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What have we been doing?

2. What have we been doing?

elcome to the fifth edition of
our Performance Report for
2018/19, which represents
our 34th year of working within East
Renfrewshire. This Report provides you
once again with information on how we
meet the Scottish Social Housing
Charter, and shows our trend in
performance across some Charter
indicators, as well as benchmarking
information against other RSL and local
authority landlords and the Scottish
average figures. We are also members of
Scotland’s Housing Network
benchmarking group, which provides
information from over 100 housing
associations and local authorities and
who together represent almost 80% of
the social housing stock in Scotland.
We are required by the Scottish
Housing Regulator to report to our
tenants annually on our performance
against all Social housing Charter
standards including satisfaction areas.
We would welcome some feedback on
the report and we are grateful to our
Tenant Scrutiny Panel members once
more for their input into this updated
report. We have retained the same
standard of report to show trends and a
consistent approach to monitoring the
Charter indicators. We have provided
further information on our financial
position, and progress with a range of
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 both related to
statutory duties of the local
authorities).
On the whole, our overall
performance is good across the
indicators compared to the Scottish
averages. However, in July 2019, our
recent satisfaction levels have fallen and
we believe this mainly relates to lack of
information on our planned investment
programmes. We will now work with
tenants to ensure sufficient information
is provided on our future investment
plans. Whilst we have had some issues
with unsatisfactory repair contractors,
our new contract and in-house repairs
service are both showing ongoing

4. What are we planning to do
next?
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Barrhead Housing Association’s
Vision:
We believe that everyone deserves
to live in a secure, good quality,
well-maintained home within
communities that are safe,
supported and inclusive.

Main picture: Tom Arthur MSP celebrates
housing as a human right with new tenant
Robert Burns and BHA chair, David McCready.
Insert: BHA chair, David McCready awards
innovation to Auchenback Resource Centre,
Heather Cuthbert and Brian Connelly.

If you need this document
in large print, or translated,
please let us know.
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improvement. We are in the process of
reviewing the results of our 2019
satisfaction survey and will publish
more information in our Newsletters.
This Report focuses on the results for
2018/19 on the Charter indicators.
Whilst performance is important, our
approach to good governance and
financial management is also a priority
for us. Over the last year, we have
consolidated the improvements
previously made to our governance
framework and have continued, through
annual appraisals, to monitor the skills,
experience, recruitment, and succession
planning at Board level. Although we
have been unable to recruit a tenant
member onto the Board, following our
2019 Annual General Meeting, we have
recruited a further member, filling up all
12 places. Our full Board, as at October
2019, continues with the office bearers
as follow:
• Elected as Chairperson (from
2018): David McCready
• Elected as Vice Chairperson (from
2018): John Hamilton
• Elected as Audit Convener (from
2018): Drew McKinney
• Elected as staffing convener (from
2018): Tommy Reilly
• Elected as Development Convener
(from 2018): Chris Baird
• Co-optee: Councillor Tony Buchanan
• Other Board members are: Claire
Boyd, Brian Connelly MBE, Rena
McGuire BEM, Michael Muhktar,
Beth Welsh and Dianne Greig.
Given the need to listen to our tenants,
we have continued to recruit and
strengthen our Tenant Scrutiny Panel
and we now have the following
members: Laura Hendry, Jim Geddes,
Liz Winser, Joy McShane, Marion Wood,
Frances Craig and Rita Connelly. We
will seek to continue to recruit new
members to both the Board (when any
places become available), our subsidiary
Levern Property Services (LPS) and
our Tenant Scrutiny Panel – so feel free
to get in touch if you would want to
discuss getting more involved – full
training will be provided.
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Site start at Neilston Road – Tom Arthur MSP, Laura Guild Taylor Wimpey, David McCready BHA
chairperson, Shirley Williamson Taylor Wimpey, Alan Ray Development Manager

We have continued with our plans to
keep our stock up-to-date and last year
we spent over £1,581,928 on repairs,
voids, adaptations, cyclical and planned
improvements to your homes. Details of
this spend can be found on page 11. We
also became a Scottish Living Wage
accredited employer which commits
BHA and our subsidiary and our
contractors to pay the living wage of a
minimum of £9 per hour (Nov 2018)
should they work for the Association. We
are having to re-tender two contracts to
deliver this living wage commitment.
Our plans for new homes received a
boost with commencement of the new
site in Neilston Road by Taylor Wimpey,
where we will have 12 homes for
affordable rent next year in 2020. We
continue to strengthen our relationship
with the Council to deliver more much
needed new homes in our area and hope
to see new homes in Barrhead – at
Blackbyers, Dealston Road and
Barrhead South. We remain the only
local community based housing

association in East Renfrewshire and
hopefully the work we do beyond bricks
and mortar as demonstrated in this
report, will provide our tenants and
residents with evidence of our
commitment to the communities within
East Renfrewshire.
Last year, we implemented a range of
new data protection policies and
procedures to demonstrate how we are
committed to the General Data
Protection Regulations and we issued all
staff, Board members, tenants and
service users with a ‘Fair Processing
Notice’ which provides detail of the data
we collect and what it is used for. This is
a continuous process as we collect and
monitor data. We had one ‘nonreportable’ breach of data during the
year which stemmed from our IT system
and this was quickly rectified. Tenants
and service users can view a wide range
of policy documents in the download
section of our website –
www.barrheadha.org/downloads
During the year we continued to

provide opportunities for personal
development for our governing Board
and our staff and we were pleased to
report that Jen McCann passed her
Diploma in Housing Studies and Martin
Devenny became a Chartered
Accountant. We feel it is very important
to invest in our staff and to ensure that
our staff have the necessary skills to do
their job and that the Board also receive
opportunities to develop. Board
members, John Hamilton and Beth
Welsh both completed leadership
courses during the year.

“94%★
of you are satisfied
with us as your
landlord

”

Scottish average 90%
FLAIR average 94%
3
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What are we planning to do next?

