Performance Report 2016/17
outlining our progress in meeting the requirements of the Social Housing Charter
1986-2016: Celebrating 30 years working in the community
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2. What have we been doing?

Welcome to the latest edition of our
Performance Report for 2016/17. This
provides you once again with information on
how we meet the Scottish Social Housing
Charter, and we continue to show trends in
performance across some Charter
indicators. We are required by the Scottish
Housing Regulator to report to our tenants
annually on our performance against these
standards. We don’t receive many comments
on the format and content of our previous
Performance Reports, but a couple of
customers felt our report was too long so
we will continue to review the format each
year. We also provide further information on
our financial position, and our progress with
other projects. Please remember that we do
not report on all 16 of the main Charter
indicators as two do not apply to housing
associations. Indicator 12 on homeless
people and Indicator 16 on
gypsies/travellers are related to statutory
duties of the local authorities.
We continue to work with our Tenant
Scrutiny Panel on all aspects of our work
and once again have worked with them to
produce this report. We have reported other
facts and figures to them over the last year
including policy reviews and our annual
budget setting process. We have compared
our performance figures with that of our
local FLAIR housing association partners
(five in Renfrewshire), a benchmarking club
‘Housemark’ of 11 housing associations in
Scotland of various sizes and complexities,
and also with East Renfrewshire Council.
Housemark unfortunately doesn’t report
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until later in the year so we can’t include
figures within this report but please check
our Newsletter.
On the whole our performance is good
across the indicators compared to the
Scottish average with only a couple of
exceptions. While we still report positively
on our repairs figures, we have seen a slight
dip in our satisfaction and first time fix
performance as we work with our main
contractors. This is being monitored. We
again completed a very detailed validation
of our Charter indicators and have made
some internal improvements to how we
collect and report our data. Our new
computer system is finally beginning to
provide robust data that we can use to
improve performance.
Most of our customers know that we
continue to invest in our stock with over
£1,056,610 spent last year. Our 15 new
homes at Rankin Court were completed in
April 2016 and we purchased 10 ‘Rent off
the Shelf’ properties in March/April 2017
and two further Mortgage to Rent
properties. These properties have been
upgraded and let. Over the last year we have
updated our stock condition survey
information – this is now feeding into a
review of our Asset Management Strategy
and updated longer term financial plans. We
are a financially stable housing association
with a good programme of future
investment. We have also completed our
strategy for wider community regeneration
and have been successful in a number of
bids for funding. We continue to work
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closely with our FLAIR partners to bring
added valued to what we do – sharing good
practice, training and procurement for our
capital investment programme. We continue
to work on our programme for delivering
new affordable homes, despite recent setbacks in Neilston. We work in partnership
to deliver more new homes in the next 2-3
years. We completed a comprehensive safety
audit of our sheltered housing complex and
have an Action Plan in place for taking
forward improvements.
We would welcome any further feedback
from our customers on this Report. If
anyone would want to join our Tenant
Scrutiny Panel, then please get in touch
with us. We hope you enjoy our Report.

“94%
of you are satisfied with
us as your landlord
Scottish average 90%

”

What are we planning to do next?

Our two new senior
members of staff
have made
significant progress
within the
Association as we
have reviewed
policies and
procedures to
ensure that we keep
up-to-date and
become more
efficient in the way we work. Lorraine
Dallas has great experience to offer the
Association across housing and repairs and
has made good progress with the
development of our computer system.
Having now a dedicated IT business and
support officer will bring changes to the
way we work and next year we will be
looking at providing a housing app to help
tenants with more flexible services and
contact with the Association. James Ward
has also reviewed many of our procedures
and has worked to develop the way we
procure and contract our external work.
Being members of procurement clubs has
already seen the delivery of community
benefit clauses to the Association including
a new digital project which will provide
tenants with help and support to use on-line
services.
Our welfare and energy projects continue
to be a great success. Amanda Kean is now
back from maternity leave and will be
working on an energy efficiency strategy to
include our membership of Our Power, a

new energy company providing cheaper
energy to the wider housing sector. We are
already providing reduced energy costs to
our new tenants by installing pre-paid
meters through Our Power. With the
introduction of Universal Credit in 2018,
Jen McCann will remain extremely busy
helping with the changes – please remember
to make an appointment to see her as she is
extremely busy. We have updated all our
tenant satisfaction results in this year’s
report following the study we completed in
July 2016. Some of our repair results could
have been better and we’re pleased to say
that new services are now being introduced.
We are pleased to have employed our first

direct labour ‘Repairs Operative’, Ricky
Anderson who commenced employment in
August 2017 doing small repairs across a
range of trades including plumbing,
electrical and joinery work. We are carrying
out some further independent telephone
repair surveys over 2017 to gauge the
results of tenant satisfaction and levels of
satisfaction have increased already.
Tenant safety remains our priority and
we will respond to any changes that are
required following the awful tragedy at
Grenfell Tower in London earlier this year.
All our non-traditional materials were
safety checked after the fire and all are
safe.

