Performance and
Value for Money Report 2020/21

Our performance results – summary

Almost

9/10
tenants have said that
they are satisfied with
the overall service
provided by the
Association

1.88
hours
on average was

2
4

26 days

0.4%

on average to relet each
property

of rent was lost due
to properties being empty

5.64 days

100%

taken to complete
emergency repairs

on average was
taken to complete non
emergency repairs

of Stage 1 Complaints
were responded to within
timescales

97.6%

65

99%

of our stock meets the
Scottish Housing
Quality Standard

of our properties were
let throughout the course
of the year

of our Anti Social behaviour
cases were resolved within
timescales

Progress against last year’s actions

Action

Comments

Find out what matters to you so we can identify areas for
improvement.

We have carried out a range of survey activity, including
repairs and communication preferences.
A new digital engagement system ‘CX Platform’ was
introduced with high levels of engagement from customers
across various surveys.

Review of complaints processes.

We have a new complaints processes and the team have been
trained on how to resolve issues to meet customer needs.
A new approach to dealing with and learning from customer
complaints was introduced.
We introduced a new Redress and Compensation Policy.

Complete the investment programmes in order to improve our
housing stock.

Our investment programmes continue.
A new main repairs contractor ‘Everwarm’ was appointed.
£40,709 was spent on medical adaptations to support
customers to living independently at home, funded by grants
received from the Scottish Government.

Continue to review our repair processes.

Work was limited due to Covid however our performance and
customer satisfaction with repairs remains high. We are
currently reviewing our repair processes with the input of
various tenants, and will soon be introducing some service
improvements.

Implement new debt recovery policy and procedures.

We introduced new debt recovery policy and procedures in
February 2021 and a leaflet to let tenants know what
help is out there.

Review the affordability of our rents.

We have started a review of our rents and
affordability and have contacted our tenants
for their views this month.

Continue to manage staff absences through our existing
policies.

We have managed to reduce staff absence
levels from 5% to only 1%.
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Our customers and communities

87%

93%

100%

of our tenants are satisfied
with the overall service
provided to them by the
Association

of tenants are satisfied
with the opportunities to
participate in the work of
the Association

of Stage 1 Complaints
were responded to within
timescales

Charter Performance

BHA
2020/21

BHA
2019/20

East Ren
Council

Scottish
Average

Tenants who feel that their landlord is good at keeping them informed

94%

94%

88%

92%

Stage 1 Complaints responded to within timescale

100%

100%

93%

97%

Stage 2 Complaints responded to within timescale

71%*

69%

69%

93%

Total membership of the Association

51

50

N/A

N/A

Proposed actions this year to
improve performance:
• We will carry out our next three year
tenant satisfaction survey in 2022.
• We will work with our members to
look at ways we can improve levels of
engagement.
• Work with our staff to improve Stage
2 Complaint response times.
*Note that some of these complaints were
carried into the new reporting year so could not
be reported as having been responded to
within timescale.
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Our properties – your homes

79%

65

6.02%

of our tenants are
satisfied with the quality
of their home

of our properties were let
throughout the course of
the year

of our stock became
vacant throughout
the year

Charter Performance

BHA
2020/21

BHA
2019/20

East Ren
Council

Scottish
Average

Stock meeting the Scottish Housing Quality Standard

98%

99%

91%

91%

Average time taken to complete emergency repairs

1.88 hours 2.23 hours

2.41 hours

4.22 hours

Satisfaction with repairs service during last 12 months

84%

84%

86%

90%

Average number of days to relet empty houses

26 days*

12 days

73 days

56 days

Proposed actions this year to
improve performance:
• We will implement improvements to
our repairs service following a recent
review involving our tenants.
• We will continue to invest in our
homes to improve their condition,
efficiency and safety.
*Note that relet were delayed by being unable
to access or repair empty homes as a result of
Covid lockdown.
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The quality of services we deliver

88%

3.24 days

76%

of our tenants are satisfied
with our management of
their neighbourhoods

on average was the time it
took us to respond to
Stage 1 Complaints which
were received

of the repairs we carried
out were completed
right first time

Charter Performance

BHA
2020/21

BHA
2019/20

East Ren
Council

Scottish
Average

Tenancies offered which were refused

42%

31%

41%

32%

Anti social behaviour cases which were resolved within timescales

99%

99%

95%

94%

Tenants satisfied with the overall services provided by the Association

87%

87%

85%

89%

Proposed actions this year to
improve performance:
• We will work with East Renfrewshire
Council to look at tenancy refusals
arising from referrals.
• We will implement new ways of
working to get closer to our customers
and listen to what they have to say.
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Your rent and value for money

Charter Performance

BHA
2020/21

BHA
2019/20

East Ren
Council

Scottish
Average

Rent lost due to empty homes

0.4%

0.3%

1.8%

1.3%

Tenants who think that the rent charged is value for money

79%

79%

87%

83%

Gross rent arrears

4%

2.88%

9.5%

6%

Total amount of former tenant arrears

£31,073

£39,473

N/A

N/A

How your rent is spent
Below you will find a breakdown of how
we spend your rent money.
Employee costs 29%
Repairs, estate and property costs
59%
Office overheads 12%

Proposed actions this year to
improve performance:
• We will work with our consultants to
develop a new rent structure which
will be fair and affordable.
• Offer a range of ways for our
customers to tell us what they want.
• Continue with our service design
approach to review and improve our
services.

• Implement a Customer Service
Strategy and review our Service
Standards.

12%
29%

59%
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Need to get in touch?
There are various ways you
can contact us...
Tel: 0141 881 0638
Out of hours repairs: 0800 652 0633
Email: enquiries@barrheadha.org
Web: www.barrheadha.org
Download the Barrhead Housing
Association App from the Google or
Apple Stores.

Barrhead Housing Association Ltd
58-70 Main Street, Barrhead,
East Renfrewshire G78 1SB
Scottish Charity No SC 036265
Barrhead Housing Association is a member of: SFHA, TPAS, EVH,
FLAIR, GWSF.

Design: Melville Design Associates • 0141 637 8594

Follow us on Facebook
Tweet @BarrheadHousing