The full roll out
of Universal
Credit last year
has resulted in 88
tenants now in
receipt of new
benefits as at
March 2019. We
have a good
working
relationship with
our tenants and we have produced
leaflets to help engage with tenants over
these changes – we also have good
partnership working with DWP, East
Renfrewshire Council, CAB and Pioneer
Mutual and our Welfare Rights Officer
(Vivien Betteridge) continues to work
closely to support and guide our tenants
transferring to this single payment.
Single payments include rental payment,
and tenants must arrange for this to be
paid directly to BHA. We know
Universal Credit implementation has
brought hardship to many tenants and
we will continue to work with all
agencies to help, including the local
Foodbank. In early 2019 we also
introduced a community chest hardship
fund to allow tenants to apply for a
grant of up to £250 for those
unexpected items including planning for
job interviews, buying unexpected items
and so far four tenants have successfully
benefited from this fund. Any tenant
requiring additional support should
speak with our Customer Services
Manager, Jen McCann at the office.
In terms of governance, our Board
will be signing off on a governance
‘Assurance Statement’ before the end of
October 2019 for submission to the
Scottish Housing Regulator. This
statement is new, and covers the main
area of regulatory governance and
financial management, the Social
Housing Charter and Energy Efficiency
Standard for Social Housing, legislation
and equalities – so it is very wide
ranging. Work to complete the assurance
statements has been validated by our
internal auditors Wylie + Bisset and also
with our external auditors, Chiene +
Tait. Our governing board is responsible
for leading the organisation, and part of
this work is to ensure that we continue
4

to self-assess our work and implement a
plan of action for improvement. Any
areas of non-compliance identified
within assurance statements must be
addressed with the Scottish Housing
Regulator. We will receive an updated
Engagement Plan to also cover
governance assurance. Tenants and
service users can view key documents
from the Scottish Housing Regulator on
their website
(www.scottishhousingregulator.gov.uk)
and also on our website in the ‘About’
section.
Our internal audit programme last
year completed reviews on our IT cyber
security and our in-house repairs
service. During 2019/20, we will
complete internal audits on governance,
internal financial controls and
GDPR/Freedom of Information. Freedom
of Information (FOI) for housing
associations comes into effect from 11th
November 2019. FOI will cover most of
the Association’s activities and also
some services provided by our subsidiary,
Levern Property Services (LPS), like
our repairs service, but does not apply to
factoring services to owners. We believe
that making a wide range of information
publicly available to anyone who wants it
is a clear demonstration of our openness
and transparency. We will continue to
work with all residents to ensure that
information is provided where possible,
even when we are not required to do so
under Freedom of Information – please
keep an eye on our websites for
Barrhead and LPS for more information
on FOI.
Governing Board after our 2018 AGM.

Our business plan was reviewed last
year and we have put in place a five year
plan with clear objectives which sit
alongside our planned investment
programmes and financial plans for the
same period. A copy of the Business
Plan is available on our website, along
with a business plan for our subsidiary,
LPS. There are some ambitious plans for
the future including the provision of
more affordable rented accommodation
in the area. However, we also continue to
plan for future investment in our
tenant’s homes along with upgrading our
IT systems to allow access to digital
services for those tenants that wish
them, and of course we will be continue
to work with our local communities
through the delivery of our community
regeneration strategy maximising
opportunities for external funding to
help improve the health and well-being
of our tenants and residents.
I would like to conclude by thanking
our customers, our members, our staff
team and the governing Board members
for their continued support and
commitment to Barrhead Housing
Association. Thanks also to Councillor
Annette Ireland for her support to BHA
and the local community over the last
18 months. With our new Office Bearers,
I really look forward to leading the
organisation over the coming years and
continue to build on the success of those
who have gone before me.

Thank you,
David McCready, Chairperson
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Our organisational key themes, strategic aims,
and our staff team
Our key organisational themes are
summarised as follows
• Leadership and governance: to maintain the
highest standards.
• Development: to continue to build new homes.
• Investment in our assets: to deliver our asset
management strategy.
• Value for money: to promote value for money and
demonstrate organisational efficiencies.
• Quality: to maximise customer satisfaction by
providing high quality customer services.
• Customer engagement: to continue to improve
customer engagement and participation.
• Investment in our people: to support, develop and
reward our staff team and to support continuous
development of staff.
• Collaboration: to enhance partnership working and
maintain strong community collaboration.
• Opportunities and change: to seek opportunities
for growth and to respond to changes in legislation
and good practice.

Strategic aims
What we want to do:
• Create communities that fit the needs and
aspirations of our customers.
• Create desirable neighbourhoods by investing in our
homes.
• Be responsive by developing and improving all areas
of our work.
• Strive for excellence across the organisation.
• Grow our business, our communities and our people.

How we want to do it:
• Empower our people to lead the changes we need to
make.
• Deliver value for money and sound finances.
• Deliver personal services to our customers in a ‘can
do’ way.
• Be flexible and adaptable to our changing
environment.
• Prepare for new opportunities.

Staff members with the Oor Wullie, charity campaign.

Staff teams
Senior Team
Chief Executive:
Director of Customer Services:
Director of Corporate Services:
Director of Asset Management:

Shirley Robison
Lorraine Dallas
Helen Sutherland
James Ward

Customer Services Team
Customer Services Manager:
Customer Services Officer:
Customer Services Officer:
Customer Services Officer:
IT Business Support Officer:
Welfare Rights Officer:
Customer Services Assistant:
Customer Services Assistant (repairs):
Customer Services Admin Assistant:

Jen McCann
Jackie McColl
Sandra Nelson
Julie Stewart
Greta MacPhail (p/t)
Vivien Betteridge
Maxine Dock
Siobhan Kelly
Steven Watson*

*covering for Jade Byers on maternity leave

Receptionist:
Nicola Roy
Housing Support Assistant (sheltered): Marie Donaghy (p/t, t)

Property Services Team
Property Manager:
Community Regeneration Officer:
Project Co-ordinator, DIY Dunterlie
Property Factoring Assistant:
Repairs Operative:

Janice Peters
Bryan Dando
Tracy Quinn (t)
Emily Connell (p/t)
Ricky Anderson

Corporate Services Team
Corporate Services Manager:
Corporate Finance Officer:
Corporate Finance Assistant:

Iain MacLean (p/t)
Martin Devenny
Karen Devon

Our Core Values
we are honest, trustworthy and reliable
we are flexible and react to change
we care about our purpose
we are forward thinking and committed to
improvement
Responsive: we are efficient and accountable
Respectful:
Adaptable:
Dedicated:
Aspirational:
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Value for Money

(Indicator 13)

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-forprofit 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. Each September, we produce our
Value for Money Statement to
emphasise our commitment to value for
money – you can see this on our website
in the ‘About’ section. 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.
We employ 23 staff members, three
employed through our subsidiary, Levern
Property Services. Staff turnover last
year was 15% and our staff attendance
figure was at just under 99%, with only
52 days lost to ill-health, which is
significantly better than our
benchmarking partners. We continue to
be awarded gold for healthy working

lives, and silver accreditation for
Investors in People, having been reassessed August 2018 and January
2018 respectfully. In addition, in 2019
we also renewed our Disability Confident
Employer accreditation for a further two
years.

Community wide projects
developed over the last
year
Employability Youth Creative
Pathway Project: £64,000 of
external funding; match funding
of £5,000 from Barrhead HA’s
reserves
Funded for a fourth year, this project
continues to support local young people
into training, further education and
employment. During 2018/19 we
delivered two 12 week workshop blocks
to 15 local young residents. Working
with dedicated professional staff from
Impact Arts, young people achieved new
skills, increased confidence and an SVQ
qualification for completion of the
course. A training allowance of £55 per
week plus travel expenses is received by
each young person. With added help with
interview skills, these young kids are

better prepared for future employment
and training opportunities. Project value
per annum: £146,000, 50% from
People and Communities Funding and
the match funding coming direct from
Impact Arts.

Welfare Rights Project: £143,000
of income to support tenants last
year – staff cost paid for by
Barrhead HA’s rental income
Having a full-time dedicated welfare
rights officer, Vivien Betteridge has been
working with our tenants over the last
year to ensure a smooth roll out of
Universal Credit last September. Vivien
has helped a further 217 tenants obtain
financial income of over £143,000.
Universal Credit has now been rolled out
to 88 tenants. Overall, 605 tenants
received housing benefit during the year
totally £2.047m.

DIY Dunterlie: £189,000 of
external funding
Funded through the Scottish
Government’s Aspiring Communities
fund, this project started in September
2018 and while we had some early
difficulties, we appointed a Project
Coordinator Tracey Quinn in January

Income and expenditure
for year ending 31st March 2019

Our expenditure: £4,835,900

Our income: £5,298,200
Rental income (less voids): £4,122,600
Service charges: £42,800
Other income: £262,000
Non-cash adjustments: £870,800
16%
5%
1%
78%

6

Property insurance and overheads: £324,700
Staff salaries and pensions: £909,200
Service costs: £42,800
Repairs: £927,900
Depreciation of housing:
7% 7%
£1,403,300
11%
Other operating costs:
19%
£313,900
6%
Pension deficit:
1%
£553,900
Interest costs:
29%
19%
£360,200
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2019 to oversee the project. The project
has now successfully delivered a range of
activities including exercise classes, food
and cooking for adults and children,
digital IT classes, energy advice,
financial advice from the Credit Union
Pioneer Mutual, tenancy support packs
from RAMH’s recycling project, and
Green gym a volunteer programme to
deliver external improvements around
the Dunterlie Resource Centre. We’ve
involved Parent Network Scotland to
help support parents with children and
we were pleased that in May 2018 at
the Parent Scotland network awards at
Glasgow City Chambers we had two
nominations for the awards on offer, so
while they did not win on the night, a big
congratulations to parents Jolene
Woodhouse and Stephanie Elliot for
their effort. We have also more recently
commenced monthly, on a Saturday
morning, a family hub workshop and
these will run until October 2019.

Sheltered Housing Projects:
medical adaptations funding
£203,652 of external funding;
match funding of £2,000 from
Barrhead HA’s reserves
Various activities have taken place at
the complex including our Craft Café; a
People and Communities funding project
shared with Linstone HA. External
improvements have been made over the
last year for upgrading the backcourts
with new paths, planters, drying areas
and the installation of 12 electrically
charged mobility scooter storage sheds.
We also upgraded the alarm system,
created a new office off the common
room and converted the first floor flat
back into a property for rent. We
apologise to the tenants for the
inconvenience but hope they are now
happy with the improvements.

Impact Arts dance classes
These were also held as part of the
Linstone project for residents over 60
years of age – while these were open to
all we did promote the health benefit to
those suffering from Arthritis or COPD.
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St Mark’s Primary School receives Community Choices Funding from BHA.

Community Choices Funding:
£40,000 of external funding;
match funding of £8,200 from
Barrhead HA’s reserves
For a second year, the Association
received funding from the Scottish
Government from their participatory
budgeting fund/community choices.
Through a voting event in the Barrhead
High School in March 2019, 6000 votes
were cast to support 19 groups receive a
share of this fund – £48,200. The event
was well represented and we continue to
work with the groups to monitor how the
funding has made a difference to their
projects.

Community Regeneration Officer:
staff cost paid for by Barrhead
HA’s rental income
With partners Williamsburgh HA, we
have appointed a full-time officer to
develop our strategy on wider economic
regeneration – this appointment was
made permanent in April 2018. Our
community regeneration officer, Bryan
Dando is now responsible for accessing
external funding in consultation with our
communities that will help make
improvements to the health and wellbeing of our residents.

“94%★
of you thought our
rents were good value
for money

”

Scottish average 83.2%
FLAIR average 92%
Cash for Kids, December 2018
We applied for 109 applications to help
children have a better Christmas and
received external funding of £9,325
helping 373 local children receive a £25
voucher.