I’d like to note thanks to our customers,
our members, all our staff members and the
governing Board members for their
continued support and commitment to
Barrhead Housing Association. We
celebrated 30 years working in the
community during 2016 but we’ve got lots
more to do and our commitment to our
aims, our values and our objectives remain
strong. Please let us know what you think of
our report and get in touch with our staff if
you need advice or assistance.
Thank you.
Claire Boyd
Chairperson

Tom Arthur MSP joins our AGM at the Foundry in Barrhead, August 2016.
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Indicator 1: Equalities
Every tenant and other customer, has their individual needs recognised, is
treated fairly and with respect, and received fair access to housing and
housing services.

Our Governing Board aims to be representative of our community.
Our elderly customers are treated fairly and with respect.

We aim to highlight equalities in a range of
ways including having appropriate policies
in place, having accessible office
accommodation, being members of Happy
to Translate, and providing information in
different formats when asked to do so. We
monitor disabilities with 16% (11.6% last
year) of existing tenants indicating that they
have a disability and 0.4% (0.4% last
year) on the housing list. Last year we spent
just under £30,000 on providing medical
adaptations to our homes to alleviate
medical needs for our customers. We also
monitor whether there is an equalities issue
from our complaints process and more
information is contained within the
Indicator on Communications.
Staff

Existing
tenants

Housing
applicants

Ethnicity White, White White, White
British: 100% British: 91%
Asian, Asian
British: 9%

White, White
British: 96.1%
Mixed or
multiple: 0.1%
Black, Black
British: 1.1%
Unknown:
2.7%

White, White White, White
British: 87% British: 98.7%
Mixed or
Mixed or
multiple: 3.6% multiple: 1.3%
Black, Black
British: 0.9%
Other ethnic:
1.4%
Unknown: 7.1%

Disability 10%

18%

16%

0.4%

13.9%

F: 27%
M: 73%

F: 61%
M: 39%

F: n/a
M: n/a

F: n/a
M: n/a

Gender
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F: 85%
M: 15%

Governing
Board

We continue to have a range of supported
projects including:
• Young homeless project – 12 tenancies.
• Homeless leases – 3 tenancies.
• Women’s support project – 6 tenancies.
• Sheltered housing – 27 tenancies.
• Wheelchair support – 23 tenancies.
• Other disabilities – 7.
• Amenity adapted housing – 49
tenancies.

New
tenants

Indicator 2: Communication
Tenants and other customers, find it easy to communicate with us and get the
information they need about us, how and why we make decisions and services
we provide.
During the last year, we issued more
detailed advice on how to deal with bad
weather, and following the dreadful fire at
Grenfell Tower in London we issued all
residents with information on fire safety. We
had non-traditional materials inspected for
fire safety and these were given the allclear.
Our customers told us in our last full
survey in July 2016 that they use the
following methods of communication – text
messaging 74.8%; email
56.2%; Facebook 54.2%;
apps on your phone
29.5%; Barrhead HA’s
website 13.5%; Twitter
3.7% and none of these
23.5%. Not surprisingly
99% of our younger
tenants aged 16-34 use

these methods of communication, compared
to on 26% of over 65 year old tenants. This
has changed over the last three years when
previously most tenants contacted the office
by telephone.

For those tenants using the internet, our
2016 survey suggests that 54% use mobile
internet using their phone; 44% using
internet from home using a tablet; 19% use
the internet at home using a laptop; 10% at
home using a computer; 0.6% using a
public access point eg library and 37.5%
with no internet access. As age increases,
the proportion of tenants with internet
access decreases, for example from 93% of
tenants aged 16-34 to 13% of tenants aged
65 and over. From our survey, Neilston
tenants were more likely to have no
internet access (44%); with
Barrhead at 38%; Newton Mearns at
33% and Thornliebank at 17%
We will be reviewing these findings
as we go forward. We have a lot of
information on our website which is
more interactive and we use Facebook,
Twitter and YouTube to communicate
with you. We also use our Barrhead
television network of six screens to
contact you also and share other local
information – these screens are located in
our office and at various points within
Barrhead. Do you use them? We hope to
introduce an app for your phone next year
which will connect directly to our computer
system. Let us know your views on this
important issue.

follow us on...www.barrheadha.org

Compliments and feedback
We again are grateful to all those tenants
that spare the time to say thank you or to
compliment our staff on a good service. We
appreciate your gifts too – no-one can
refuse some nice chocolates, home baking,
biscuits, and flowers. Please note that our
staff cannot accept cash gifts and such
items will be returned to the tenant. While
we are grateful for gifts received, please
keep them small. And thank you – it’s good
to be appreciated.
We continue to record all complaints and
we welcome your feedback. We review these
and make service improvements where we
can so please let us know if we should be
doing something differently. Scottish
average 1st stage complaints responded to
within timescales – 85%.

