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Our Customer
Satisfaction results
During June 2016, we completed
our 3-year comprehensive survey
speaking to 349 customers to seek
their views on our services.
Look out for our Key results statistics
included throughout the Spotlight.

94%

Overall satisfaction with
BHA as their landlord

Happy 30th
Barrhead HA
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Barrhead Housing Association – Celebrating
30 years working in the community
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Shirley Robison with
the then Housing Minister,
Margaret Burgess MSP.

By Shirley Robison, Chief Executive
During 2016, we have been celebrating
our 30th anniversary of Barrhead
Housing Association’s registration.
As the key community based local
housing association within East
Renfrewshire, we are pleased to be able
to look back at our achievements and
celebrate this significant milestone.
The success is down to the hard
work and dedication of our voluntary
governing Board members and our
dedicated and professional staff
team. For the majority of those
years, the Association has shown
great strength working with our local
community and providing good quality
customer services. In recent years,
we have performed well against the
social housing charter. Over the last
decade, our organisation has grown
in financial strength and this allows
us to be able to plan with much
more certainty than ever before. We
have so much we still want to do.
Our staff team in recent years should
take pride in our achievements for both
Investors in People Silver accreditation,
and Investors in Young People, our

good practice award. We embarked
on a series of training opportunities
several years ago promoting graduate
internships across factoring and IT;
community job funded posts in admin;
and modern apprenticeships in housing
and business administration. We have
maintained our gold accreditation for
Healthy Working Lives since 2011 and
were awarded the East Renfrewshire
Chamber of Commerce Outstanding
Performing business in 2014.
During 2016, we have celebrated our
success working with our customers
in a range of ways – some of these are
contained within this review. We’d like
to thank our customers for working
with us over the last few years as we
have re-structured our staff teams,
implemented a new IT system, and
put in place a single contractor to
deliver our reactive and void repairs
service. These changes will ensure we
adapt to our changing environment
and use new technologies to deliver
better services in the future.

“It was great to
report that during
the summer of
2016, 94% of our
customers indicated
their continuing
satisfaction with us
as their landlord.”
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Development & Regeneration

2
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Recent Developments and
Building new homes...

Satisfaction with
the quality of
their home

Since 2008, we have provided 116 new
affordable homes within our area – 12 new flats
for homeless young people in Connor Road,
65 new properties in Auchenback across seven
sites, all delivered by Cruden Construction.
A further 24 new flats at Lowndes Court were delivered
in partnership with Persimmon Homes, and our
latest 15 new homes in Rankin Court working with
McTaggart Construction. In addition, we have added
38 properties to our stock under a Rent off the Shelf
scheme targeted at increasing the supply of homes
to rent in the Eastwood side of the local authority.
We’ve also added a further 30 homes from the purchase
of properties locally and through Mortgage to Rent.
Our total ownership of rented homes now stands at
924 and we should reach our target of 1,000 units
over the next couple of years if all goes to plan.
1. 24 new flats in Lowndes Court, completed 2010
2. 65 new homes in Auchenback, completed 2010
3. 15 new homes at Rankin Court, March 2016
4. Official opening by Housing Minister, March 2016
5. 46 new homes Rankin Way development, completed 2001
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We have worked with East Renfrewshire Council and the
Scottish Government over the last year on the delivery
of 15 new homes at Rankin Court – opened by the then
Housing Minister Margaret Burgess MSP in March 2016.
We’re pleased to continue this partnership with
the local authority to play our part in the Scottish
Government’s pledge to provide 50,000 new affordable
homes for Scotland within this Parliament. We will
be delivering new homes over the next few years
in Neilston, within the masterplan for Barrhead
South, and within the centre of Barrhead, hopefully
providing 87 new homes over the next four years.

“The Scottish Government has
invested more than £800,000 to
help Barrhead Housing Association
to deliver these 15 high quality
homes. The completion of the
£1.6 million development is
good news for local families who
have been given access to muchneeded affordable homes”
The then Minister for Housing Margaret Burgess MSP.
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Our Anniversary & Our People
Events to mark our 30th anniversary
SFHA and Barrhead Housing
Association launched the
Apprenticeship Challenge with then
Housing Minister Margaret Burgess
MSP in Barrhead in February 2016.
Our own modern apprentice, David
Adam, took part in the challenge
which took place at the SFHA
conference in June 2016. David has
recently successfully completed his
CIH Level 4 certificate in Housing.
In June 2016 our Fun Day took place
in the closed off car park in Cochrane
St, Barrhead. All staff dressed up
in 1980s themed costumes. Local
residents were entertained by local
radio station Pulse FM and Glasgow
live band, the Moonlighters. With
bouncy castles, sumo wrestlers,
caricaturist, face painters, slides,