Community Hardship Fund
During the year we promoted a hardship
fund to our tenants to allow them to
apply for a grant of up to £250 for
unexpected expenditure. We were pleased
to receive four applications all of which
have received funding for things like
clothes for employment interviews, a
licence to practice, a holiday break for a
mother and child receiving support. We
will continue this fund – so please look
out for further details in our
Newsletters.
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Value for Money...continued

Procurement efficiencies
and community benefits
We have continued to develop a new
procurement policy following the new
Procurement legislation introduced in
2016 and this means that we tender
contracts to ensure value for money.
Contained within the procurement policy
is a commitment from each contract to
deliver wider community benefits from
these contracts. Over last year, we were
able to provide community benefits for
the following areas:
• Turners Facility Management – have
employed two modern
apprenticeships in business and
Admin – both were employed fulltime for 12 months and this included
them gaining an SCQF Level 6
qualification.
• McDermott’s landscaping
contractors provided free labour to
replant areas at Centenary Court, as
well as planting and turfing at
Robertson Street, Barnes Street and
John Street.
• Gassure Maintenance contract
employed an intern Accountant and
provided career advice to St Luke’s
and Barrhead High Schools.
• Everwarm completed an upgrade to
our IT office so that we can offer
support to tenants going forward.
• Taylor Wimpey, now on-site at
Neilston Road have employed two
apprentice joiners; one completing
his third year; one completing his
first year of a four year
apprenticeship. At the Neilston site
there is a qualified joiner who has
completed his apprenticeship and is

now working full-time. Two are local
to Barrhead/Neilston.
Over recent years we have worked to
tender contracts wherever possible to
ensure we review our costs. We have
joined other frameworks including the
Scottish Procurement Alliance to
provide further access to contractors –
all of these frameworks have gone
through the full procurement process to
demonstrate value for money. We have
joined a new procurement benchmarking
club, Scotland’s Housing Network in
2019 and this allows us to better
compare costs and performance against
the wider housing sector.

Some of the other Value
for Money activity we have
been undertaking in recent
years include:
• Introduced an Allpay app to allow
rent payments via mobile phones.
• Tendering our repairs and voids
contractor – appointed Turners in
July 2018 for two years.
• Developing our own Repairs
Operative service, using Ricky
Anderson to carry out minor repairs
including plumbing, joinery and low
skill electrical. Value of work carried
out in 2018/19 was £41,468
covering 764 repairs.
• Re-tendered our close and office
cleaning contract appointing Mario
Cleaning in March 2019 (due to
commitment to pay the living wage).
• Re-tendered our insurance contract
for April 2019 for three years.

• I-FLAIR procurement framework
partnership – with eight local
housing associations we have a
framework of 27 contractors ready
to be employed across ten priority
investment areas including
landscaping, cyclical and planned
works. Currently in our second, four
year framework (2016-2020), we
have commenced work on a further
four year framework to be
implemented from 2020. We have
used the framework for our kitchen
and bathroom replacement
programmes, our landscaping
services and our gas contracts.
• During 2018/19 we also tendered for
painter-work and appointed JS
McColl to complete a range of
external and internal programmes for
the next six years – this will include
painting windows, doors, common
closes and external fencing.
Tendering for the best cost is not
restricted to repairs and services
provided. We look to obtain value for
money for our overheads too. For
example, tendering our external audit
services, and photocopier supplier. We
continually invest in our IT system every
year and work with our current
contractor through a re-negotiated
contract. We will continue to tender for
contracts and obtain quotations for
specific work where applicable to ensure
we achieve the best cost without
compromise to quality.
We work with our local Tenant
Scrutiny Panel made up of
representatives from our tenant groups
and customers, to input into our policy
development, performance and budget
setting process including rent reviews.

Other relevant VfM indicators are:

8

Indicator

Barrhead HA
2017/18

Barrhead HA
2018/19

Rent collected for current/past rent

100.3%

99.75%

Rent due for empty homes

0.37%

Re-let days for empty homes

17.4 days

Gross rent arrears, current and former

3.07%

★
0.25% ★
15.6 days ★
2.98% ★

Former arrears – total due

£49,400

£35,778

Scottish
average

East Ren
Council

FLAIR
average

99.1%

98.07%

99.59%

0.9%

1.35%

0.53%

32.8 days

42.87 days

21.36 days

5.9%

5.83%

3.96%

n/a

£259,956

£60,544
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Rent and service charges

(Indicators 14 and 15)

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 2019, we owned 934
properties including one shared
ownership property. The total rent due
for the year was £4,062,596. We agreed
a rent increase of 3.4% for 1st April
2019 following extensive consultation
and against a Scottish average of 3%.
East Renfrewshire Council’s rent
increase was 3.9%.
The average weekly rents below will
include, where provided, service charges.

We charge for various services provided
for our sheltered housing complex
including housing support, common
facilities like laundry and common rooms
and the warden call services. For our
overall stock, additional charges relate
to close and window cleaning. We are
now into year four of rent harmonisation
and we will be re-examining the effect of
this exercise during 2019/20. Further
consultation will follow.

“£86.22
is our overall average
weekly rent

”

Scottish average £79.08
FLAIR average £83.88

Average weekly rents
Size of home

No. owned by Barrhead HA
BHA 2018/19 2017/18

Barrhead HA
2018/19

Scottish
average (all)

Scottish
East Ren
average (HAs) Council

FLAIR
average

1 apt

5

£61.75

£64.44

£70.22

£80.06

£64.63

£56.79

2 apt

342

£73.72

£76.32

£76.10

£84.40

£68.77

£76.36

3 apt

355

£86.46

£88.70

£77.70

£82.41

£78.44

£84.26

4 apt

208

£92.55

£95.47

£84.44

£89.89

£87.32

£90.54

5+ apt

23

£112.23

£116.04

£93.49

£99.25

£88.99

£105.24

£83.68

£86.22

£79.08

£86.15

£76.20

£83.88

Total average

Rent affordability

Scottish Government funded improvements to sheltered housing backcourt.