“99%

Complaints Received 2016/17
Equalities Within timescales
Stage 1 0 (15)

n/a (80%)

Stage 2 0 (2)

n/a (100%)

Other

Within timescales

Stage 1 54 (80)

85.2% (91%)

Stage 2 3 (1)

100% (100%)

Total

57 (98)

Figures in brackets are from 2015/2016.

Complaints Upheld 2016/17
Equalities

Other

Stage 1 n/a (33.3%)

79.6% (66.3%)

Stage 2 n/a (50%)

100% (66.7%)

Figures in brackets are from 2015/2016.

of you felt we are keeping
you well informed
Scottish average 91%

”

You Said, We Did: Here are some examples of lessons learned during the
year following your complaints feedback:
You Said: Close cleaning contractor
wasn’t good enough.
We Did: we have now revised the
specification and re-tendered
this contract to provide a better
service.
You Said: Gas contractor
failed to attend your
appointment.
We Did: we have met with the
contractor revised his targets for

the coming year and will meet regularly to
monitor performance.
You Said: Landscape contractor
wasn’t providing a good enough
service.
We Did: we terminated his
contract and following a retender process have appointed a
new contractor with an improved
specification on the service we
require.
5

Indicator 3: Participation
Tenants and other customers find it easy to participate in and influence their
landlords’ decisions at a level they feel comfortable with.

Andrew Inglis, Best Verandah in this year’s Garden
Competition.

Neilston Community Garden upgrade.
Joe Connelly, John McIntyre Good Neighbour Award
winner.
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We are committed to working with our
tenants and customers and welcome
participation, should customers choose to
get involved. One example of this is our
Tenant Scrutiny Panel, a dedicated group of
local people who get together with our staff
to discuss what we are doing and how we
are doing it. Another example is to join our
governing Board and you need to be a
member to do this – it only costs £1. We
have now successfully increased our Board
membership to 12, the maximum allowed
within our Rules. Anyone seeking advice on
being a member should contact the office.
What did we do to review our rent
consultation with you last year:
• A revised detailed consultation leaflet
was issued in December 2016 – with
more detailed information and three
options.
• We consulted with our tenant scrutiny
panel during January 2017 on the
options and our budget setting process.
• We consulted with our sheltered
housing tenants during February 2017
so that they understood the services
provided.
• We undertook telephone surveys with
you during January/February 2017 and
thank you for responding.
• We sought your views in the office and
when doing home visits.
• We posted information on our website,
our Facebook page and via our
television network.

• We published the results in our
Newsletter – 82% of respondents
indicated that a 2% increase
represented value for money.
We would still welcome more people to
participate in our focus groups and Tenant
Scrutiny Panel – we only need a few hours
of your time. Last year, our Tenant Scrutiny
Panel reviewed how we allocate properties,
the standard of work we carry out to a void
property, how we deliver the repairs service,
how long it takes to complete emergency
and non-emergency repairs, our overall
performance, and our rent setting process
within the wider budget set for the whole
organisation.
We welcome this input so please get in
touch if you can spare a few hours to help
and influence our services.

In 2016/17, we spent £20,962 on tenant
participation including issuing four
newsletters, our Performance Report, our
FLAIR report and delivering our 30th
anniversary celebrations during 2016. Our
celebrations cost £8,459 and included
holding a Fun Day, having lots of
competitions and prizes in our newsletters,
extending our garden competition, and
giving five lucky tenants a week’s free rent.
We are also continuing to review our
services to deliver value for money – more
information is available in this Report – we
have worked with our tenants and our
Tenant Scrutiny Panel to introduce rent
harmonisation of our rent setting policy and
overall this will simplify our rent structure –
this will mean winners and losers as our
rents begin to harmonise over the next 5-10
years.

Alex Smith, winner of a week’s free rent.