bird handling and pedal power, the
afternoon was a great success. Local
children from St John’s primary
and St Luke’s secondary schools
took part in a competition to design
a 30th birthday badge. Prizes
were awarded at the Fun Day.
We consulted customers last January
on how we should celebrate our 30th
year and have largely implemented
what they asked for. As well as a
garden make-over competition, five
lucky customers won one week’s free
rent, and we extended our annual
garden competition with more prizes
and trophies awarded across our
housing developments. All five entries
for the good neighbour award received
extra prizes this year in recognition
that they were all worthy winners.

We held a competition in October
to win prizes from local Barrhead
businesses including F+M
hairdressers, local gift shop Blue
Stone, and hardware shop Scott’s.
Over 60 entries were received, and we
will finish off the year with a chance
to win dinner at a newly opened
Italian restaurant and vouchers
from Marks and Spencer. We’d like
to thank a range of contractors,
consultants and our solicitor for
donating prizes over the year.
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99%
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Satisfaction with keeping
customers informed

91%
Satisfaction with our
management of their
neighbourhood

Satisfaction with
keeping customers
informed
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Rent representing
value for money
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1. SFHA Apprentice Challenge, Feb 2016;
2. 30th Anniversary winning badge design
3. Fun Day June 2016
4. Fun Day staff team, June 2016
5. Badge winners from local schools, June 2016
6. Competition prize winner Mary McMillan, at
hairdressers F+M, Barrhead, Oct 2016
7. Fun Day, bird handling, June 2016
8. The Moonlighters with partners RAMH,
June 2016
9. Chamber of Commerce Outstanding
Performance Business Award winners 2014

9

Housing Scotland Spotlight | December 2016 / January 2017

7

Community Support
Wider community support
The association was successful in a
partnership bid to the Big Lottery in
2014 to deliver a joint welfare and
energy project for the local area.
Working with East Renfrewshire
Citizens Advice Bureau, Voluntary
Action-East Renfrewshire, and
East Renfrewshire Credit Union
(recently re-branded and expanded
to become Pioneer Mutual Credit
Union), the project delivered practical
advice and information to over 875
residents (both customers and family
members). We have put an additional
£335,500 income back into their
pockets – this provided much needed
personal income as well as reducing
our rent arrears and overall fuel debts
as well as better energy tariffs for our
customers for the future.
The benefits of such additional
services were so great that the
project has been continued by the
association. We continue to provide
much needed assistance now that
Universal Credit has become a
reality within East Renfrewshire. We
have been able to extend our energy
advice to local community partners,
Auchenback Resource Centre with
a successful project now being
delivered locally thanks to funding
from the Climate Challenge Fund.

...of customers receive
housing benefit

..saying their rent is
fairly easy to afford
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Promoting your commu

CASE STUDY

Effectively promoting your project can sp
attracting new participants, volunteers a
various ways to promote your project and
Beautiful and community-led Climate Ch

...say that they find it
easy to afford to pay
their energy bills

What do you want to say?

Before any promotion you’ll need to establish the
message you want to communicate. Start with: Who
you are, what you are doing, where and why. Make
your message clear and easily understandable by
people not familiar with your project.
Always include details of how people can become
involved, contact you or sign up to receive updates.

Getting your message out; think how do
your target audience communicate

1

Word of mouth
Tell people about your project in the local area.
Gorbals Healthy Living Network knocked on the