Each year, we now report to the
governing Board on the outcomes of our
rent consultation exercise and we also
now assess our rents against the
Scottish Federation Housing
Association’s rent affordability tool kit.
This toolkit available for the wider
housing sector, allows average rents to
be measured against moderate income –
it assumes landlords like BHA cannot
determine a rent level for every single
tenant. Following this test, most of our
rents remained affordable, however,
single people and single pensioner
categories were showing challenges
against the affordable test and signified
that rents were unaffordable. This is an
area we will consider as part of reexamining rent harmonisation, your
feedback from the August 2019
satisfaction survey on affordability, and
our rent setting policy review for
2020/21.
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Quality of housing

(Indicator 4)

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 do not meet the 2015
housing quality standard for 14
properties, which are in mixed tenure
blocks. This small number are where
customers/owners do not want to pay for
certain repairs to install new door entry
systems in blocks of flats. We will
continue to try to have this work carried
out going forward and we will maintain
the SHQS standard for all our existing
homes.
We are required to upgrade heat and
smoke alarms to all our properties by
February 2021 and we are currently out
to tender for this work, which should
commence from October 2019. We are
currently upgrading void properties to
the required new fire safety standard
before they are re-let. We will need
access to ALL properties to complete
this work.
We are also required to meet the
Energy Efficiency Standard for social
housing by December 2020 and we have
now completed an Energy Performance
Certificate for all our required
properties. We spent £112,946 last year
to bring 63 properties up to the EESSH
standard. Some additional works will be
completed during 2019/20 for 109
properties that need to be brought up to
the required standard. However, we
anticipate applying for exemptions for
approximately 24 of our properties
where the cost to upgrade will be
excessive. Beyond 2020, the Scottish
Government is now consulting on new
energy standards for 2032, with a
review at 2025. We will update our
tenants when we know what this looks
like.

Energy Efficiency Standard for Social Housing – as at
31st March 2019 – total spent £112,946 upgrading 63
properties to meet this standard
Dwelling type

No. of
No. of
self-contained properties
properties
that meet
the standard
for gas

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

% currently
passing the
2020
standard*

Flats

560

502

1

90%

Four-in-a-block

56

56

0

100%

Non-detached

309

258

0

83.5%

Detached

8

8

0

100%

Total

933

824

1

88.3%

*Target – 100% by December 2020
Our current homes compliance with EESSH – 88.3% – Scottish average of
84.4%. BHA measure performance against a 100% completion of an energy
performance certificate – Scottish average 64.9%.

Energy Efficiency Project –
Thornliebank: total cost £241,698
with BHA's contribution of
£50,173
With external funding available from the
Scottish government, we were able to
tender for external wall insulation at
Elizabeth Crescent where funding was
available for the whole block – we have
six tenanted properties here with a
further 18 that are privately owned. We
were unfortunately only able to complete
a partial roof replacement as funding was
not available from the private owners.

Void Standard for Empty Homes
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. If it need a new
kitchen, bathroom, fire safety measures
or heating system at this time, we would
also make these improvements whilst the
property was empty. We are seeing a
deterioration in some properties at void
stage and have spent £95,068 updating
50 properties during the year to a
lettable standard.

“96.5%★
of you were happy with
the standard of their
home when moving
in

”

Scottish average 90.5%
FLAIR average 94%

Quality measures
Barrhead HA
2017/18

Barrhead HA
2018/19

Proportion of stock meeting Scottish
Housing Quality Standard, SHQS, 2015

98.4%

98.4%

Energy Efficiency Standards for
Social Housing, EESSH

77.5%

88.3%

Indicator

10

Scottish
average

East Ren
Council

FLAIR
average

★

94.2%

97.4%

96%

★

84.4%

74.4%

91%

Performance Report 2019

26/9/19

14:26

Page 11

Repairs and maintenance

(Indicator 5)

Tenants’ homes are well maintained, with repairs and improvements carried out when required, and tenants
are given reasonable choices about when work is done.

Below is our key performance data for
2018/19 for repairs. We continue to
work with a single term contractor,
Turner Facilities Management from June
2018. We also continue to develop our
in-house repairs services with our
repairs operative employed by our
subsidiary, LPS. This service has made a
significant positive impact in our
reactive day-to-day repairs work, as
early indications below have shown.
Overall performance has stayed steady,
with first time fix repairs and
appointment repairs performance
improving. Performance from our gas
contractor is now measured separately
and benchmarked against our FLAIR
partners so that we can make
improvements going forward. However,
we are pleased to report that gas
servicing, which is extremely important,
continues to sit at 100% compliance for
Indicator

Average time to complete
emergency repairs

“87.3%
of you were satisfied
with Barrhead HA’s
repair service

New external wall cladding funded
by Scottish Government at
Elizabeth Crescent,
Thornliebank.

”

Scottish average 91.7%
FLAIR average 91%
the last two years. It is still really
important that we get access from our
tenants to complete this annual safety
check.

“92%★
of you were satisfied
with the quality of
your home

”

Scottish average 88.1%
FLAIR average 83%

Ricky Anderson, Repairs Operative.

Barrhead
HA
2017/18

In-house
Repairs
Service
2017/18

2.29 hours

n/a

Barrhead
HA
2018/19

In-house
Repairs
Service
2018/19

Scottish
average

East Ren
Council

FLAIR
average

3.6 hours

2.27 hrs

1.9 hours

★
1.91 hours n/a

★

Average time to complete
non-emergency repairs

5.15 days

3.79 days

4.25 days

3.79 days

6.6 days

5.15 days

4.76 days

Reactive repairs completed
right first time

81.7%

91.5%

82.96%

91.46%

92.5%

99.4%

85%

Repairs by appointment kept

97.9%

98.4%

97.7%

98.9%

95.6%

98.8%

95.8%

Satisfaction with repairs carried
out in last 12 months
93.2%

n/a

87.34%

88%

91.7%

85.5%

91%

Gas safety

n/a

100%

n/a

99.9%

99.96%

100%

100%

How much we spent in 2018/19
Reactive repairs
Void repairs

£1,581,928
£309,053
£95,121

★
★

Included in total spend were...
New kitchens

which cost
£209,867

New boilers/heating

£40,196

Planned maintenance, including replacements

£640,993

New bathrooms

£40,814

Cyclical maintenance

£252,442

Major expenditure on voids

£43,302

Medical adaptions/improvements (capital grant) £284.319

Gutter cleaning

£36,466

No. of reactive/void repairs completed

Energy performance measures

£112,946

Gas servicing

£142,736

Landscaping

£51,063

Average no./cost per property
Average repair spend per property

3,378
3.62/£433
£1,262
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(Indicator 1)

