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Rent Increase 2021/22
This year, the Association undertook
various approaches to consulting with all
our tenants in relation to the proposed
rent increase for 2021/22. This included:
• A consultation leaflet was issued to all
tenants in December and offered a
variety of ways to respond with your
views in relation to the proposed increase
of 0.5%.

we received over 100 individual comments
on this question.
In general, most comments were about
the timing of the increase and a lot of you
wanted to know about planned investment
in and around your home. All comments
were then given to our Board, and we will
pick up on the issues raised with our
customers through local engagement
throughout the year. More to follow soon!

• We also pulled together a comprehensive
booklet which provided a range of local
and national financial assistance options
which we hope you found useful.
• We consulted individually with our Tenant
Scrutiny Panel in January.
• A digital survey was available to all
tenants to complete. Over 1400 texts and
almost 1,000 emails were issued
regarding the digital survey.
• The consultation was widely advertised,
highlighting there was on-line form
accessible via our website, Twitter,
Facebook. Tenants were also able to
directly post or email in your responses.
• Three virtual drop-in sessions were
arranged between December and
January at different times/days to
maximize participation, but unfortunately
no-one was available to attend these.

Do services provide value for
money?
44% of our tenants responded ‘yes’ to this
question. We are delighted that you took
the time to give specific feedback, where

Do you get help to pay your
rent?
We asked this as a supplementary question
within our consultation, where the results
are noted below. We have made contact
with any tenants who expressed an
interested in getting more information on
how we could help you. Please remember
that this help is always open to you,
especially if you find that your financial
circumstances have changed.

Do you think our rents are
affordable?
56% of you felt that your rents were
affordable, compared to 52% who
responded to the same question within our
last Resident Satisfaction Survey in 2019.

• We posted loads of information on our
website, Facebook and twitter.
The consultation end date was extended
from 15th January until 5th February 2021
to ensure that we obtained maximum
feedback from as many of you as possible.
We would like to thank everyone who made
the time to give us your views, we received
just over 160 responses in total. That’s the
most responses we have received since the
2015 rent consultation process was carried
out.
Here is a summary of the results:

increase we have applied in a number of
years.
We will be getting in touch with all
tenants shortly to let you know our plans for
the year ahead and the role you have in
telling us what’s important to you.

Tenant feedback fed into discussions at
our Governing Board meeting held on 25th
February 2021, during which the Board
agreed to increase rents and service
charges by 0.5% from 1st April 2021.
This decision wasn’t taken lightly and the
board took a number of factors into
consideration before approving the 0.5%.
This increase was the minimum that we
could apply to ensure we could continue to
provide you with a range of existing and
proposed new services, and is the lowest

If you pay your rent by standing order,
please get in touch with your bank to
increase your payment to match the new
rent charge. You will find details of your
new charge on the rent increase letter
which was sent to you in March 2021.
Alternatively, you can contact the office.
Tel: 0141 881 0638 or email:
enquiries@barrheadha.org.
If you pay by direct debit, the Association
will change your payments for you and if
you receive housing benefit the Association
will notify the Council of your new rent
charge.

Universal Credit and Rent
Increases – Important
Info...see overleaf
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Universal Credit and Rent
Increases – Important Info
If you are on Universal Credit, you must let
the Department of Work and Pensions
(DWP) know about your annual rent
increase. You should do this by putting the
new figure into your online journal. You can
only do this from the date your rent
increase comes into effect – 1 April 2021.
We can’t tell the DWP about your rent rise
on your behalf, but if you need help with
your journal please go to our website for a
helpful guide on how to do this.

How to update your online journal
Sign in to your Universal Credit online
journal at:
www.universalcredit.service.gov.uk/
sign-in and follow these simple steps:

• Click on ‘Report a change of
circumstances’ – you will see a
message asking ‘What do you want to
tell us about?’.
• Click ‘Where you live and what it
costs’.
• Click the green ‘Change’ button.
• Click ‘Something else’ from the two
options.
• Add the date (1st April 2021) when you
want your rent change to start.
• Add your new rent charge.
• You will get a link from your job coach
to upload a copy of your rent increase
letter.