“96%
of you said you were
happy with he
opportunities to
participate

”

Scottish average 84%

1986-2016:
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Indicator 4: Quality of housing
Tenants’ homes as a minimum meet the Scottish Housing Quality Standard by
April 2015 and continue to meet it thereafter, and when homes are allocated,
they are always clean, tidy and in a good state of repair.
We currently meet this standard for 98.2%
of our properties which represents a slight
drop on last year and relates to properties
bought through Rent off the Shelf and
Mortgage to Rent schemes. This is not
100% as a small number of customers – 17
properties – do not want certain repairs
completed, for example, installing new door
entry systems in mixed tenure blocks of
flats. We will continue to try to have this
work carried out going forward and we will
maintain the SHQS standard for our
existing homes.

Void standard for empty
homes

Minister for Housing, Margaret Burgess MSP, opens Rankin Court 2016.

“100%
of new tenants were
satisfied with the quality
of your new home

”

Indicator

Barrhead HA
2014/15

Barrhead HA
2015/16

Barrhead HA
2016/17

Proportion of stock meeting Scottish
Housing Quality Standard, SHQS 2015

98.0%

98.45%

98.2%

Homes compliant with EESSH

n/a

41.4%

54.5%

★

Scottish
average

East Ren
Council

FLAIR
average

93.6%

97.2%

95.6%

75.0%

n/a

73.5%

Dwelling type

No. of self-contained
properties

No. of properties
that meet the
standard for gas

No. of properties
that do not meet the
standard for electricity

% currently passing
the 2020 standard

Flats

556

301

13

54%

Four-in-a-block

56

38

0

68%

Non-detached

308

160

0

52%

Detached

8

7

0

87.6%

Total

928

506

13

54.5%

When a property becomes vacant, we ensure
it is brought up to a high standard before
being let. We check gas and electricity;
clean the property; and repair any defects.
Does it need a new kitchen, bathroom or
heating system at this time as it makes
sense to do these replacements too. For last
year, we asked 61 new tenants if they
were satisfied with the standard of their
home when moving in and 100% said
they were (a rise from 91.7% in 2013).
The new Energy Efficiency Standard for
Social Housing sets new targets for 2020
and 2050. We reported on the EESSH to
the Regulator for the second year during
2016/17. EESSH means we need an energy
rating for every home we own. We currently
complete an energy performance certificate,
EPC, for each void property and over the
last year, have started to ensure we have an
EPC for every property – this will be
completed by 2018. Of the Association’s
632 (or 68%) homes that currently have an
EPC, 80% (last year 77.5%) meet the
2020 SAP target. The table opposite shows
our current position as at 31st March 2017
– for all properties, 54.5% currently meet
the 2020 target. We plan to bring up 70
more properties to meet the standard
during 2017/18. 56 properties maybe
exempt from meeting the standard in 2020
due to excessive costs involved.
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Indicator 5: Repairs and maintenance
Tenants’ homes are well maintained, with repairs and improvements carried
out when required, and tenants are given reasonable choices about when work
is done.
Here is our key performance data for
2016/17. We continue to work with our
single term contractor to do all our reactive
day-to-day repairs work. Overall
performance has slipped slightly and we are
due to re-tender our contract during
2017/18. Performance from our gas
contractor and other specialist contractors
is also now being worked on with new
targets set for monitoring performance for
the coming year. We are doing monthly
Repairs Operative, Ricky Anderson started in 2017.

telephone repair surveys using Research
Resource and these reports are showing
improvements in overall satisfaction. From
August 2017, we have employed through
our subsidiary company a Repairs Operative
(or handyperson) – Richard Anderson will
take care of minor repairs that can be
completed in less than two hours and will
work on plumbing, minor electrical and
joinery repairs. This year we can report
being 100% compliant with gas safety

certificates for all our boilers. It is still
really important that we get access to
complete this annual safety check. We have
upgraded other contracts including periodic
electrical inspections, close cleaning and
landscaping contracts, as well as a gutter
cleaning contract. Community benefit
clauses contained within our revised
contracts will bring added value to our
community with training and employment
opportunities, as well as a specific digital
How much we spent

Gassure annual safety check.

2016/17

Reactive repairs
Void repairs
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“82%
of you are satisfied with
the repairs service over
the last 12 months
Last year we completed...
41 new kitchens

£197,038

£87,425

7 new bathrooms

£20,033
£17,419

9 new double glazed windows

Cyclical maintenance

£232,846

76 new boilers

2,639

919 gas services

Average repair spend per house £318.77

Landscaping

Barrhead HA
2015/16

Barrhead HA
2016/17

Average time to complete emergency repairs

3.39 hours

2.4 hours

2.3 hours

Average time to complete non-emergency repairs

5.48 days

4.5 days

★
4.92 days ★

Reactive repairs completed right first time

91.25%

89%

Repairs by appointment kept

94.99%

Satisfaction with repairs carried out

93.4%

Gas Safety

98.78%

£135,903

Gritting

Average no./cost per house 2.84/£112.09

Barrhead HA
2014/15

which cost

£295,822

£510,913

Indicator

”

Scottish average 91%

Planned maintenance

Number of repairs completed

(2 fails)

project as part of our membership with
Scottish Procurement Alliance.

