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SCOTTISH CHARITY NO. SC 036265

MERRY CHRISTMAS AND A HAPPY NEW YEAR TO ALL OUR READERS...HO...HO...HO!

Governance Update
New Board Members
In September 2019, our Governing Board
reached full membership following the
appointment of two local residents as new
members to our Board.
Dianne Greig (pictured) is a financial
advisor with a financial management
company based in Glasgow. She has
worked in commercial and charity sectors in
business development roles and been an
advocate of local community and support
groups for many years. Dianne joined the
Board in September 2019.
Councillor Tony Buchanan (pictured)
was co-opted to the Board in September
2019 following the resignation of Councillor
Annette Ireland. Tony is the leader of East
Renfrewshire Council and brings
considerable experience of the local area to
our Board.

Annual Assurance Statement
From October 2019, all social landlords
were required to approve and submit an
annual assurance statement signed off by
the Governing Board. These statements are
intended to provide assurance to the
Scottish Housing Regulator that Governing
Boards are satisfied that their organisation
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Festive Opening Hours
Open

Monday 23rd December
9.00am to 5.00pm

Open

Tuesday 24th December
9.00am to 2.30pm

Closed Wednesday 25th –
Friday 27th December
Open

Monday 30th December
9.00am to 5.00pm

Open

Tuesday 31st December
9.00am to 2.30pm

Closed Wednesday 1st –
Friday 3rd January 2020
complies with the regulatory requirements
and the Standards of Governance and
Financial Management that apply to
Registered Social Landlords.
BHA’s first assurance statement has
been signed off by our governing Board and
can be found on our website within the
Scottish Housing Regulator part of our
website, which can be accessed from our
home page.
We would ask our tenants to take the
time to look at this Statement, and contact
us should they wish to make any comments
or how our Statement might be
strengthened in future years.

Normal working hours will resume
from Monday 6th January 2020

Emergency telephone
numbers during the
festive period
In case of emergency, as outlined
below, you should contact the Call
Centre on:

0800 652 0633
An emergency is one of the
following:
• Total loss of power in property.

Cash 4 Kids 2019 update
In September we sent out
letters to ask households
with children to make an
application for Cash 4 Kids
2019. Many households
got in touch and we are
delighted to announce that
all 134 applications we
made on behalf of
residents have been
successful! Did you know
that over the last six years
we have secured
£12,675.00 and helped
507 children? We are all
too aware of the cost of
Christmas and we hope
that through our help this
may have eased the

financial burden for many
families over the festive
period. Each child will
receive a £25 voucher to
spend at Silverburn
Shopping Centre. Santa
himself has asked that he
give out vouchers this year
and will be full of festive
cheer!!
Santa will distribute
vouchers on the 19th
December 2019 between
14:30 and 17:00 pm at the
Auchenback Resource
Centre. If you are unable
to come please contact
the office and we can
arrange a suitable date.

You will be issued an
email or text and we
would ask that you bring
this confirmation with you,
as identification, when you
collect your voucher.

• A burst pipe or tank which is
causing flooding.
• A flat entrance door which has
been broken into.
• A broken window that requires to
be boarded up.
• A choked toilet which in un-useable
(with no other toilets in the house).
In case of a gas heating emergency,
you should contact the Call Centre
on:

01294 468113

IN THIS ISSUE COMMUNITY FUND • INVESTMENT • CARER’S ALLOWANCE • UNIVERSAL CREDIT • YOUNG CARERS • REPAIRS SATISFACTION SURVEYS
GOT SOMETHING TO SAY? • CONTACT US AT: Tel: 0141 881 0638 • Web: www.barrheadha.org • Email enquiries@barrheadha.org • or follow us on