Keeping in touch
During these difficult times, we are
continuing to review how we engage with all
our customers.
We appreciate how difficult it is for many
of our tenants, and we really appreciate your
patience and understanding, as we try to
keep as close to our customers as possible
whilst still working from home.

We will be starting to use CX platform for
a range of surveys over the coming months,
starting with repairs satisfaction, so please
watch out for us contacting you. Your opinion
really matters to us, and your views can help
us to shape the future direction of the
Association.

If you need to contact us or keep updated,
there are various ways you can do this:

Last year, we launched our new ‘App’ which
allows all tenants to:
• Report a repair – Quickly enter your
details, a brief description of the repair
and you can also upload images to help
provide more comprehensive information
to us.
• Get our latest news.
• Obtain a rent account balance
immediately.
• Make a payment – which is now a very
quick and easy process to allow you to
pay your rent and links directly to the
Allpay site. You will even get an email with
a receipt once you have made your
payment.
• Get in touch with us – fill out simple
form which will come directly to us.

Phone
Our staff are still available by phoning us on
0141 881 0638. We have recently updated
our options, so you are now able to speak to
a wider range of services through the phone
options we have available.

Website
Our website, at www.barrheadha.org, is
kept up to date with a lot of useful
information and news articles. Please check
this regularly for updated news, and for any
new or updated articles, policy documents
etc.

Social media
We have a presence on both facebook and
twitter, which we use for news and useful
information, such as power cuts in your area.

Surveys
We have just started using a new tenant
engagement platform called CX Feedback.
This digital engagement platform – designed
specifically for landlords – is aimed at helping
us to make better use of tenant feedback
and engagement.
The platform works by automating the
sending of surveys to tenants by text or
email and which our tenants can then
complete online or via text, providing us with
an up to date snapshot of tenant opinions on
a wide range of matters.

Barrhead HA App

The app has been designed to be simple and
easy to navigate and is available to download
via the Google Play Store (Android) and the
Apple Store (iOS) devices. Simply go to the
appropriate app store, search for Barrhead
Housing and download the
app.
If you are unsure how to
download app’s or are
looking to develop your
digital skills, speak to us
and we can help – as we
have a new officer who will
be able to support people
to develop their
digital skills.

COVID-19
update
The situation across Scotland is
now showing signs of
progress, and we are all
hoping that we can
soon return to a
relaxation on
restrictions.
Meantime, East
Renfrewshire is still part
of the lockdown applied across Scotland.
This continues to prohibit visitors to
enter into other households. Contractors
are still not allowed to enter your home
unless undertaking urgent or emergency
repairs.
The Scottish Government is required
to update these restrictions every three
weeks, but restrictions can be changed
immediately depending on what is
happening and what response is
needed.

For Barrhead Housing
Association what does this
mean?
We continue to provide services
including urgent/emergency repairs,
allocations and voids, as contractors are
permitted to enter vacant properties
where safe to do so. If you have any
COVID symptoms you must tell us and
self-isolate. We will re-arrange services
only when safe to do so.
Where you are responsible for paying
your rent, please do so as this is our
main source of income – if you need
assistance with Universal Credit or any
other benefits, please speak with our
staff. Please continue to follow the NHS
guidance for Test and Protect and
download the app if you can. Please also
continue to follow the Scottish
Government guidance.
For staff, we are still available by
telephone, email, WhatsApp etc. Please
continue to call our office number on
0141 881 0638 to speak to a member of
staff. We also recommend you keep an
eye on our website and Facebook/
Twitter feeds for more regular
information. While our office remains
closed, staff have been in our
communities and delivering essential
services. While we had hoped to extend
this and offer appointments at the office
to our customers, we simply cannot do
this unless restrictions ease. So whilst
you may continue to see activity at the
office, we cannot take your enquiry.
We will continue to keep our
customers informed as we adapt our
services to reflect changing national
guidance.

At the heart of our community – investing in your future

2021/22 Investment priorities...
Below you will find further details of what we are planning to spend over the next year on
investment in our stock. Further information will follow to those tenants who will be having
work carried out to their homes over the coming year.

