You may not pay the same as your neighbour does every month but this  
does not mean that you are being charged different amounts overall. 
It may mean that the starting account balance was different when the 
direct debit was put in place.

We will always notify you of any change to the collection amount.

SERVICE LEVEL AGREEMENT
Ross & Liddell’s Service Level Agreement can be viewed at www.ross-
liddell.com. Printed copies can be provided on written request. We ask 
clients to note that the document is the subject of review from time to 
time, and that the most up-to-date agreement will always be found on  
the Ross & Liddell website.

GRANT DOLAN
0141 204 7349

STEPHEN BRADLEY
0141 204 7346
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Helping homeowners through 
the process of letting their 
properties and advising on 
the rules and regulations 
surrounding landlord 
registration, is a big part of our 
business – and one that we’re 
committed to growing and 
developing.
With more than 30 years’ experience of 
the lettings market, Ross and Liddell 
successfully manages a wide variety of 
properties across Scotland, and advises 
hundreds of landlords on industry 
legislation. 

To celebrate the success of our lettings 
business, we recently relaunched our 
Byres Road office – the core of our lettings 
operation in the west of Scotland. 

The office has been rebranded and 
rejuvenated in a transformation which 
demonstrates our commitment to the 
lettings market and our dedication to further 
growing and developing this part of the 
business. 

Over the past few months, there have been 
many legislative developments in lettings 
and it’s vital that landlords – current and 
prospective – are aware of the changes. 

In line with Scottish Government 
regulations, anyone carrying out ‘letting 
agency work’ is required to join the Register 
of Letting Agents and comply with the 
Letting Agent Code of Practice – as outlined 
in the Housing (Scotland) Act 2014. 

‘Letting agency work’ applies to anyone 
who manages a property by collecting rent, 
carries out inspections, and arranges repairs 
and maintenance, and also to anyone who 
carries out work for a private landlord. 

As a letting agent, which manages 
properties and arranges repairs and 
maintenance, Ross and Liddell is required  
to comply with this regulation. 

Before being added to the Register of  
Letting Agents, Ross and Liddell has to  
demonstrate that – 

•  All staff qualification requirements  
had been satisfied

•  The business satisfied the requirements 
laid out in the Letting Agent Code of 
Practice

•  All staff had a good understanding  
of the code

•  All client money was held in at least one 
separate and dedicated bank account

•  The business has Client Money Protection 
insurance 

•  The business has Professional Indemnity 
insurance

Every individual who wants to be added to 
the Register of Letting Agents must undergo 
training and a ‘fit and proper’ person test 
to ensure they meet the requirements. 
Ross and Liddell employees are required to 
undergo this training and to ensure they’re 
keeping up-to-date with developments.

Themes covered in training include – 

•  Legal obligations relating to letting  
agency work

•  The rights and responsibilities of 
landlords and tenants

•  Handling landlords’ and tenants’ money

•  Arranging, managing and ending  
a tenancy

•   Managing repairs to and maintenance  
of a property 

•  Customer communications and 
complaints handling

•  Equality issues 

The Letting Agent Code of Practice – rules 
which all landlords must follow – has 
been recently approved by the Scottish 
Parliament. 

As an ARLA registered letting agent, Ross 
and Liddell is confident that it will fully 
satisfy the requirements of the Code by the 
required deadline – 31st January 2018. 

If as a letting agent, you have not joined the 
register and are not abiding by the Code of 
Practice by 31st September 2018, you will 
be liable to criminal prosecution, a fine of 
£50,000 and/or up to six months in prison. 

Tenants and landlords can apply to the First-
Tier Tribunal for Scotland (Housing and 
Property Chamber) to resolve any disputes. 