...of our customers have
access to the internet

Our research has shown that nearly
70% of customers receive Housing
Benefit, with 62% saying their rent is
fairly easy to afford and 50% saying
that they find it easy to afford to pay
their energy bills. There is still much
to do to assist our customers further.
We are continuing to look at digital
services to offer further assistance
– over 63% of our customers have
access to the internet which leaves
a large 37% with no access to such
services which are now viewed as
critical by most people using the
internet for goods and services.
During 2016, we were pleased to
become members of Our Power, a
new energy supply company
providing cheaper energy to our
customers. We are now rolling out
new pre-payment meters to our
new customers and installing smart
meters. Our research showed that
nearly 60% of our customers pay their
fuel through a prepayment meter,
so cheaper fuel will be essential to
those on low incomes and juggling
household income.
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1. Kathleen Boyle,
garden
doors
of residents at Norfolk Court – the result being
winner 2015 raised awareness and support of their Greener
Gorbals
Project.
2. Rose McDougal,
garden
3
winner 2014
Print
3. Carol Riddell, good
Produce your own information leaflets using
neighbour winner
2016packages such as Word or use a local
standard
4. Creative pathway
project printer like West of Scotland Regional
professional
design new community
Equality Council did for their multilingual energy
space, 2016 guides.
Ourtutor,
Sustainable Procurement case study includes
5. Linda Burke, main
a short feature on how we have produced print
Impact Arts, 2016
sustainably.
6. Neilston residents enjoy
Our Making Money go Further guide includes
their new community
signposting examples of just a few printed
garden, 2016 resources that you can use to promote your project.
7. Garden make-over,
Noticeboards
July 2016
Lots of people still check community noticeboards
8. Craft Café exhibition,
and the free adverts section in local shops; try a
sheltered housing
poster or information leaflet here.

complex March 2016
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For further information
Keep Scotland Beautiful is the charity that
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Customer recognition awards
We continue to support and assist
our customers over the years with
an annual garden competition. We
also offer a garden improvement
scheme where groups of customers
can apply for funding to improve a
local space. For our annual garden
competition, the winners are invited
to the AGM to receive their prize
and hear more about our work.
As part of our 30th celebrations
this year, we’ve offered a garden
make-over competition and have
extended the garden awards
across all our areas – with winners
coming from Neilston, Newton
Mearns, Thornliebank as well as our
traditional areas within Barrhead.

2

We hold an annual good neighbour
award – the ‘John McIntyre’ award
in recognition of our previous
chairperson who lived in Rankin
Way in Barrhead. John’s most
famous event was meeting HRH
Princess Anne at the opening of our
Rankin Way development on 11th
September 2001 – a day marked
in the calendar for other reasons.
John McIntyre was our chairperson
for five years up to early 2006 and
was a true believer in the community
based housing movement to which
he was devoted to many years.
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Creative arts projects
We have worked on a diverse range
of wider community led projects
over many years, particularly
around the creative arts community
led programmes, employment
opportunities, and tenancy
sustainment. Over the last two years,
we’ve worked with Impact Arts on a
range of successful projects, including
our craft café at our sheltered housing
complex and a young people’s
employment and training programme.

6

Funded by the Scottish Government’s
People and Communities Fund and
the Big Lottery My Bright Future’s
programme, this year, the focus has
been on environmental and landscape
projects. So far, 23 young people have
been involved in this programme for
2016/17 and have taken part in a
local sale of work day, our Fun Day,
re-designing a local space in Neilston,
a customer competition to complete

a garden make-over and some
landscape re-design at our sheltered
housing complex backcourt areas.
The young people have been
particularly looked after by our
sheltered housing complex residents,
with home baking and cups of tea.
Last year, 30 young people took
part in the programme, with over
65% gaining SCQF level 3 or 4
accreditation and over 50% going
on to further education, training or
employment. For the first six months
of this year’s programme, 23 young
people have been engaged through
the programme, with eight already
achieving their SQA qualification
and have moving on to a positive
destination in employment or training.
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Partnerships and Charter
iFLAIR

We have been fortunate to also be part
of a wider housing partnership. The
Federation of Local Housing Associations
in Renfrewshire and East Renfrewshire,
FLAIR, is an informal partnership which
was set up almost 20 years ago, originally
by Barrhead, Williamsburgh and Paisley
South Housing Associations. It was then
extended to include Bridgewater, Linstone
and Ferguslie Park housing associations.
This partnership is particularly unique to
the housing sector and is one based on
trust, respect and shared values. FLAIR
has shared many community regeneration
projects over the years and also delivers
joint training for staff and board members;
an annual conference; annual report;
and members get together for the annual
meeting each November where they look
back on what has been achieved. Staff
across all departments meet regularly to
discuss a wide range of topical housing
issues. We have jointly procured our
internal audit contract and customer
satisfaction survey work over recent years.

Satisfied with our
repairs service in
the last 12 months

iFLAIR & Scottish Procurement Alliance
The IFLAIR collaboration was established
in 2011 when FLAIR members agreed to
consider joint procurement. Originally focused
on development, IFLAIR was set up to include
the FLAIR associations working with Arklet,
Cloch and Oaktree housing associations.
IFLAIR now delivers a procurement
framework for cyclical and planned repairs.
In its second framework period of four
years, work has continued and collaboration
strengthened for the new framework which
will see a substantial combined programme
bringing benefits to nearly 10,000 customers
across the three local authority areas.
Barrhead Housing Association has used the
framework to procure gas servicing, roof
and render upgrades, kitchen and bathroom
upgrades, and landscape maintenance.
In addition, Barrhead Housing Association
was pleased to become founding
partners and supporters of the Scottish
Procurement Alliance this year. This
is seen as complimenting the work of
the IFLAIR framework, which allows
access and benefits to a wider range
of procured contracts. We will pilot this
procurement framework during 2017.