Community Hardship Fund £14,595 of grant
funding received by BHA Tenants
It would be fair to say that the last year has
been a year that most of us will never
forget! It has been an incredibly hard year for
our tenants with many losing their jobs or
being furloughed for long periods of time,
resulting in changes to household incomes.
Barrhead Housing Association staff have
been incredibly busy helping our tenants,
both by securing external funding and
boosting the funds available to tenants
through the Community Hardship Fund.
Over the last 12 months, we have
awarded 77 grants totalling £14,845 and
which has helped our tenants when they
have needed it most.

Tenants can still apply for a Community
Hardship Fund grant. We can assist with the
cost of a training courses, provisions for
home schooling or for the cost of the
replacement of household items that you
weren’t expecting to have to replace.
All application requests will be considered.
However, please note that we cannot award
grants towards rent arrears or council tax
debts. If you are experiencing debts of this
nature please contact us and we can arrange
a benefit health check with our Welfare
Rights Team.
Applications can be made via our website
at: www.barrheadha.org or email us at:
enquiries@barrheadha.org.

Funding Available

Fund information:
• It is a one-off payment.
• Fund is for heating suppliers only.
• It will cover debts to suppliers.
• It will cover cases where people are
worried about a future bill – future
estimated bill can be paid on residents
behalf in advance in order that they
adequately heat their home.
• Payment will be made direct to supplier.
• Last date for applications is 31st March
2021, so be quick!

In this article you can find information in
relation to possible sourcing of funding.

Home Heating Support Fund
The aim of the fund is to have people heat
their home to a comfortable standard
without worrying about their bills. People
shouldn’t be keeping their heating turned
down because they feel they
don’t have enough money to
top up their meter or pay
their next heating bill.

If you think you could be eligible, please
email: mart@eastrenfrewshire.gov.uk.

Updated Complaints
Procedures
The Scottish Public Services
Ombudsman (SPSO) has introduced
updated Model Complaints
Handling Procedures (MCHP’s). As our
complaints procedures are based on the
MCHP, we have updated our complaints
procedures to take account of the changes.
These take effect from 1 April 2021.
The main changes we have
introduced are as follows:
• A new category of “Resolution” has
been introduced. This allows us to
resolve a complaint by agreeing any
action to be taken with the customer,
without making a decision on
whether or not to uphold a complaint
• We will now agree the points of
complaint and outcome sought with
the complainant at the start of any
Stage 2 complaint. Where the points
of complaint and outcome sought are
clear, this will be done by setting
these out in the complaint
acknowledgement letter.
• The six-month timeframe to make a
complaint also now applies where the
customer wishes to escalate to Stage
2 because they are unhappy with the
Stage 1 response.
• Internally, we must now share
relevant parts of the complaint and
response with any staff members
complained about. At Stage 2, staff
members must be given information
about the complaint process and
support available, and kept updated
on any timeframe extensions.
• We will respond to complaints made
on our own social media channels by
signposting complainants to the
complaint process and support
available.
Finally, we have introduced new
arrangements where Stage 2 complaint
will now be investigated by a senior
officer who is separate from the service
area which was the subject of the
complaint. This will ensure that our
complaints investigations are undertaken
by independent senior staff.

Humanitarian Relief Discretionary
Fund (East Renfrewshire Council)
A one off payment of up to £250 for
households where there has been a
reduction in income causing financial
hardship.
Who can apply?
• Anyone who is not eligible for other covid
related grants (e.g. crisis grants and
business grants).
For more information and to apply, contact:
Money Advice and Rights Team on 0141 577
8420 or mart@eastrenfrewshire.gov.uk.
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EU Settlement Scheme
(not applicable to British Citizens)
If you’re an EU, EEA or Swiss citizen, you
and your family can apply to the EU
Settlement Scheme to continue living in
the UK after 30 June 2021. You do not need
to apply if you are a British Citizen.
You can also apply if you’re the family
member of an eligible person of Northern
Ireland. If your application is successful,
you’ll get either settled or pre-settled status.