Winter Newsletter

27/11/19

13:52

Page 3

WINTER 2019

The Barrhead Housing Association
Community Fund – six months on...
Through a Community Voting Event in March
2019, we distributed £48,200 from the
Scottish Government’s Community Fund to
projects in Barrhead. As we are six months
on from that, here is a snapshot update on
how some of the projects have been
spending the money that you voted for.
Barrhead Boxing Club have recently made
a big move from the Barrhead Foundry to
new premises in Cogan Street. The funding
supported the move and to purchase
equipment such as a new boxing ring.
Magic WAND Safety in the Park – Over the
course of 12 days of the 20th year of Safety
in the Park, 1,333 children from all Primary 7
Pupils from all 23 Primary Schools across
East Renfrewshire attended an learning
event covering: Stranger Danger, Fire Safety,
Internet Safety, Road Safety, Alcohol &
Tobacco Awareness and more.
Barrhead Bravehearts Netball Team have
been going from strength to strength,
attracting new members. When the new
season started in August several new
members are now affiliating with Netball
Scotland “To have the backing & funding of
BHA has worked wonders for our club,
enabling us to cover our hall hire, which in
turn frees up cash for other petty cash
items, such as whistles, pumps etc.”
Auchenback Active held their Community
Safety Fun Day, where over 150 people
attended and were able to participate in
visiting information stalls, face painting,
magic shows, bouncy castles, see a pony
and a dinosaur!
Barrhead Boys Brigade have purchased IT
equipment to provide young people with the
tools to enhance their STEM skills which will
help support them achieving their senior
awards, including Duke of Edinburgh and

Queens Badge. “As a leader, of young
people, it is a great encouragement when
you can offer young people the tools to do a
good and professional job, plus gives every
young person an equal opportunity to
achieve, which is not limited by their own
personal social background.”
The Waterworks Voluntary Group have
created a memorial to commemorate those
veterans who have taken their own life after
combat within the Waterworks Community
Orchard/Garden “I’m overwhelmed by the
support and donations”, James McEwan.
The Barrhead Defibrillator Project has now
installed 11 Defibrillators in public places
within Barrhead.
The Barrhead Rainbow Run had 1,568
people take part in a fun run with a twist,
seeing participants making their way through
both Carlibar and Centenary Parks. They
tackled various obstacles and multiple paint
zones, which were manned by local
community groups, covering runners in paint
as they pass. “It’s lovely to have the whole
community come together for a fantastic
event and have fun!”
Incahootz Barrhead Drama had 55 young
people involved in their Spring/ Summer
term. “We’ve had positive feedback from
parents and teachers with regards to a
change with the children – their confidence
has grown so much that in school they are
putting themselves forward to read out loud
in class, stand in front of their peers and do
presentations.”

2019 Investment Update
In the last edition of our newsletter, we
provided detail of our investment plans for
the current year. This article contained a
wrong figure for the total level of
investment which should have
said that “The scheduled
Planned and Cyclical
programmes will represent a
total investment of
£1,447,120 for 2019-20. This
doesn’t include the continued
investment BHA will make in
delivering a comprehensive repairs
and void maintenance service to all of our
properties which will account for
approximately £375,000 in 2019-20.
Overall this represents a total investment
in our stock of £1,822,120 for 2019-20.”

In our Spring 2020 newsletter, we plan
to provide our tenants with updated
information in relation to our future
investment plans, so watch this space!!

Paying your rent
over Christmas and
the New Year
We know that Christmas
can be a busy and
expensive time of year,
but to protect the roof
over your head, you must keep
paying your rent.

Christmas closures
It’s worth thinking about whether the
way you usually make payments will
be affected by our Christmas closures
(see our Festive Opening Hours on
the front page for details).
If you want to make a rent payment
during this time, you can:
• Call us on 0141 881 0638 to set up a
direct debit having your bank
details to hand
• Call us on 0141 881 0638 to make
your payment using your debit card
• Use your Allpay rent card to pay at
the post office or at any other
paypoint outlet. Your nearest outlet
can be found by visiting
www.allpay.net/outlet.
• Visit www.allpayments.net to pay
online by debit card having your
allpay card details to hand
• Download the allpay app to make
payment from your Iphone,
Android phone or other devices
• Call allpay on 08442 255 729 to
make a secure payment 24 hours a
day, 7 days a week having your
allpay rent card number to hand.
• Get your rent paid direct to us from
your credit union account on pay
day, for further details visit
https://www.pioneercu.coop/.
• Send us a cheque or postal order
made payable Barrhead Housing
Association along with your name,
address and rent account reference
number.