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.
We aim to highlight equalities in a range
of ways including having appropriate
policies in place, having accessible office
accommodation, providing access to
translation and interpreting services
through our membership of Happy to
Translate, and providing information in
different formats when asked to do so.
We monitor those with a disability, with
253 (27%) of 933 existing tenants
indicating that they have a disability and
only 11 or 1.3% from our housing
waiting list. Last year, we spent £81,389
on completing 42 medical adaptations to
our homes to alleviate medical needs for
our customers – it took us 28 days to
complete a medical adaptations
against a Scottish average of 49.4
days. We also monitor whether there are
any equalities issues arising from our
complaints process. The majority of our

Level access upgrades for
sheltered housing
residents.

tenants (91%) state their ethnic origin
as White British, with 2% being Polish,
and 4% stated as unknown. From our
housing list – 77% were White British,
1.6% Polish and 4% of Asian origin,
with 14% unknown.
In June 2019, our Board agreed an

Communication (Indicator 2)

We continue to have a range of
supported projects including:
• Homeless leases: 3 tenancies.
• Women’s support project: 6
tenancies.
• Sheltered housing: 28 tenancies.
• Wheelchair support: 23 tenancies.
• Other disabilities: 7.
• Amenity adapted housing: 49
tenancies.

we seek to make service
improvements where we can – so
please let us know if we should be
doing something differently or
better. We have also been
developing a new communications
strategy along with a range of
customer care standards for things
like answering the phone and getting
back to customers. These will be
completed soon, so please look out for
more information through our website
and in our newsletters.

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.

Compliments
Last year we saw a noticeable increase
in the number of compliments we
received and small gifts being handed
into staff – thank you cards from those
getting a good service from us and small
gifts including chocolates, home baking,
biscuits, and flowers. Please note that
our staff cannot accept money, personal
gifts or gifts of value, and such gifts will
need to be returned to the customer.
Whilst we are grateful for gifts received
and the gestures of appreciation for the
services we deliver, please keep them

updated Equalities Action Plan,
containing a series of agreed actions to
allow us to further strengthen our
commitment to Equalities, Human
Rights and Diversity. This includes taking
forward a commitment to reduce digital
exclusion, implementing technology to
assist older people receiving care ,
implementing the British sign language
standard, and seeking more equalities
monitoring to help shape services for the
future. We have recently received some
funding to roll out IT classes within the
local community so please watch our
website, newsletters and social media
channels for further information later
this year.

“99%★
small. And thank you – it’s good to be
appreciated.
We continue to record all complaints
and we welcome your ongoing feedback.
We review all complaints received, and

of you were satisfied
that we keep you
informed

”

Scottish average 91.6%
FLAIR average 99%

Complaints received in 2018/19: 47 in total (figures in brackets are for last year)
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Equalities

Other

Within
timescales

Stage 1

0

43 (46)

100%

Stage 2

0

4 (4)

★ (89%)
100% ★ (100%)

Scottish
average

Complaints
upheld

Scottish
average

86.9%

51%

54.7%

83.8%

75%

48.3%
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Tenancy sustainment

(Indicator 11)

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.

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.
• From our homeless allocations, 85%
of tenancies were sustained for more
than 12 months – Scottish average
87.9%.
• From our housing list, 100% of
tenancies were sustained for more
than 12 months – Scottish average
87.9%.
• From our internal transfers to
existing tenants, 100% of tenancies
were sustained for more than 12
months – Scottish average 93.6%.

Viviene Betteridge, our full-time, dedicated welfare rights officer.

Sheltered Housing

Welfare Rights Services

We have 28 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 newly appointed housing
support assistant who completes support
plans and liaises with other specialist
support services provided by the local
authority. We recently moved our
sheltered office down within the common
area to bring these services to residents
and have undertaken a significant
amount of work in the development. This
has included improvements to the
backcourts; all paths were upgrades; we
provided storage for mobility scooters
and upgraded the alarm system to
digital. The old sheltered office has been
brought back into rented
accommodation to increase the number
of much needed stock within this
development.
We continue to offer additional
support for IT classes and a craft café.
This support service is registered with
the Care Inspectorate and an inspection
is imminent. Our last inspection was
February 2017 and the Association
maintained its ‘very good’ grades for all
three areas – quality of care and
support; quality of management and
leadership; quality of staffing.

We are continuing to adapt our services to respond to the demands brought
about by welfare reform/social security changes being implemented. Universal
Credit full service has now been in place in East Renfrewshire since September
2018 and 88 of our tenants have now migrated onto Universal Credit. We have
adapted our services to ensure more staff are able to help our customers with
the wide range of changes which includes helping them come into the office
and access their journal and receive essential advice and support.
Our dedicated Welfare Rights Officer, Vivien Betteridge is now involved in
regular liaison meetings at the offices of the local Department of Works and
Pensions offices (DWP) and this includes resolving operational issues to ensure
residents obtain the benefits they need swiftly. We also continue to participate
in a good partnership network of local groups including East Renfrewshire
Council, Citizens Advice, and Pioneer Mutual to help customers facing these
welfare changes. More recently we have been working with Pioneer Mutual
Credit Union and East Renfrewshire Council to provide a free Money
Management Account where any tenant who is in receipt of Universal Credit
will get their membership fees covered by their respective landlord. This
includes the costs to open the Account and also become a member of the credit
union and there are no ongoing fees.
Over the last year we have managed to help over 217 tenants and bring in
additional much needed income of nearly £143,000 ranging from best start
grants; housing benefit underpayments; various benefit appeals.

Evictions and property abandonments
During 2018/19, we issued 20 notices of
proceedings and raised court action
against 12 tenants, and we were granted
three court orders for recovery of
possession. This only happens as a last
resort when our customers stop
engaging with us. We had only one
property abandoned – this means that

the tenants failed to provide us with the
required notice to end their tenancy and
failed to return their keys. Overall we
are seeing a reduction in the turnover of
properties generally, and this is
something we will monitor over the
coming year.
13
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(Indicator 3)

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

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.