£3,829
£133,522
£56,905

Scottish
average

East Ren
Council

FLAIR
average

4.7 hours

2.6 hours

1.8 hours

7.1 days

5.4 days

4.4 w/days

78.3%

92.4%

95.3%

91.2%

96.5%

90.7%

95.7%

99.1%

96.1%

93.2%

82.3%

90.6%

87.1%

91.1%

n/a

100%

99.9%

99.8%

(2 fails)

100%

★

Indicator 6: Estate management...

Our Customer Services’ Officers work closely
with our individual customers and the wider
community to make our neighbourhoods
safe and secure. More complex cases can
take a long time to resolve and need a great
deal of commitment from those involved.
Here is a list of the cases we dealt with
last year:

...anti-social behaviour, neighbour nuisance and tenancy disputes – tenants
and other customers live in well-maintained neighbourhoods where they feel
safe.
We operate within a partnership approach
to our estate management and anti-social
behaviour issues. Our staff attend the
Greater Results In Partnership, GRIP,
meetings with partner organisations.
Partners include East Renfrewshire
Council’s cleansing department, housing
department, environmental health,
community wardens, community safety, Fire
brigade, other housing associations, and
Police liaison officers. These meetings
discuss ongoing common operational
incidents and through our Partnership
Protocol for sharing information we can
highlight common issues and discuss
solutions. Feedback from customers
however continues to indicate that we could
improve on the way we communicate with
tenants in these areas, so we will be
reviewing this. Our complaints policy is used
to make service improvements and we
updated this Policy during the year. All our
customers want to live in well maintained
neighbourhoods where they feel safe.
Our 2016 survey said: 90.5% of
customers were satisfied with the
management of the neighbourhood as a
place to live. Over the last 10 years this
has improved from the 60% recorded in
2001. Scottish average figure is 87% for
2016/17.
We also complete joint inspections with
the local Council in key areas of Dunterlie
and Auchenback. Senior staff and
representatives of our Board and Tenant
Scrutiny Panel join in with regular

Complaints by category

No

A.Severe anti-social behaviour (ASB)
where police involvement is necessary:

“90%
of you are satisfied with
our management of your
neighbourhood

”

Scottish average 87%
inspections of our key areas and this can
lead to service improvements where issues
remain problematic. Our locally agreed

targets have been agreed with our Tenant
Scrutiny Panel and these targets for
Barrhead HA are set out below.

Alleged racial harassment

0

Harassment

3

Alleged violence

1

Alleged drug dealing

0

Threatening behaviour

2

B.ASB where behaviour is serious and
persistent, affecting one or more tenants:
Disorder

0

Domestic violence

0

Nuisance

1

Noisy neighbour

2

Threatening behaviour

3

C. Dispute solely between two neighbours:
Indicator
Cases
reported for
AS for every
100 homes

Barrhead HA Barrhead HA Barrhead HA Scottish East Ren FLAIR
2014/15
2015/16
2016/17
average Council average

Dog
Noisy neighbour

25

8.4

Nuisance

21

Cases resolved 97.33%
within locally
agreed targets

6.5

n/a

5.6

5

n/a

1

D.Ordinary breach of tenancy agreement:

94.92%

90.4%

★

87.2%

98.7%

85.9%

Cat related issue

0

Dog fouling

4

Youth disorder

2

Total no of complaints

65
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Development of the year 2016 – Neilston.

Indicators 7, 8, 9: Housing options
People looking for housing get information that helps them make informed
choices and decisions about the range of housing options available to them;
people at risk of losing their homes get advice on preventing homelessness.