Carer’s Allowance
Supplement
The Carer’s Allowance Supplement is an
extra payment for people who reside in
Scotland who get Carer’s Allowance on a
particular date.
Carers Allowance Supplement is a twiceyearly payment made by Social Security
Scotland.
The next payment due date is: £226.20 in
December 2019 – you’ll get this payment
if you’re getting Carer’s Allowance
on/before 14 October 2019.
The exact date of the December payment
will be confirmed later this year. If you’re due
to get a payment, you’ll get a letter from
Social Security Scotland before the payment
is made.
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Understanding your
Universal Credit Payment
It is important that you understand how
to read your UC statement. Your online
account will show your Universal Credit
payments. It breaks down your payment so
you know why you are getting that amount

– for example, if you are getting payments
to help with housing or childcare costs, or if
money has been taken off to pay back an
advance.

A. This is the assessment
period that your payment
covers.
B. This is how much UC will
be paid into your bank
account.

A
B

C
C
C
C
C
D
E

Happy to Translate
Did you know that Barrhead
Housing Association are
members of Happy to
Translate (HTT)?
HTT is a national scheme for language and
communication assistance and the logo is
displayed to inform people with little or no
English that language assistance is available.
The objectives of HTT are to:
• Promote equal access to information and
services for people who have little or no
English.
• Provide tools, processes and training for
member organisations to enable them to
overcome language barriers.
• Work collaboratively to develop a cohesive
approach to national provision of high
quality language services.
By being members of HTT and displaying the
logo, individuals know that they can
approach us with the confidence that their
language needs will be met, enabling them
to access information and services. This
means that we can deal with peoples first
encounter with us in a professional way that
does not leave them feeling stressed,
frustrated or annoyed at being unable to
communicate their needs.

C. This is how much your
personal allowance,
housing and child
elements have been used
in your calculation. It
does not mean that you
will be paid this in to
your account.
D. This is a maximum
amount of UC that you
could receive before
income and any
deductions are taken into
account.
E. This area explains how
UC have worked out any
earnings and if any of
your earnings are to be
ignored it will show here.

Your payment will usually be shown a
few days before the money is available in
your chosen account. If you have difficulty
understanding your UC payment you can
contact us on 0141 881 0638.

F. If any of your earnings
are to be ignored in the
calculation of UC it will
show here.
G. This is deductions for any
other benefits you may
receive (i.e. carers
allowance).

F

H. This is how much is
being deducted from
your UC entitlement to
repay an advance of UC.

G
H

I. Deductions for rent
arrears will also show
here.

I

J. This is how much if your
rent has been paid direct
to your landlord.

J

K. Finally, this is how much
UC is being paid to you.

K

Current year
performance levels
The Association is keen to ensure that our tenants are kept informed
in relation to our levels of performance. In the table below, you will
find detail of our levels of performance during the 1st six months of 2019/20,
across a range of Charter Indicators.
Charter Indicator

Actual Performance
1 Apr – 30 Sep

Target

Trend

Average time taken to complete emergency
repairs

2.2 hrs

<2 hours

Up

Average time taken to complete
non-emergency repairs

3.48 days

4 days

Down

Repairs that have been carried out right first 87%
time

85%

Up

Percentage of properties that require a gas
safety record which has had a gas safety
check by anniversary

100%

100%

Level

Current rent arrears

2.14%

2.00%

Up

Former tenant arrears

1.00%

0.98%

Up

Rent loss from void properties

0.29%

0.25%

Level

Average days to re-let

12.28 days

14 days

Down
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New benefit for
Young Carers