– including if they’re from Ireland.
• Are an EU, EEA or Swiss citizen with a
British citizen family member.
• If you have children, you need to apply for
them separately.

Who should apply?

Who else can apply

Except in a few cases, you need to apply if:
• You’re an EU, EEA or Swiss citizen.
• You’re not an EU, EEA or Swiss citizen,
but your family member is (or is an eligible
person of Northern Ireland).

You can apply to join your EU, EEA or Swiss
family member if they started living in the
UK by 31 December 2020.

This means you need to apply even if you:
• Were born in the UK but are not a British
citizen – you can check if you’re a British
citizen if you’re not sure.
• Have a UK ‘permanent residence
document’.
• Are a family member of an EU, EEA or
Swiss citizen who does not need to apply

If you’re an EU, EEA or Swiss citizen and you
have a family member who is an eligible
person of Northern Ireland, you may be able
to choose which way you apply.

You also may be able to apply if you’re
not an EU, EEA or Swiss citizen but:
• You used to have an EU, EEA or Swiss
family member living in the UK (but you’ve
separated, they’ve died or the family
relationship has broken down).
• You’re the family member of a British
citizen and you lived outside the UK in an
EEA country together.
• You’re the family member of a British

Get ready for
spring with
our top
energy saving
tips...
Most people who contact Home
Energy Scotland, the Scottish
Government’s free impartial
energy saving advice service, are
keen to make sure they’re not
overpaying on their bills. And
with longer days and (hopefully)
better weather just around the
corner, spring is a great time to
be looking at ways you could
save some pennies. Have a look
at our top tips to help you
prepare for warmer months
ahead and see what you could
save over a whole year.

1. Reset your thermostats
During the winter, you probably
set your temperature at a high
level so be sure to reset your
thermostats to reflect the
warmer weather. Dropping the
heat by just 1°C can save you on
average £80 per year. And don’t
forget to reset any thermostat
timers – more sunlight means
your house will naturally be
warmer and lighter, so you’ll not

citizen who also has EU, EEA or Swiss
citizenship and who lived in the UK as an
EU, EEA or Swiss citizen before getting
British citizenship.
• You have a family member who is an
eligible person of Northern Ireland.
• You’re the primary carer of a British, EU,
EEA or Swiss citizen.
• You’re the child of an EU, EEA or Swiss
citizen who used to live and work in the
UK, or the child’s primary carer.

Who does not need to apply
You do not need to apply if you have:
• Indefinite leave to enter the UK.
• Indefinite leave to remain in the UK.
• Irish citizenship (including British and Irish
‘dual citizenship’).
• British citizenship.
If you’re an EU, EEA or Swiss citizen and you
moved to the UK before it joined the EU you
only need to apply if you do not have
indefinite leave to remain. If you do have
indefinite leave to remain, you’ll usually have
a stamp in your passport or a letter from the
Home Office saying this.
Further information can be found at:
https://www.gov.uk/settled-status-eucitizens-families.

supplier and is good for the
environment.

4. Embrace the great
outdoors

need the heating on as much, if
at all.

2. Get a better energy deal
Did you know that switching
energy supplier could save you
hundreds each year? According
to OFGEM, switching from a
Standard Variable Tariff to the
market’s cheapest tariff could
save you around £305. It’s easy
to switch, and there are a
number of energy comparison
websites you can use to find the
best deal for you, including the
Citizen Advice Bureau’s
Comparison Tool.

3. Change the way you pay
Contact your supplier directly to
find out if there is a better way
for you to pay your bill that
might save you money. For
example, most suppliers offer a
discount for paying your bill by
direct debit. You may also get
discounts for receiving bills
online, as this cuts down on
paper and reduces costs for the

Take full advantage of the
warmer weather by line-drying
your clothes instead of using the
tumble dryer. This could save on
average £35 a year on your
electricity bill. Less time spent
indoors also means less money
spent on your energy bills, so
why not head outdoors for a
bike ride or take a stroll around
the park if you can? Enter our
greener travel quiz to win a
Garmin Vivoactive 3 GPS
Smartwatch. Full details at:
www.homeenergyscotland.or
g/wingreentravel.