LETTINGS 
UPDATE

WE ARE HERE TO HELP

If you have any lettings related 
issues please contact:

ANN MCMASTER
0141 334 3670
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OUR NEW 
TELEPHONE  
SYSTEM 

In the Spring 2016 Journal, we talked about our new menu-
operated telephone system and how we had introduced it in 
each of our offices. Since then, we have found our customers 
are getting to speak to the right person first time more often, 
reducing frustration and saving them time. As part of the 
system, we also introduced an automated payment line – 
and since April 2016, an amazing 10 per cent of customers 
have used the new service. What’s more, the system has been 
programmed to send payment confirmation directly to the 
customer’s nominated mobile telephone number, so even 
if they are out and about, or don’t have a pen handy, they will 
always have a copy of their payment confirmation. 

QUICK TIP
When using the system, always listen to the instructions 
in full. This is especially true for the automated payment 
line. Customers are required to use the # key after entering 
information, as without this, the system will not complete 
the transaction and direct the call to the operator.

MENU OPTIONS:

Option 1  –  Payments, including Direct Debit set up

Option 2  –  Property Repairs

Option 3  –  Payment Difficulties

Option 4  –  Insurance Department

Option 0  –  Any other enquiries

THE KEY TO 
SHARED LIVING
Property Managers can provide assistance 
to Owners in many ways, but residents also 
have a collective opportunity to improve 
the amenity and security at a property; 
often where a Property Manager has 
limited influence.  

Living in an increasingly fragmented 
society, influenced by media and social 
pressures, and where people have busy 

lives and often with travel commitments, 
general housekeeping matters can 
become neglected and in turn create a 
negative impact on the Community. This is 
particularly important where shared living 
exists, and where the maintenance of 
common parts should be considered.

Accordingly, the following summarised 
points are offered as a reminder, for an 
improved and safer living environment.  
From our experience, and in the context of 
common management issues, a number of 
quick and easy changes can help to reduce 
the overall cost of Common Management 
Services and maintain the value of a 
property; surely a ‘win-win’ for all. We 
would encourage Landlords and Letting 
Agents to share this information with 
tenants.

MAIN DOOR SECURITY

Check that the main doors are closed 
and locked at all times.

Keep noise to a minimum.  

Remember to show due courtesy and 
thoughtfulness to others at all times.

Keep the common passages clear at all 
times, to mitigate any fire hazards  
at the property.

Keep any common bin stores and 
bicycle stores clean and tidy, and make 
sure that any bulk rubbish items are 
disposed of properly.

Only park where parking is permitted.

Report any maintenance issues to 
the Property Manager for action, 
as appropriate. Never assume that 
the issue is known to the Property 
Manager or that a maintenance issue 
will be reported by somebody else.

Co-operate with other Owners 
regarding maintenance issues 
wherever possible.

Report any suspicious activity to the 
local authorities, as appropriate.

PRIZE DRAW SPRING 
2017
We had such a fantastic response to last year’s Spring prize 
draw. By simply logging onto their web portal account, two 
lucky winners each won an iPad Mini 4 and three runners-
up won the £50 Marks and Spencer vouchers: 

IPAD MINIS
Mr Rice (Barrhead)
Mr & Mrs Callaghan  
(Edinburgh)

Mr & Mrs Callaghan, winners of one of the iPad Mini 4s,  
gave us some fantastic feedback - 

“ Would you please convey our grateful thanks to your 
directors and colleagues for the iPad and for their 
good wishes. We have been entered in many similar 
prize draws for more than 40 years. This is the first 
time we've ever won anything more than a minor 
consolation prize, so it is all the more appreciated.”

This year, we are offering another very impressive prize to 
try and get as many of our clients using their web portal 
account regularly. To be eligible for the prize draw, simply 
make sure that your account is settled, or that a satisfactory 
instalment agreement is in place by the 1st June 2017, and 
that you have registered and logged into your web portal 
account at our website prior to the draw.

£50 M&S VOUCHERS
Mrs Angus (Airdrie)
Mr Nelson (Paisley)
Mr McPherson (Edinburgh)


