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At the heart of our community – investing in your future

New quality affordable
homes

After a few years of very little house
building, this year has seen significant
progress with a few new sites which have
been in the pipeline for a number of years.
In Autumn 2020, we took possession
from Taylor Wimpey of 12 properties and
which we were then able to allocate to
those in need on our waiting lists. These
properties are now fully occupied,
and we have received very
positive feedback in relation to
the quality of these homes.

Interested in finding out
more about our work?
Customer Engagement 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,
attending our open days and getting
involved in a range of surveys and service
redesigns.

Earlier this year, a further 10 properties
became BHA’s when they were handed
over to us from Bellway Homes at the
former Blackbyres site in Barrhead.
Next, we look forward to an additional 12
properties being completed by Avant
Homes at the Lyoncross site in Barrhead.
Our total stock numbers now stand at
957 (and increasing!), and you will see from
these photographs that we remain
committed to providing high quality homes
to our customers.

We are continuing to work hard to
improve the services we deliver – but we
need your help to do so.
If you would like to discuss ways for
you to become more involved in the work
of the Association, please email us on
enquiries@barrheadha.org and one
of the team will then be in touch with
you to discuss your interests, and
how you might be able to
become more involved in helping
us to shape our future services.
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Update on office
and team
arrangements
As we start to return to some form of
normality, the Barrhead Housing team
after trialling out a new way of working
to get closer to our customers. The
team is out and about more, regularly
inspecting our homes and
communities, visiting and talking to our
customers. We will sometimes be in
the office working together, and are
regularly using the office as our base
for working.
When changing the office layout, we
identified some surplus furniture which
we were then able to donate to local
residents in need.
The offices will stay closed to the
public meantime. If you are passing by,
you may see our colleagues the office,
however if you wish to meet a member
of the team you need to make an
appointment in advance or you can ask
us for a home visit.
As we start to plan for opening of
the office to the public later this year,
we would like to hear your views.
When and for what purpose you would
most likely wish to visit the office?
Please let us know by calling, or email
us at enquiries@barrheadha.org.

Keeping in touch
There are various ways
you can contact us:
• Phone: 0141 881 0638
• Out of hours repairs: 0800 652 0633
• Email: enquiries@barrheadha.org
• Website: https://barrheadha.org/
• Download the Barrhead Housing
Association App from:
https://play.google.com/store/app
s/details?id=org.barrheadha.barrh
eadhousingassociation&gl=GB
or via the Apple App Store at:
https://www.apple.com/uk/appstore/
• Follow us on Facebook:
https://www.facebook.com/Barrh
ead-Housing-Association223807407824351/
• Tweet: @BarrheadHousing

IN THIS ISSUE CHANGES TO OUR GOVERNING BOARD • PREVENTATIVE MAINTENANCE SERVICE • DIGITAL SERVICES • MEET OUR STAFF • WHAT’S ON
GOT SOMETHING TO SAY? • CONTACT US AT: Tel: 0141 881 0638 • Web: www.barrheadha.org • Email enquiries@barrheadha.org • or follow us on

AUTUMN 2021

Changes to our Governing Board
Governing Boards are responsible for
agreeing the strategic direction of
Association’s, and are essential for good
governance. They are unpaid volunteers,
elected from within our membership, and
elected every year by our membership at
our Annual General Meeting.
Following our recent Annual General
Meeting, a number of changes to our
Governing Board membership were
approved.
Andrea Paterson, a leading advisor in
Scottish housing, and Alan Glasgow, a senior
housing leader, have both joined our
Governing Board from September.
Alan Glasgow is a leader in Scottish
social housing with extensive senior
experience in housing management and a
track record in leading change and delivering
excellent customer service and performance.
With over 20 years’ experience in a variety of
roles, Alan is currently Locality Director at
Glasgow Housing Association and holds a
post-graduate diploma in Housing Studies.
Andrea Paterson is a leading advisor in
Scottish housing. A Director and founding
member of The Indigo House Group, Andrea
specialises in the strategic development and
long-term financial planning of affordable
housing providers. Andrea has worked
throughout Scotland with central and local
government, the regulatory bodies, housing

associations, social enterprises, developers
and funders since the late 90s. Andrea is a
Fellow of the Chartered Institute of Public
Finance and Accountancy and holds an MBA.
One of our long standing Board members,
John Hamilton, was elected as the new
Chair of Barrhead Housing Association,
following the retirement of our previous
Chair, David McCready. Previously Vice Chair,
John is a local resident of Neilston, president
of the East Renfrewshire Chamber of
Commerce, and a health and safety
consultant. He has been on the Board since
2014 and completed a governance certificate
from Napier University in March 2018.
John said “On behalf of the Board, I
am delighted to welcome Andrea and
Alan to Barrhead Housing Association
and greatly look forward to working
with them. Andrea and Alan bring a
wealth of knowledge and experience
and will make a significant contribution
to the next chapter of the Association”.

