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2018 Annual Performance Report



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.

2017-2018 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



  Chairperson’s Report



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

Getting
good value
from rents
and service

charges



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

2 apartments	 203	 £71.50	 £73.96	 £2.46

3 apartments	 372	 £76.43	 £80.41	 £3.98 

4 apartments	 154	 £83.81	 £88.13	 £4.32

5 apartments	 9	 £99.16	 £98.57	 -£0.59

The average for all apartment sizes for CHA was £76.89 compared to 
£81.33 the average for all of Scotland’s Registered Social Landlords 

  Homes

and

Rents



Cold Weather Payment
You may get a Cold Weather Payment 
if you’re getting certain benefits.
You’ll get a payment if the average 
temperature in your area is recorded 
as, or forecast to be, zero degrees 
celsius or below for 7 consecutive days.
You’ll get £25 for each 7 day period 
of very cold weather between 1 
November and 31 March.
The 2017 to 2018 Cold Weather 
Payment scheme has now ended. 
Next year’s scheme is due to start on 
1 November 2018. You’ll be able to 
check if your area is due a payment in 
November 2018.

Warm Home Discount Scheme
You could get £140 off your electricity bill under the Warm Home Discount Scheme.
The money is not paid to you - it’s a one-off discount on your electricity bill, between 
September and March. You may be able to get the discount on your gas bill instead if your 
supplier provides you with both gas and electricity. Contact your supplier to find out.
The 2018 to 2019 scheme will start on 15 October 2018.
The discount will not affect your Cold Weather Payment or Winter Fuel Payment.

Eligibility
There are 2 ways to qualify for the Warm Home Discount Scheme:

*	 you get the Guarantee Credit element of Pension Credit - known as the ‘core group’

*	 you’re on a low income and meet your energy supplier’s criteria for the scheme - 
known as the ‘broader group’
How you apply for the Warm Home Discount Scheme depends on how you qualify for the 
discount.

Pre-pay or pay-as-you-go meters
You can still qualify for the discount if you use a pre-pay or pay-as-you-go electricity meter.
Your electricity supplier can tell you how you’ll get the discount if you’re eligible, for example 
a voucher you can use to top up your meter.

Winter Fuel Payment
If you were born on or before 5 November 1953 you could get between £100 and £300 to help you pay your heating bills. This is known as a 
‘Winter Fuel Payment’.
You usually get a Winter Fuel Payment automatically if you are eligible and you get the State Pension or another social security benefit
(not Housing Benefit, Council Tax Reduction, Child Benefit or Universal Credit).
If you’re eligible but do not get paid automatically, you will need to make a claim.
The deadline for claiming payments for winter 2018 to 2019 is 31 March 2019
Most payments are made automatically between November and December. You should get your money by 14 January 2019.
If you do not get your payment, call the office that pays your benefits - their details are on any letters they sent you.
Any money you get will not affect your other benefits.

Getting Ready For Winter



  Financial 
Information

How we spread the costs 
across our services 

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.



Access to Housing



We wore pink and raised money.
 

A massive well done to our wonderful staff.

We would like to say a massive well done to all of our wonderful staff 
who have helped raised over £200 for Breast Cancer Awareness 
Wear it Pink. It has been an absolute pleasure to support such a 
deserving cause and what great fun the team had fundraising.
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We carried out non-
emergency repairs within 
4.4 days compared to the 
4.6 days average for all 

of Scotland’s Registered Social Landlords





Clydesdale Housing Association supported



Universal 
Credit

& DIRECT RENT PAYMENTS
If you are making a new claim for Universal Credit or already receiving Universal Credit, 
you can ask for your rent to be paid directly to Clydesdale Housing Association. You can also 
request payments are made fortnightly instead of monthly.

Talk to your Housing Officer who can give you up to date information about your rent and also 
help you with your Universal Credit claim, including helping you to arrange to have your rent paid 
directly to us which can avoid the risk of any arrears building up.

Jacqui Hart
Housing Officer
01555 678942

jacqueline.hart@clydesdale-housing.org.uk

Iain McMillan
Housing Officer
01555 678760

iain.mcmillan@clydesdale-housing.org.uk

Pauline McMullan
Housing Officer
01555 678947

pauline.mcmullan@clydesdale-housing.org.uk

Lisa Cochrane
Housing Officer
01555 678945

lisa.cochrane @clydesdale-housing.org.uk

Housing Officers



Neighbourhood



Neighbourhood

Neighbourhood







98%
 of frontline service 
delivery complaints 
were responded to 

on time

53%
of frontline service
delivery complaints

were upheld



Investigation
Stage

Complaints32%
of Investigation stage 
delivery complaints 

were upheld

85%
of Investigation stage 
delivery complaints 
were responded to 

on time



91%
of our tenants are satisfied 

with opportunities we give 

them to participate in our 

decision making
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Tenant Satisfaction

Survey
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Question 1 - Your tenancy agreement with us allows you to keep one do-mestic pet. If a tenant wishes to keep more than one domestic pet, or an-other type of animal, then they must request permission to do so.

