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92%
of tenants are satisfied 
with the overall service 
we provide.



Welcome to Clydesdale Housing Association’s Annual 
Performance Report to our tenants.

We will be reporting on our performance against many of 
the Indicators in the Scottish Social Housing Charter (the 
Charter).  The Charter sets out the standards agreed by 
tenants for tenants.

2016-2017 was a very good year for us with high levels of 
tenant satisfaction across our key services.   We hope the 
Report is interesting and informative.   Please let us know 
what you think and if there is anything you would like to 
see in the Report which is not there.   

Welcome



Our role as a Management Committee is to achieve good outcomes 
for our tenants and other service users whilst ensuring the financial 
wellbeing of the Association. To check on our success against this we 
listen to tenant feedback, we measure service delivery performance 
and we monitor financial performance against the plans we make. 

It is therefore very satisfying to report that the information in this year’s 
Annual Report on the Charter demonstrates higher tenant satisfaction 
in all key areas, service delivery improvements and dramatic progress 
on how tenants feel about the value for money they receive from 
Clydesdale Housing Association for the rent they pay.

Our 2016/17 Tenant Satisfaction Survey found that repairs and 
maintenance was still the priority service for most tenants - consistent 
with the results of our 2014 Survey. This priority influenced our focus 
and we have redesigned the repairs and maintenance service to speed 
up repairs, improve communication between everyone involved and 
the quality of the work carried out. An example of this ongoing pursuit 
of improvement has resulted in the target time to complete routine 
repairs being reduced by 3 working days from May 2017 onwards i.e. 
from 10 working days to 7 working days. We are currently preparing 
plans to re-tender our reactive repairs contract in order to improve 
the service further and demonstrate even better value for money.

 Work to measure the performance of our houses against the Energy 
Efficiency Standard for Social Housing (EESSH) was carried out last 
year and will continue into the future – thank you to everyone 
who has allowed us access to survey their home. The deadline for 
compliance with the EESSH is December 2020. We will publish details 
of the investment programme we are planning to help us meet this 
standard in due course.

On 4th October the Universal Credit “full service” will be rolled out 
in South Lanarkshire. Up until then only single people could claim 
Universal Credit.  From 4th October families will also be able to claim.   
Not everyone will move on to Universal Credit from 4th October.  It will 

only be new claims or for people with changes in their circumstances.  
The full service will mean big changes for our tenants.  If you have any 
concerns please contact our Housing Management Team who will be 
happy to help you.

Our Management Committee currently has 13 members made up of 
local people with the best interests of the Association and our tenants 
at heart – 6 of these are tenants. The strength of our services is heavily 
reliant on effective governance i.e. how the Committee plans for 
the future, makes decisions, promotes and upholds our values, and 
manages service standards. Over the past year the Management 
Committee has participated in various training and workshop events 
that have led to positive changes in how we:

• recruit and support new Committee Members

• operate more effectively as a team, and with staff

• lead and support the work of the Committee

• review and evaluate the performance of the Committee.  

I am delighted to report that we have applied for planning 
permission to build three new flats for rent along with our plans 
to build permanent office. In the heart of Lanark, these flats will 
make a valuable contribution towards 
meeting housing need in a high demand 
area. We are aiming to start construction 
in January and complete the project in 
October 2018.

Clydesdale’s Management Committee 
and staff look forward to another year 
of working towards our vision of: 

Quality homes and excellent services for 
today and the future.

Pauline Sandford, Chairperson

  Chairperson’s Report



Getting
good value
from rents
and service

charges

 Rent collected Average Scottish RSLs 99.95% CHA 100.84%

 Value for Money Average Scottish RSLs 82.52% CHA 83.48%

 Average Rent Average Scottish RSLs £83.01 CHA £74.54

 Rent Arrears Average Scottish RSLs 3.93%, £309,589 CHA 1.95% - £54,360

 Voids, Rent Lost Average Scottish RSLs 0.77%, £60,614  CHA 0.59% - £16,461

93.2% of tenants said they do not 
have difficulty in affording to pay their rent



  Homes

and

Rents

Size of home Number of  Average  Average      Difference
 CHA properties CHA Scottish
  weekly rent weekly rent

2 apartments 203 £69.32 £76.02 £6.70

3 apartments 372 £74.08 £78.79 £4.71 

4 apartments 154 £81.27 £86.17 £4.90

5 apartments 9 £96.13 £96.47 £0.29

The average for all apartment sizes for CHA was £74.54 compared to 
£83.01 the average for all of Scotland’s Registered Social Landlords 



  Financial 
Information

This section gives you information on the health of our business. There is a lot 

of jargon, which we have tried to simplify as much as we can, however if you 

would like more explanation on any of these figures please get in touch.

How we spread the costs across our services

Housing Management - Rent 1,400,651

Housing Management -  Shared Ownership 20,344

Current Maintenance 612,407

Cyclical Maintenance 281,464

Major repairs 387,831

Service costs 79,112

Mortgage interest 81,580

TOTAL 2,863,389
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Participation 
Routes



Our
New

Home





Frontline 
Complaints

in 2016-17

we received

83 frontline

delivery

complaints



Investigation 
Stage 

Complaints
  in 2016-17 we 

received 
12 Investigation 
service delivery 

complaints



Tenant 
Satisfaction

We carried out a big tenant satisfaction survey in 2016 2017.   
Face to face interviews with 448 tenants told us:

92%
of tenants 

were either 

very or fairly 

satisfied with 

the overall 

service we 

provide

4%
of tenants 

were neither 

satisfied nor 

dissatisfied 

with the 

overall service 

we provide





Communication

Keeping 
You 

Informed



AGM

We believe that value for money is about achieving 
the right balance between the three ‘E’s’- 
Economy, Efficiency and Effectiveness. This means 
spending less, spending well and spending wisely.

84% of our tenants 
told us that they 
believe that their 
rents  represent good 
value for money

In 2016-17 we 
collected 100.8% of 
the total rent due

In 2016-17 only 0.6% 
of rent due was lost 
through our houses 
being empty 

In 2016-17 we took 
an average of 
19.4 days to re-let 
our houses

Value
For

Money



AGMOur People:
Our

Management 
Committee



Our People:
Our Staff



Our AGM
is a

Success



How
We

Compare

Our Annual Performance Report details how we have performed against the 

indicators of the Scottish Social Housing Charter during 2016/17.  

The Scottish Social Housing Charter was introduced by the Scottish Government 

in March 2012.  The Charter sets out the standards and outcomes that all social 

landlords in Scotland should aim to achieve.  Our performance is measured 

annually by the Scottish Housing Regulator against 14 Charter outcomes.

The Scottish Housing Regulator publishes their own reports for every registered 

social landlord on their website, www.scottishhousingregulator.gov.uk  

where you can also use their comparison tool to see how we compare to others 

and download our full statistical return.

We are committed to sharing our performance information so in addition to 

the Scottish Housing Regulator’s requirements we also publish data in our 

newsletters.



Rent
Consultation

Coming soon – 
Rent Consultation 
for 2018/19

We would like your views on potential 

changes to rent charges from 1 April 2018.

Your feedback is an important part of our 

decision-making process, so please take 

a few moments to complete the survey 

form when you receive it.



We are a



We are