Barnes Street, Barrhead – completed 2005.
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We are part of the East Renfrewshire
Housing Register providing a one-stop
approach to providing information and
advice on housing options within East
Renfrewshire. The ERHR partners also
include Arklet Housing Association and
East Renfrewshire Council. We offer a
single application that allows each applicant
to apply for one of our houses. Each partner
operates its own allocations policy but all
applicants can register on this one common
housing list. Our staff will provide advice on
availability of stock and the prospects for
being re-housed.
Below is a list of our current properties –
we have on average about 80-90 re-lets
each year and have arrangements in place
to help the Council with its homeless
targets. We also have a nomination
arrangement in place with the Council for
new lets. 50% of our new properties at
Rankin Court were allocated to East
Renfrewshire Council in April 2016. During
2016/17, the ERHR partners added 557

new applications to the housing list,
cancelled 699 housing applications,
suspended four applications, made 26
homeless referrals to BHA, and had a total
of 2,278 applicants on the list at 31st
March 2017.
We commenced 79 new Scottish Secure
tenancies during the year including two
mutual exchanges between two tenants.
These are broken down as follows:
• 14 to existing tenants
• 2 mutual exchanges
• 30 to housing list applicants
• 26 to homeless applicants
• 7 to local authority nominations

Size

House

Tenement

4 in a
block

Flat/
maisonette

Total

1 apt

0

4

0

0

4

2 apt

10

296

33

1

340

3 apt

115

215

20

4

354

4 apt

168

20

3

16

207

5+ apt

23

0

0

0

23

Total

316

535

56

21

928

Indicator 10: Access to social housing
People looking for housing find it easy to apply for the widest choice for social
housing available and get the information they need on how we allocate homes and
their prospects for being housed.
In 2016, 97% were satisfied with the
standard of their home when moving in – up
from 82% in 2013.
Access to social housing through our East
Renfrewshire Housing Register offers a
range of routes to a Barrhead HA tenancy:
• ERHR applicants register and apply for
properties.
• Mutual exchange where two people
approach the landlord to swap homes.
• Homeless nominations from the
Council for specific properties.
• Existing transfers where a particular
need to move meets our allocations
policy.
• Succession where a tenant dies, and a
member of the household may apply to
succeed the tenancy.
• Assignation where a tenant leaving a
property may assign the property to a
member of the household.
• Mortgage to rent where a homeowner
faced with homelessness due to
mortgage arrears is referred to us by
the Scottish Government.
The Housing (Scotland) Act 2014 is likely to
change some of the above – we are now
finally working through the changes required
to implement this Act. Given the consultation
by the Council on the replacement of the
East Renfrewshire Housing Register, we will
be looking to review our own allocations
process – more information will be provided
in the Newsletter.

Breakdown of re-let properties
General needs

74

Amenity

0

Sheltered

3

Wheelchair/adapted

0

Total

77

Reasons for tenancy termination
Internal transfer

11

Deceased

6

Evicted

0

Financial reasons

5

Personal reasons

3

Property size

2

Abandonment

6

Hospital/support

3

Medical reasons

1

Private renting

2

Employment reasons

1

Buying property

9

Neighbour problem

1

Leaving area

9

Reason not given

1

Other reason

5

Total

Sheltered Housing Complex, Barrhead – resident’s coffee morning.
Rankin Court, Barrhead – completed 2016.

65
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Rankin Way, Barrhead – garden makeover
competition.

Indicator 11: Tenancy sustainment
Tenants get the information they need on how to obtain support to remain in
their home and we ensure suitable support is available, including services
provided by us and by other organisations.

Radio Clyde’s Cash for Kids – 108 childrens’ vouchers
awarded.
Sheltered Housing
development – backcourt
upgrade.

It is usually in everyone’s best interest to
help tenants to stay in their homes, whether
offering help with applying for benefits,
assisting with adaptations to their home or
liaising with support agencies to make sure
help needed is provided.
For existing tenants, 100% of our new
tenancies were sustained for more than one
year. For applicants from our housing list,
90.5% of new tenancies were sustained for
more than one year. From our homeless
allocations, 96% of tenancies were
sustained for more than 12 months.
We have 27 sheltered housing properties
situated in the Main Street in Barrhead. The
demand for these properties is high and
turnover usually low. A wide range of
services are offered to our tenants including
a housing support assistant who completes
support plans and liaises with other
specialist support services provided by the
local authority. We currently offer
additional support including IT classes and
the Craft Café. This support service is
registered with the Care Inspectorate and
inspected every two years. The inspection
was carried out in February 2016 with the
Association maintaining its ‘very good’
grades for all three areas – quality of care
and support; quality of management and
leadership; quality of staffing.

Welfare Advice Services
Due to the changes to social security, it is
increasingly important that we adapt our
services to help our customers with the wide
range of changes. We have continued with
12

our welfare and energy services to ensure
our tenants get the help and support they
need to maximise income and keep costs
low and reduce tenant debts wherever
possible. Over the last year, our Energy
Officer had a period off work to have a baby
but she’s now returned to work and is
available to pick up energy advice with
tenants again. The benefits over the last
couple of year remain significant for our
customers. This project continues to work
with our local partners including Voluntary
Action-East Renfrewshire, Pioneer Mutual
Credit Union and East Renfrewshire
Citizens Advice Bureau. We have also been
successful in gaining Climate Challenge
Fund through our community regeneration
strategy for our third sector partner
Auchenback Resource Centre – this grant
for last year totalled £84,000 and has
helped the community with energy efficiency
and a new food growing project in the area.
For our welfare project here is what we
have provided during the last two years:
• Number of customers referred to our
Income Maximisation/Welfare advisor:
529 cases.
• Financial gains achieved for customers
£460,000.