There are various ways you can provide
feedback to us, including:
• Participating in surveys we undertake

We have recently introduced a new
service aimed at reducing the need for
preventable responsive repairs by
delivering:
• Regular ‘MOT’ of BHA properties using
100+ point inspection framework.
• Property inspections every five years to
update the Association’s Asset
Management information and lifecycle
budgets, and;
• Regular compliance and quality
assurance checks providing assurance
on health and safety and building
performance.
This work is being carried out by our
Repairs Operative, Ricky Anderson
(pictured), who you will no doubt see out
and about delivering this important service.

We also take this opportunity to thank our
retiring Board members, David McCready
and Tommy Reilly. We thank them for their
many years service on our Board, and wish
then both well in their retirement.

Paying your rent

Compliments, complaints
and feedback
Learning from feedback from our customers
is extremely important to us.
Hearing from our customers about their
experience (good or bad) is an extremely
important way for us to receive feedback.
We take this feedback seriously, and we use
this information to identify ways we can
improve the services we deliver. We get this
feedback in a number of ways:
• Routine survey activity: for example,
once a repair has been carried out.
• Other surveys: for example, text/email
survey in relation to our customers
preferred methods of communication.
• Complaints: we use compliant
investigations to identify what went
wrong, and how we can fix this to avoid it
happening again.
• Compliments: when we receive
compliments, we feed this back to staff to
let them know what has went well.
• Service Improvement: we have adopted
a new programme of “Making it Better”,
where we work with volunteer customers
to look at ways to improve services – such
as Housing Repairs and Applying for a
House.

Preventative
Maintenance Service

through email and text.
• Letting us know, simply by emailing us at:
enquiries@barrheadha.org.
• Making use of our online tools at:
https://barrheadha.org/makecomplaint/.
A small number of examples are provided
below of how we have recently changed
our services as a result of feedback
received:
• We have updated our procedures so that
chargeable works should be clearly
highlighted, so that our customers are
given an opportunity to rectify this before
they are charged.
• We have reminded our staff to ensure that
key points of discussion/dispute are
highlighted on our customers’ records, to
help clarify future points of possible
dispute.
• We have developed a new Redress and
Compensation Policy, following a
complaint which identified the need for
such a policy to be prepared.
• Staff have been asked to make sure that
they take responsibility to ensure they
update customers regularly regarding
progress with a repairs complaint,
particularly where this is complex or
where there are likely to be delays.

We are aware that the continued closure of
our office will have impacted on tenants and
owners who normally make chip and pin
payments at our reception. Therefore we
would like to remind you of the alternative
payment methods available.
Please note visits to our office will be by
appointment only. This means that
unfortunately you will still be unable to drop
in to make payments.
• Payment Card at various Pay Point
locations
Contact our Customer Services Team if
you don’t have a rent card which can be
posted direct to your chosen address by
our payment provider, Allpay. A full list of
approved Pay Point sites is also available
upon request.
• Online payments at
www.allpayments.net
These require an Allpay Payment Card and
simple registration process. Contact us to
request a card or further assistance.
• By Debit card over the phone
Contact the main switchboard on 0141
881 0638 (option 3).
• By Direct Debit
You payment arrangement should be
agreed with your Customer Services
Officer, who can set this up over the
phone, provided you have details of your
bank account number and sort code.
• Via the App
Download the ‘Barrhead App’ or the
‘Allpay App’ to pay your rent.
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Digital services...
Tenant ‘App’
and ‘Text for
Balance’
services
Last year we
launched our
new Barrhead
HA ‘App’. This
App 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
• Get in touch with us –
fill out simple form which
will come directly to us.
• Access a list of handy
contacts – including how
to contact our out of
hours emergency
services.
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.

Text to Balance
The other service we have
available is for you to have
the ability to find your rent
account balance quickly
through text. If you wish to
register, please contact us
straight away at
enquiries@barrheadha.org

Improvements and
alterations...

and we will enrol you in this
service. You will then be
able to text us any time
simply by texting
“BALANCE” and will
automatically receive a
text back providing
you with an up-to-date
rent balance.

Can I make improvements
to my home?

Lending Library
Our Lending Library service
is now up and running! You
can now borrow a tablet
with internet access for
between 1 – 6 months at a
time, free of charge. This
could give you the tools to
get online if for any reason
you cannot access a device
or internet. This is also a
great way to learn more
about technology before
purchasing your own device.
If you are interested in
borrowing one of our
devices through our FREE
Lending Library service,
please contact us at:
enquiries@barrheadha.org.

Local links to
digital/device/IT help
If you would like to gain
confidence and learn more
about using technology or
the internet, East
Renfrewshire Libraries offer
FREE classes, and groups to
help you learn more about
technology.
This includes:
• Get started with tablets
• Digital skills information
sessions
• How to video call
• The Street Where I Lived
Workshop
• Get started with the
internet

Barrhead Housing Association
Investment Programme
2021-2022
Barrhead Housing Association (BHA) has procured contracts to
deliver the following investment programmes in 2021-22.
Information on the individual properties included within
the programme will be available on the BHA website,
www.barrheadha.org.
We will be in contact with those tenants due to
receive home improvements this year in the coming
months to confirm the process and timeline for each
programme.