Social Housing Charter summary stats for 2015/16
Here are some of Barrhead’s key statistics:

Stock numbers

908

Number of homeless lets

25

Rent increase 2016/17

2%

2.4 hours

Average weekly rent – 2 apt

£71.45

Repairs emergency
response time

Average weekly rent – 3 apt

£85.22

Repairs non-emergency
response time

4.5 days

Average weekly rent – 4 apt

£90.61

Repairs appointments kept

96.5%

Average weekly rent – 5 apt

£110.77

89%

Gross rent arrears

3.8%

Repairs completed
right first time

0.26%

Repairs satisfaction

93.2%

Void rent loss

98.5%

Re-let times

11.6 days

Stock meeting SHQS

Number of re-lets

83

Number of
complaints/target achieved

95/93%
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Established 1996, Arneil Johnston is a leading housing
consultancy in Scotland with a wealth of experience in developing
practical, innovative solutions for our clients.

“We have a successful
partnership with Arneil
Johnston working to
comprehensively improve a
range of business functions
including being a ‘critical
friend’ for a repairs review,
and as our internal auditor
for factoring and risk
management.”

We are a reputable, talented and diverse team with extensive
experience of all aspects of social housing delivery. Arneil
Johnston has a growing reputation across housing sector in
Scotland providing a strong core product range. We provide a
strong mix of experience and skills with an appetite for project
management.
Our services include Business planning & financial management,
Housing strategy, Service planning & business management, ICT
specification & strategy and Learning & development.

Donna Milton
Managing
Director

Shirley Robison, Chief Executive,
Barrhead Housing Association
For further information, please visit or
contact us: Arneil Johnston
50 Scott Street, Motherwell, ML1 1PN

Gillian Houston
Director Finance
Consultancy

Web: www.arneil-johnston.co.uk
Tel: 01698 244677
E-mail: dmilton@arneil-johnston.co.uk

Archibald Shaw & Sons
Slaters and Plasterers

Happy 30th Anniversary to Barrhead Housing
Association from all at Archibald Shaw & Sons!

“We are proud to
be associated with
Barrhead Housing
Association”
Visit us: www.GasSure.com

Archibald Shaw & Sons are proud to have been an approved
contractor of BHA for many years and look forward to
providing a continued service of excellence into the future.
Archibald Shaw and Sons established in 1882 and now with
Adam Shaw at the helm, the 5th generation to run the family
business, pride ourselves on providing high quality services
to the local area for over 130 years and into the future.

Our Services

• All types of roof works from repairs to renewals
• All trowel trades covered from plasterworks to render
and roughcast repairs and renewals
• General building works from slab-works, concrete-works,
stone and brickwork repairs, all rainwater goods, mastic
and mortar pointing works through to garden clearances,
fencing repairs and many more, just ask.

Contact us

Archibald Shaw & Sons, 75 Canal Street, Paisley, PA1 2HP
Tel: 0141 889 3406 | E-mail: sales@ashawandsons.co.uk
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Introducing a new Energy Efficiency
and Refurbishment framework that
can source you individual measures,
SMEs and main contractor solutions.

Whose bright
idea was that?

At SPA we recognise that public sector organisations
often require quick and easy access to a wide range of
energy efficiency, consultancy and project management
expertise, as well as installation and maintenance services.
Which is why our clients can now directly appoint or open
a mini competition with SMEs offering individual measures
or national suppliers offering a range of services.
With access to a full spectrum of high-quality people and
services across three workstreams on one OEJU compliant,
streamlined and quality-managed framework, isn’t it time
you switched your procurement needs to SPA too?
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For more information on all three workstreams
in our Energy Efficiency and Refurbishment
Framework, call our experts on:

0131 306 0176
or visit

www.scottishprocurement.scot
The Scottish Procurement Alliance (SPA) is a new approach for procurement
in Scotland, created for organisations that buy products and services for
the construction, refurbishment and maintenance of social housing and
public buildings. It is backed by LHC, one of the leading and most respected
procurement organisations in the UK.