5. Switch off
If you’re planning any day trips
away, remember to switch
appliances off at the wall.
Turning off appliances rather
than leaving them on standby
could save you around £30 a
year on your bills each year.
For more energy saving tips
and free advice to help you
reduce your bills and keep warm
at home, contact Home Energy
Scotland on freephone:
0808 808 2282, or visit:
homeenergyscotland.org
or follow ‘HomeEnergyScotSC’
on Facebook and
@HomeEnergyScot on
Twitter.

Craft Workshops
Did you know that our Climate Challenge Fund Officer Laurie
Duffy has been delivering a wide range
of craft workshops online?
If you missed these, there is
no need to worry as Laurie has
prepared step by step guides for
a wide range of activities
including making air dry clay,
hand warmers, macramé
keyrings etc.
To access these guides, just go
the Regeneration pages on our
website here
https://barrheadha.org/widercommunity-regeneration/.

On this page, you will find detail of this history and activities of one of our important local community
organisations, Include Me 2 Club...

At the heart of our community – investing in your future

SPRING 2021

Mutual Exchanges –
HomeSwapper
We are delighted to announce
that we have now signed up
with Homeswapper which is a
mutual exchange scheme free of
charge to all our tenants to help
make it easier for you to move.
A mutual exchange is where
you effectively ‘swap’ homes
with another tenant, giving you
control and increases your
chances of finding a home of
your choice. The tenant you
swap with can be from another
housing association or local
authority anywhere in the
country.
From 1st April, register online
at: www.homeswapper.co.uk.
Once your property is registered
you can browse the website to
look at properties which may
interest you and you can contact
the person who is advertising
their property to discuss if both
parties are in interested in each
others properties.
When you have found
someone to exchange with, we
must agree to this swap before
you move. If the other tenant
has a different landlord to you
then both tenants need to
complete mutual exchange

application forms and the other
landlord must also agree to the
swap.
To find out more about
HomeSwapper, click on the link
below or download the app:
https://www.homeswapper.
uk/.
If you have already paid up to
be a member of HomeSwapper
then they will get in touch
directly with you to cancel any
future subscription fees – they
will also refund any tenants who
have recently paid to join the
service.
HomeSwapper also have an
app which helps give you the
best chance of finding a match.
It could be just the thing to
simplify your search for the
perfect home – and it’s free!
The HomeSwapper Matches
app brings together your
matches and messages,
meaning that you can contact
potential swappers while on the
go and is available from both the
App Store and Google Play. So if
you haven’t already started using
the app, we recommend you
download it now and start
searching!

Success story

New build homes update...

One of our customers
received fantastic news
thanks to our staff who
supported their PIP appeal.
Our tenant received the
enhanced rate mobility and the
enhanced rate daily living
components, which resulted in a
backdated payment of over
£9,000 and an award of over
£151.95 per week for the next
three years.
Our tenant was delighted with
the result! Our staff were also
particularly pleased, as DWP
commonly reject PIP applications
from people with our tenant’s
particular health condition.
We ask that our tenants
should always appeal a benefit
decision that they are not happy
with. Our Welfare Rights Officer,
Vivien Betteridge, can offer
advice and representation to
appeal any benefit decision and
your chances of success will be
better if you are represented.
Call Viv on 0141 881 0638 and
select option 2.

Bellway Homes are working with
the Association to deliver much
needed new affordable homes at
the Blackbyres Road site in the
town.
These properties will form
part of a second phase of
residential development at
Bellway’s popular Rosemont
Park estate.
Ten affordable homes will be
built, designed to appeal to a
broad mix of residents, including
four, three-bedroom end terrace
homes; four, two-bedroom mid
terrace properties; and two
larger three-bedroom semidetached homes. Each property
will benefit from stylish interior
features including attractive
kitchens and bathrooms, energy
efficient heating and French
doors leading to a private rear
garden. Car parking will also be
available to the front of each
home.
Lorna Wilson, Barrhead
Housing Association’s Chief

Executive, says that “We are
delighted to be working in
partnership with Bellway to
provide these much needed,
high quality social rented homes,
which are being delivered with
the support of East
Renfrewshire Council and the
Scottish Government. The
Barrhead Housing Association
team is looking forward to
settling ten families into their

lovely new homes later this
year.”
Work has started on site and
the properties are scheduled for
completion in this summer.
If you are interested, there is
no need to contact us at this
stage. Our staff will be in touch
with potential tenants
once the properties
are ready for us to
allocate.