Repairs Satisfaction Surveys

Young Carer Grant is a new yearly payment of £300 for young
carers in Scotland.
The payment is available to 16, 17 and 18 year olds who spend
an average of 16 hours caring for someone who receives a disability
benefit.
With more responsibilities and less free time, many young carers
don’t get the same opportunities as their peers. This payment is for
them to spend how they choose and it doesn’t matter whether they
are in school, further education or training, employed or
unemployed. Young carers can combine the hours they spend caring
for more than one eligible person in order to reach the 16 hours a
week requirement.
The person or people the young person is caring for must have
received one or more of the following benefits for at least the last
three months:
• Daily living component of Personal Independence Payment
(PIP).
• Middle or highest care rate of Disability Living Allowance (DLA)
including Child Disability Living Allowance.
• Attendance Allowance.
• Armed Forces Independence Payment.
• Constant Attendance Allowance – either: Industrial Injuries
Disablement Benefit (at or above the normal maximum rate),
or War Disablement Pension (at the basic rate).
Young Carer Grant will not affect any benefits the young person, or
the person they are caring for, is getting. If you want further
information on Young Carer Grant please visit mygov.scot/youngcarer-grant or by calling Freephone 0800 182 2222. Alternatively,
contact our Welfare Rights Officer, Vivien Betteridge, by e-mail
vivienb@barrheadha.org or phone 0141 881 0638.

Reminder regarding
text balance facility
Want to know your account balance
quickly?
As mentioned in the last edition of our
newsletter, we are delighted to
introduce our new text messaging
service as a way of increasing our
communication methods and
interacting in more ways with our
customers.
The system is really handy as it
allows you to request your account
balance day or night, without having to
contact our offices.
If you already have your mobile
number registered with us, you will
automatically be registered for this
service, and will have received our
Welcome Message.
If you wish to register, please
contact us straight away and we will
make the necessary arrangements to
enrol you in this service.
By enrolling you will be able to text
us any time simply by texting
BALANCE and you will automatically
receive a text back providing you with
an up-to-date balance.

The Association is always looking at ways to improve our repairs
service, and feedback from our customers is really important to us
to allow us to understand the quality of service we are providing.
A repairs satisfaction survey questionnaire is sent to our
customers once a repair has been completed. Returned surveys are
then entered into a prize draw for a £25 store voucher.
The most recent winners of the prize draw were: Mrs Bonnar,
Ann Church and Agnes Curran (pictured below).

Customer Satisfaction Surveys
In our last newsletter, we advised our tenants that in July 2019 the
Association commissioned Research Resource to undertake our
three yearly customer satisfaction survey. This survey
work is now complete, and the outcome of this
survey has recently been reported to our Board,
along with details of the actions we propose to
take to address the survey findings.
In our Spring 2020 newsletter, we will
provide you with further information in relation
to the range of actions we propose to take.
The aim of these actions are to further improve
the wide range of services we are delivering to
our customers, demonstrating the Association’s
commitment to continuous improvement.

Complaints Update
April – September 2019
Barrhead Housing
Association continues to
welcome feedback from
all of our customers who use
our services.
We received a total of 36
complaints in the period 1st April 2019 –
30th September 2019. There were 31 Stage
1 complaints and five Stage 2 complaints
processed.
The average timescale of complaints
resolved at Stage 1 in Q2 was 7.2 working
days against SPSO target of five working
days.
The average timescale of complaints
resolved at Stage 2 in Q2 was 19 Days
against the SPSO target of 20 days.

If you have any comments or
complaints to make about any of our
services, please contact the office:
Barrhead Housing Association Ltd
58-70 Main Street, Barrhead G78 1SB
T: 0141 881 0638
E: enquiries@barrheadha.org
W: www.barrheadha.org

Complaint Outcomes
• 46% of all complaints received were
upheld
• 25% of all complaints received were
partially upheld
• 28% of all complaints received were not
upheld
• 1% of all complaints received are ongoing
Four members of staff have undertaken
complaints handling training to ensure that
frontline staff are fully trained in managing
complaints and can deal with complaints
efficiently. We are always looking at ways in
which our services can be improved, and
the feedback our customers provide is
essential to allows to evaluate and improve
the services available.