Membership details
2017/18 2018/19
Total no of
members

54

50

Total no attending
the AGM
16

23

Attendance by
Board members
at meetings

68%

72%

Our Tenant Scrutiny Group
members are...
Rita Connelly, Marion Wood and Frances
Craig (Auchenback), Liz Winser (Rankin
Way) and Laura Hendry, Jim Geddes
and Joy McShane (all Barrhead Centre)
During 2018/19, we met with the TSP
on a number of occasions (minutes are
on our website in the ‘About’ section).
Panel members had the opportunity to
participate in discussions around and
shape policy/service delivery in relation
to:
• Business Plan
• Asset Management Strategy
• Fire Safety Regulations
• Estate Management Policy
• Void Policy
• Community Regeneration Strategy
• Freedom of Information
• Tenant Scrutiny
• Customer Satisfaction Survey
• Void Standard
• Complex Repairs
• Performance Reporting
If you want to join the Panel and
become more involved in the work of the
Association, please contact Lorraine
14

BHA sponsors the Barrhead Improvement
District’s Innovation Award, May 2019.

Dallas, Director of Customer Services at
the office.
In 2018/19, we spent £12,500 on
tenant participation including issuing 4
newsletters, our safety leaflet, our
Universal Credit leaflets, and our
Performance Report. On 2nd March
2019, over 900 local people attended
our community choices event in
Barrhead High School and over 6000
votes were cast – we had two pots of
funding for £24,000 each supporting 19
local groups with a share of this
Scottish Government funding.
We were also delighted to set up our
Community Chest Fund in 2019 to allow
tenants to apply for grants of up to
£250 to help them make improvements

to their lives for example, assisting
someone getting back in to training or
employment. We will continue this fund
as we have now set up a hardship
reserve fund.
We were also delighted to have
sponsored and assist the Barrhead
Business Improvement District’s first
ever community awards ceremony in
May 2019 when 250 guests attended an
awards dinner at the Dalmeny House
Hotel. Awards were presented to a wide
range of local groups and individuals
from across the community. Barrhead
HA sponsored the Innovation Award and
we were delighted to see so many
awards and worthy winners.

Community voting event at Barrhead High School, March 2019.
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19 local groups receive Community Choices funding, March 2019.

Impact Art’s young kids present sheltered housing residents with Barrhead mosaic.

Beth Welsh, Pioneer Mutual Credit Union prize
award for partnership working, May 2019.
Councillor Convery presents garden prize winners and good neighbour awards, 2019.

Caption

“95.7%★
of you said you were happy with the
opportunities to participate
Scottish average 85.6%
FLAIR average 97%

”

DIY Dunterlie Parent Network Scotland nomination, tenant Jolene
Woodhouse with Board member Rena McGuire and Project Co-ordinator
Tracey Quinn.
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Estate management...anti-social behaviour, neighbour
nuisance and tenancy disputes (Indicator 6)
Tenants and other customers live in well-maintained neighbourhoods where they feel safe.

We continue to work with local partners
for our estate management and antisocial 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 safety,
and the Scottish Fire Service, other
housing associations, and Police liaison
officers. These meetings discuss ongoing
common operational incidents and have
also been vital in providing advice,
assistance and support on how we
should be tackling fire safety issues
throughout our stock. This is in response
to the Scottish Governments stance on
fire safety following the tragic incident
at Grenfell Towers.
While we have had non-standard
component cladding systems checked, we
have found no areas of concern. We have
updated our Estate Management Policy
to provide further guidance to staff,
tenants and owners on our approach in
dealing with any potential fire safety
issues affecting our stock. We would like

thank everyone who has worked with us
to do this difficult task to prevent
obstructions and remove any potential
fire hazards and your safety will
continue to be a priority for the
Association.
A further Scottish Government
requirement is to ensure that we
upgrade heat and smoke alarms to all
our properties by February 2021 and we
are currently out to tender for this work,
which should commence from October
2019. Meantime, we are upgrading void
properties to the required new fire safety
standard before they are re-let. Our
tenants’ co-operation would be
appreciated as we need into every house
to ensure this work is completed.
In order to reduce the risk of
obstructions within closes, we have
successfully received funding to install
bicycle storage units for a number of our
backcourts and we will work to have
these installed throughout 2019/20.
We have increased our participation
of joint estate management with the
local authority and have increased our
visual presence in all of our areas. Staff

of you are satisfied with
our management of
your neighbourhood
Scottish average 87.8%
FLAIR average 92%

”

at both senior and operational levels are
meeting regularly to discuss problematic
areas which affect both our stock and
this will form the basis of tackling
longstanding anti-social and estate
management issues which affect our
residents/the turnover of our stock and
the resources spent in particular areas.
Senior staff and representatives of
our Board and Tenant Scrutiny Panel
join in with regular 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 in the table below:

Indicator

Barrhead HA
2017/18

Barrhead HA
2018/19

Scottish
average

East Ren
Council

FLAIR
average

Cases reported for ASB

84

105

n/a

121

122

87.7%

99.3%

84.3

Cases resolved within locally agreed targets 89.3%

Customer services officers inspecting properties.
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“91%★

94.3%

★
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Our team work closely with our
individual customers and the wider
community to make our neighbourhoods
safe and secure. This includes visual
inspections of the area; post inspecting
external work undertaken by our close
cleaning contractors/landscaping
contractors; responding to complaints
that we receive regarding a wide range
of neighbourhood issues from nuisance
dogs to drug dealing. More complex
cases can take a long time to resolve
and need a great deal of commitment
from those involved. The Housing
(Scotland) 2014 Act has provided
landlords with more flexibility in dealing
with anti-social behaviour of both
existing and potential tenants. We are
now able to issue a less secure tenancy
for a period of time to monitor their
behaviour.
We asked all our tenants and
applicants how they wished to
communicate with us, (i.e. phone calls;
emails; letters) and we are in the process
of updating our housing system. We hope
this will improve on how we
communicate with all our customers.
We do like to celebrate success too
and we were pleased with all the winning
entries from this year’s garden
competition – with increased prizes
including an overall best kept
development prizes going to McCulloch
Way in Neilston and Lowndes Court in
Barrhead.
Congratulations to all the winners and
to our ‘John McIntyre’ good neighbour
champions, Mr William McKenzie and
Mr Joe Connelly. Well done everyone!
We have established a regular
Halloween Competition with generous
prizes and invited entries from both
adults and children alike. Staff even
joined in and had their own competition
where an independent tenant was invited
to find a winner. We also now have an
annual Christmas Competition and
participation/entries into all our
competitions are very successful.
In the tables opposite is a list of the
anti-social cases we dealt with last year.
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McCulloch Way, Neilston: best kept development award 2018.