Work progresses at the Blackbyres Road site.
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And the winners
were…
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 Amazon voucher. The most recent
winners of the prize draw wish to remain
anonymous, and will receive their vouchers
for completing the survey.
We also held a competition for those
who took the time to return our rent
consultation survey. The winners were:
Julie Walker, George Street and Karen
McGettigan, Waulkmill Avenue who each
receive £30 Amazon vouchers.
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Want to get more involved in our work?
Tenant participation can take many forms.
We have provided a wide variety of
opportunities for tenants to become more
involved in our work over the years –
from becoming a member, standing for
election to our Governing Board and
attending our open days and fun days.
But what about Tenant Scrutiny – what
is it? We always want to go further and
give you the power to challenge us on
how we are doing. So we have
established a Tenant Scrutiny Panel
comprising around six tenants, and which
we are looking to increase to around 1215 and who will work with us to look at
areas where we need to improve.
So far the Tenant Scrutiny Panel have
reviewed and commented on a range of
matters such as:
• How we allocate properties.
• How we provide repair and
maintenance services to you.
• How long we take to respond to
emergency repairs.
• How we set out rents in the context of
our wider financial commitments.
• Opportunities to get involved in
Mystery Shopping with similar housing
organisations.
Ultimately all of the above leads to
improving our overall performance and
the standards of service that we provide

to you, as our customers.
Tenant Scrutiny is an approach rather
than a process and we think you could
help to:
• Act as a critical friend.
• Act as a voice for other tenants.
• Be tenant led and independent.
• Improve our overall services.
The Tenant Scrutiny Group meets four to
five times over the course of a year. If
you are interested and want to know
more then please contact us for Lorraine
Dallas our Director of Customer Services
on 0141 880 3833 or email
LorraineD@barrheadha.org.
Panel members will be reimbursed for
any out-of-pocket expenses Further
details will be provided to you when you
contact us.

Format and content of future newsletters

2021 Garden
Competition
Spring finally seems to be arriving and
we will be out and about soon looking
for our best kept gardens, backcourts
and estates for our 2021 Garden
Competition. Whilst there is no need to
contact us, we want to make sure that
we do not miss any beautiful gardens,
so if you want to send us photos of
your garden in full bloom, please do so
over the coming months to:
enquiries@barrheadha.org or via our
Facebook page at:
https://www.facebook.
com/pages/category/CharityOrganization/Barrhead-HousingAssociation-223807407824351/.
Everyone will automatically be
entered, and the winners will
be announced in a future
newsletter and invited along
to our AGM to receive their
prizes. Good luck!

...follow us on

The Association is always looking for ways
to improve the way we
communicate with our customers.
Whilst we are moving towards
digital communication methods,
many of our customers still say
that they like to be kept informed
through written communications,
such as our quarterly newsletter.
So the newsletter is here to
stay!!
In order to ensure that our
newsletter remains relevant and interesting,

Scammers
East Renfrewshire’s Trading Standards
have put together a toolkit as a self-help
area to help residents to avoid scams and
unwanted nuisance contact. An estimated

If you have any comments, complaints
or compliments 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

we are asking our customers to let us know
of any suggestions they may have as to
how to improve our newsletter –
for example, is the (Quarterly)
frequency appropriate?, are the
articles interesting?, is there
anything missing which you would
want to see reported more
regularly?. In fact if you have any
suggestions, please contact the
office or email our Corporate Services
Manager Iain MacLean on:
iainm@barrheadha.org.

£9 billion is lost to scams
annually in the UK. The
toolkit can be accessed
here: https://barrheadha.
org/scammers-financialharm-toolkit/.