Do you think this is reasonable?
 [  ] Yes  [  ] No
If you answered no please let us know why you feel this way.

Question 2 - A domestic pet to us means a dog or a cat or a bird or a rodent (such as a hamster, gerbil or mouse) or a small non-poisonous reptile (such as a terrapin or tortoise) or a non-poisonous insect or amphib-ian (such as a newt).

Do you think this is reasonable?
 [  ] Yes  [  ] No
If you answered no please let us know why you feel this way.

Pets Policy ConsultationHave Your Say!We would like your views on potential changes to our Pets Policy. Your 
feedback is an important part of our decision-making process, so please 
take a few moments to complete our survey and have your say.

Question 3 - If you have a dog, we ask that it is kept under control at all times and that you clear up any dog fouling from communal areas.
Do you think this is reasonable? [  ] Yes  [  ] No

If you answered no please let us know why you feel this way.
Question 4 - As a tenant, you are responsible for the behaviour of any pets owned by you or anyone living with or visiting you.

Do you think this is reasonable? [  ] Yes  [  ] No
If you answered no please let us know why you feel this way.

Question 5 - As part of our Pet’s Policy review we would like to apply a limit of the number of domestic pets you keep. We would like to limit the number of domestic pets you keep to 2 per household.
Do you think this is reasonable? [  ] Yes  [  ] No

If you answered no please let us know why you feel this way.

What happens next?The closing date for your feedback is Monday 24 April 2017. 
If this sounds like something you would be interested in getting involved with 

please contact Jane Guthrie, Depute Chief Executive on 01555 665316 or 
jane.guthrie@clydesdale-housing.org.uk We will consider all responses and comments before finalising changes to our 

Pets Policy.

CHA Pets Policy Consultation .indd   1
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94.9% of tenants thought this was 
reasonable

87.3% of tenants thought this was 
reasonable

Alterations

to your

Home & Garden

Keeping You Informed



Value For Money





Our People:
Our Staff





We would like your views on potential 

changes to rent charges from 1 April 2019.

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.

RENT CONSULTATION
We would like your views on potential changes to your rent charge from 28 March 

2018. Your feedback is an important part of our decision-making process, so 

please take a few moments to complete our survey and have your say.

Name & Address . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Please return the questionnaire in the freepost envelope provided by Friday                             

26th January 2018.
Please turn over and complete the Rent Affordability Study

HAVE YOURSAY!

Question 1 - Clydesdale Housing Association 

needs to apply a rent increase to make sure 

there are sufficient funds to run the organisation 

and meet our commitments to you, our tenants, 

and the Scottish Government.
Do you think this is reasonable? [  ] Yes  [  ] NoIf you answered no please let us know why you 

feel this way.

Question 2 - Clydesdale Housing Association 

are looking to apply a 4.9% increase to 

your rent charge from 28 March 2018
Do you think this is reasonable? [  ] Yes  [  ] NoIf you answered no please let us know why you 

feel this way.

Survey.indd   1
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CONSULTATION

Have
your
say
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RENT CONSULTATION
We would like your views on potential changes to your rent charge from 28 March 
2018. Your feedback is an important part of our decision-making process, so 
please take a few moments to complete our survey and have your say.

Name & Address . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

 . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

. . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .

Please return the questionnaire in the freepost envelope provided by Friday                             
26th January 2018.

Please turn over and complete the 
Rent Affordability Study

HAVE 
YOUR
SAY!

Question 1 - Clydesdale Housing Association 
needs to apply a rent increase to make sure 
there are sufficient funds to run the organisation 
and meet our commitments to you, our tenants, 
and the Scottish Government.
Do you think this is reasonable?

 [  ] Yes  [  ] No

If you answered no please let us know why you 
feel this way.

Question 2 - Clydesdale Housing Association 
are looking to apply a 4.9% increase to 
your rent charge from 28 March 2018

Do you think this is reasonable?

 [  ] Yes  [  ] No

If you answered no please let us know why you 
feel this way.
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Coming
soon