Complaints by category

No

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

Complaints by category

No

C. Dispute solely between two
neighbours:
Disorder

1

Assault

1

Noisy neighbour

Drugs/dealing

6

Neighbour dispute

7

Threatening behaviour

3

Youth disorder

2

Vandalism

2

Visitors

4

Various

1

Close security

8

Theft

1

Pets

1

Total

14

Total

55

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

1

Drugs use

2

Threatening behaviour

3

Domestic abuse – disturbance

1

Noisy neighbour dispute

7

Pets

1

Youths

1

Various

3

Total

32

D.Ordinary breach of tenancy
agreement:
Pet nuisance

13

Close security

1

Neighbour dispute

2

Total
Total no of complaints

16
104

19
17
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Housing options

(Indicators 7, 8 and 9)

People looking for housing get information that helps them make informed choices and decisions about the
range of housing options available to them; tenants and people on housing lists can review their housing
options; people at risk of losing their homes get advice on preventing homelessness.
The East Renfrewshire Housing Register
formally came to an end in March 2018
and we have been managing our own
waiting list successfully using our own
housing system since then. This means
we have control over the whole process
and are able to process these much
quicker to assist with rehousing our
applicants as quickly as possible.
Further to requirements contained
within the Housing (Scotland) Act 2014
we have also undertaken a complete
review of our Allocation Policy in
conjunction with an invaluable
allocations practice guide: Social
Housing Allocations in Scotland which
was published by the Scottish
Government in 2019. This review is
underway and takes account of:
• Property ownership.
• Updating our Suspension Policy,
Succession Policy; Sub-Letting
Policy (to name but a few).
• Agreeing a quota target against our
waiting lists for homeless; transfer;
medical and general waiting list
applicants.
• Agreeing to take a % of referrals
from agencies such as the Scottish
Refugee Council.
• Increasing points to take account of
‘Reasonable Preference’ groups.
• Allowing under-occupation of our
stock where this would free-up much
needed larger family homes.
Following a period of negotiation with
East Renfrewshire Council we have
eventually signed our Data Sharing
Agreement as part of the new General
Data Protection Regulations 2018. This
document clarifies the level of
information they can pass to us for
homeless targets, noting that we were
unable to meet the 40% at the year-end
due to these negotiations.
Below is a list of our current
properties – where the number of
average properties we re-let each year
has gradually been reducing from

follow us on...www.barrheadha.org
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Taylor Wimpey to deliver new BHA homes at Neilston.

approximately 70-80 re-lets to 50 last
year. We have arrangements in place to
help the Council with its homelessness
targets which include a nomination
arrangement with the Council for any
new let of 50%.
At the end of 2018/19, our BHA
waiting list had 842 applicants for rehousing, with 251 new applicants added
to the list during the year and 55
applications cancelled. During the year
we re-housed 50 applicants, with 6 or
12% homeless applicants rehoused by
BHA.

Of the 58 new Scottish Secure
tenancies during the year to 31 March
2019 (this includes relets and mutual
exchanges), these are broken down as
follows:
• 3 to existing tenants
• 8 mutual exchanges
• 40 to housing list applicants
• 6 to homeless applicants
• 1 nomination (which went to Syrian
Refugee Family)

Size

House

Tenement

4 in a
block

Flat/
Total
maisonette

1 apt

0

5

0

0

5

2 apt

10

298

33

1

342

3 apt

115

215

21

4

355

4 apt

169

20

2

17

208

5+ apt

23

0

0

0

23

Total

317

538

56

22

933
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Access to social housing

(Indicator 10)

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.

The East Renfrewshire Housing Register
no longer exists. However, we are able to
offer the following routes to a Barrhead
HA tenancy:
• Direct application to BHA’s waiting
list – applicants register and apply
for properties.
• Mutual exchange where two (or
more) 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 (but
with specific qualifying criteria).
• Assignation where a tenant leaving a
property may assign the property to
a member of the household (again
with specific legislative qualifying
criteria).
• Mortgage to rent where a
homeowner faced with homelessness
due to mortgage arrears is referred
to us by the Scottish Government.
Due to a number of changes within the
Housing (Scotland) Act 2014 the
Association have undertaken a major
review of our Allocation Policy. This has
included 3 consultation events within our
areas of operations where we invited
housing applicants; existing tenants;
local agencies; local councillors/MSPs.
We also issued a detailed leaflet in
September 2018 to each and every
tenant to inform them of the proposed
changes as a result of the Act which
included changes to succession, changes
to joint tenancies, sub-letting and
assignation; ending and changes relating
to anti-social behaviour convictions. This
notification was required by law and
provided important information about
letting the Association know any
changes to a household which could
directly impact on some of the above.
The breakdown of the 50 properties
that were re-let during the year is
opposite.

Breakdown of re-let properties
General needs

46

Amenity

0

Sheltered

4

Wheelchair/adapted

0

Reasons for tenancies terminated
Buying property
Deceased

5
10

Employment reasons

2

ERC property

1

Financial reasons

7

Hospital care

4

Internal transfer

4

Leaving area

7

Medical reasons

3

Neighbour problems

2

Other

1

Private landlord

2

Property too large

2

Unknown

1

“96.6%★
of you are satisfied
with the standard of
your home when
moving in

”

Scottish average 90.8%
FLAIR average 94%
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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

Our Staff Team as at August 2019.

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 and Scotland’s
Housing Network.

Design: Melville Design Associates • 0141 637 8594