Medical adaptations
£29,695 funded by the Scottish
Government to provide much needed level
access showers, grab rails and new door
entry systems at the complex. The average
length of time to complete approved

applications for medical adaptations was
29.76 days.

Evictions and property
abandonments
We did not evict any tenants last year for
rent arrears. This only happens as a last
resort when our customers stop engaging
with us. We had five properties abandoned –
this means that the tenants failed to provide
us with the required notice to end their
tenancy and failed to return their keys.

“73%
of you said their financial
position improved as a
result of using the
welfare service accessing
benefits, reducing debts
and 95% of tenants said
they would use the
service again

”

Indicators 14, 15: Rent and charges
We set rents and service charges in consultation with our tenants and other
customers so that a balance is struck between the levels of service provided,
their cost, and how current and prospective customers can afford them.
At 31st March 2017, we
owned 934 properties including
six shared ownership
properties. The total rent due
for the year was £3,837,360.
We agreed a rent increase of
2% in 2017/18 following
consultation. The table below show
our rent increases for the last five years
compared to our local Council and our local
Renfrewshire housing association partners.
The trend on our rent increase is downward
Average rent increases

to reflect the lower inflation rates we use as
a guide when reviewing all our costs.
However, these are now on the rise due to
the uncertainties around Brexit and we will
be reviewing these soon.
However this is a key area and we need
to consider very carefully the ability of our
customers to afford our rents. We also need
to meet our costs. We have provided
additional and valuable services over the
last three years. We have maximised
significant financial gains for tenants over

this period. With our new community
regeneration strategy bringing in wider
economic regeneration to our partners and
our communities, we continue to focus on
our key business aims and objectives to help

improve the lives of our tenants and the
wider area. These areas are certainly
making significant improvements for our
customers and is part of our ‘added value’
services.

Lowndes Court, Barrhead.

“94%

2013/14

2014/15

2015/16

2016/17

2017/18

Barrhead HA

3.2%

3.1%

1.9%

2.0%

2.0%

Bridgewater HA

3.0%

2.9%

1.9%

1.5%

2.0%

Linstone HA

3.7%

2.9%

1.8%

1.5%

1.4%

Paisley South HA

4.1%

3.5%

2.9%

2.0%

2.5%

of you thought our
rents are good value
for money

Williamsburgh HA

3.2%

2.6%

2.3%

0.7%

1.5%

Scottish average 82%

East Renfrewshire Council

4.9%

5.0%

4.9%

4.9%

4.9%

”

Average weekly rents
Size of
home

Barrhead HA
2013/14

Barrhead HA
2014/15

Barrhead HA
average 2015/16

No. owned by
BHA 2016/17

Barrhead HA
average 2016/17

Scottish
average

East Renfrewshire
Council

FLAIR
average

1 apt

£40.75

£42.06

£44.03

4

£47.15

£66.55

£58.90

£50.31

2 apt

£65.27

£65.94

£69.66

340

£71.69

£71.67

£61.97

£72.90

3 apt

£79.64

£81.76

£83.97

354

£85.14

£73.13

£71.15

£80.61

4 apt

£83.65

£86.63

£88.72

207

£90.72

£79.42

£79.71

£84.87

5+ apt

£103.26

£107.15

£108.93

23

£110.28

£88.02

£81.65

£101.08
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Indicator 13: Value for money
Tenants, owners and other customers receive services that provide continually
improving value for the rent and other charges they pay.

Added Social Value
Assessing value for money is a big concern
for everyone. We’re a not-for-profit
organisation with our main source of
income being from our rents. We therefore
aim to provide an effective, high quality
service whilst making the best use of our
resources. If we can achieve a better price
without affecting the quality of service, we
will investigate this. In September 2016, we
published our updated Value for Money
Statement to emphasise our commitment to
value for money. Value for money for BHA
is about delivering maximum value whilst
minimising costs and providing an effective
high quality service from our resources. The
statement goes further than cost analysis as
it also highlights the added value that our
customers may not always see. Overall there

are a range of measures we aim to achieve.
For efficient procurement, we look at open
tendering with the aid of framework
agreements, being members of procurement
clubs and obtaining quotations. We have
now entered into a second framework
agreement for the next four years with a
club of nine local housing associations. We
have 27 contractors on this framework to
assist us with the delivery of environmental
projects including our landscape garden
maintenance contract, our cyclical contracts
including gas safety, and our planned
programme for replacement of kitchens,
bathrooms and other major components. In
2015/16, we tendered our insurance
contract for three years. We also benchmark
or compare our results with local housing
associations and as members of Housemark.

Our local representatives on our Tenant
Scrutiny Panel help us develop and review
our policies, our performance and our
budget setting including rent reviews.
Ensuring value for money in the work or
services we pay for ensure our ability to
keep rents affordable and generates
resources to input into activities that
generate ‘added social value’. This is
provided through our
commitment to the
wider regeneration of
our communities. With
access to external
funding where possible
and working with
local partners, we are
able to consider
Bryan Dan
d
Regenerat o, Community
extra services for
ion Officer
.

our tenants – employability training, welfare
and energy advice, activities for our older
tenants, etc.

Employment and training
Other considerations include the promotion
of housing as a career through our Modern
Apprenticeship in Housing programme.
David Adam started with us in February
2016 and completed his training and gained
a qualification in housing by
December 2016. Our staff
continued to be supported to
develop their careers with James
Ward completed a BSc in Social
Enterprise and Karen Devon
completing her HNC in Accountancy
during the year.

Other indicators to consider are:
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Indicator

Barrhead HA
2014/15

Barrhead HA
2015/16

Barrhead HA
2016/17

Amount of rent collected for current and past rent

99.98%

99.3%

100.8%

Rent due for empty homes

0.26%

0.26%

Re-let days for empty homes

10.94 days

11.6 days

★
0.29% ★
13.4 days ★

Indicator

Barrhead HA
2014/15

Barrhead HA
2015/16

Barrhead HA
2016/17

Gross rent arrears, current and former

3.61%

3.81%

2.9%

Former arrears – total due

£37,467

£57,415

£47,317

Former arrears – per unit

£19.41

£63.65

£50.99

★

★

Trend

Scottish
average

East Ren
Council

FLAIR
average

Improved

99.6%

102.4%

101.2%

Slight increase

0.9%

0.9%

0.59%

Slightly more

31.5 days

45.7 days

22.3 days

Trend

Scottish
average

East Ren
Council

FLAIR
average

Decreased

n/a

6.7%

4.4%

Decreased

n/a

£448,310

£90,814

Decreased

n/a

n/a

n/a

of the
Employees

Year.

1986-2016:
Celebrating 30 years
working in the community

Income and expenditure
for year ending 31st March 2017

Our income: £5,569,300
Rental Income: £3,865,000
Capital grants release: £932,600
Pension remeasurement: £510,900
Other income: £221,800
Service Charges: £39,000

Example of community benefit
– Gassure trainee Martin
McNeil (centre).

Our expenditure: £3,887,000
Management/maintenance costs:
£323,700
Repairs: £753,100
Service costs: £38,000
Salaries including pensions:
£733,400
Depreciation of housing:
£1,359,300
Loan and finance costs: £433,100
Other activity costs: £225,300
Other operating costs: £21,100
11% 8%

17%

6%
1%

19%

9%
External funding received for projects
included:
• Scottish Government People and
Communities fund – £72,517 for an
employability project for young
people with Impact Arts a Glasgow
based community arts organisation –
working with 32 young local people
and helping them into future training,
employment or education.
• Scottish Government People and
Communities fund – £28,000 to
deliver a craft café for sheltered
housing residents in Barrhead and
Linstone Housing Associations
• Scottish Government medical
adaptations fund – £78,000 over two

years to deliver much needed
adaptations within the home.
• Climate Challenge funding of
£83,595 for an energy project at
Auchenback Resource Centre in
partnership with Barrhead HA.
• Sheltered housing complex –
benefited from support to complete a
backcourt makeover including £3,000
of labour from Young Enterprise
Scotland, £3,000 in materials from
INTU, and £477 of funding from the
Greggs Foundation for garden
furniture.

1%
4%
1%

69%

35%

19%
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1986-2016: Celebrating 30 years working
in the community

At the heart of our community
– investing in your future

58-70 Main Street, Barrhead,
East Renfrewshire G78 1SB
Tel: 0141 881 0638
Email: enquiries@barrheadha.org
Web: www.barrheadha.org

Scottish Charity No SC 036265
Barrhead Housing Association is a member of:
SFHA, TPAS, EVH, FLAIR, I-FLAIR, GWSF,
TIS, East Renfrewshire Chamber of Commerce,
Scottish Procurement Alliance, Housemark.
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