• Email essentials
• Getting Hands On IT
• How to access free
books, magazines and
audiobooks
And many more other fun
classes you can join in for
free!
To find out more contact
your local library:
• Barrhead Foundry Library:
0141 580 1174
• Clarkston Library:
0141 577 4972
• Giffnock Library:
0141 577 4976
• Mearns Library:
0141 577 4979

Connecting Scotland
After
successful
applications
to Connecting
Scotland, we have been able
to provide iPads and Wi-Fi
devices to Barrhead Housing
Association tenants who did
not already have access to
device and/or internet
access. This is great news
to those residents who
otherwise would have
struggled with internet
access.

If you are considering an alterations or
improvement to your home it is important
that you contact the Association before
purchasing materials or carrying out any
work. It is not always guaranteed that the
improvements you wish to make will be
approved, so you should contact us on
0141 881 0638 to discuss the alteration
before you proceed any further to avoid
unnecessary costs and disappointment.
Following discussion, an alteration form
may be issued and informationrelating to
the specification, contractor and a copy of
their public liability insurance will be
required. There may also be important
conditions attached to your alteration or
improvement that you must agree to
before the alteration can be considered
for approval.
The most common alterations include:
• Installing new kitchen or bathroom.
• Installing laminate/wood flooring.
• Replacing existing sockets and
lighting.
• Tiling walls in kitchen and bathroom.
Please note we will not allow any
alterations which will affect the internal
layout or structure of your home
Improvements will not be authorised
by us in newly built or refurbished
properties until expiry of the defects
liability period.
If you decide to move out of your
property you may be required to return it
to its original condition prior to any
adaptations, unless otherwise advised by
the Association. If you don’t, you may be
liable for the cost of returning the
property to its original condition.
Further information
For more information consult your tenant
handbook or tenancy agreement or
contact our Property Services Team on
0141 881 0638 or email us at
enquiries@barrheadha.org.
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Meet our staff

Review of Housing Repair Service

Emma Kelman – Welfare Rights
Assistant

The Association recently undertook a review of our housing repairs service. This review was
undertaken alongside a number of tenants who had experienced the repairs service, and
who had expressed an interest in working with us to make service improvements. Some of
the potential service improvements identified are now being taken forward for
implementation, or for further investigation. This includes:

We are committed to
supporting the wider needs
of our local community and
work to develop our
services as required. One
of these services that has
seen a significant change
recently is our Welfare Rights Service that
help our tenants to sustain their tenancies
and support them deal with the impact of
Welfare Reform.
To meet this growing demand, we
recently secured external funding and
appointed Emma Kelman (pictured above) to
the post of Welfare Rights Assistant.
Emma, working alongside our Welfare
Rights Officer Vivien Betteridge has allowed
us to offer greater support to tenants being
able to claim what they are entitled to,
allowing them to get on with their lives
without the worry of having enough money
to pay their bills.
Emma says: “The majority of work
delivered by us involves appealing benefit
decisions made by bodies such as
Department of Work and Pensions, East
Renfrewshire Council and Scottish Social
Security. We can also help you with:
• Benefits Health Check (to ensure people
do not lose out on their entitlements)
• Income Maximisation (via the benefit
system)
• Universal Credit
• Assistance to complete benefit
applications forms and when dealing with
public agencies
• Advice and support throughout the
application process
• Provide personal representations at
Independent Tribunals”
Our Welfare Rights service is confidential
and available five days a week, either by
dropping in or by making an appointment.
• Our Welfare Rights Team: 0141 881
0638 (option 2)
• Vivien Betteridge: Welfare Rights
Officer Email: vivienb@barrheadha.org
• Emma Kelman: Welfare Rights Assistant
Email: emmak@barrheadha.org

What’s on in your area?
Did you know that there are a number of
websites you can access, to find out
what is available in your local area. So if
you are stuck for things to do with the
children, or if the weather is poor, try the
following websites for some ideas on
what to do:
• https://www.whatsonglasgow.co.
uk/
• https://www.whatsoneast
renfrewshire.co.uk/
• https://www.whatsonlanarkshire.
co.uk/
• https://www.whatsonayrshire.com/

What you said

What we are doing

Our contractor creates an appointment on
their system but tenants are contacting the
Association to get an update on their repair

Look to automate an email/text from BHA to
the tenant confirming the appointment and
send a further automated reminder the day
before the appointment

A lot of tenants don’t know about the
repair app

• Set up regular feature on Twitter/Facebook
• Help get app downloaded at either sign-up
or at new tenancy visit
• Develop a leaflet promoting the App and
how to report a repair via our website
• Amend the automated call waiting to
promote use of reporting a repair via
website/app

Tenants want to book repairs online at
times suitable to them

Look at potential to develop digital
appointment system

Some tenants find it difficult to identify
the exact repair needed

• Look at visual mechanisms as part of any
new Tenant App
• Promote use of existing app where picture
can be sent in

A large proportion of our tenants work and
want either evening or weekend
appointments

Will be considered for any new contracts

Tenants have to provide access for various
safety checks – gas/electrical/smoke alarms
– all arranged separately to their homes

Look at ways to better co-ordinate in one
annual health check visit

Not happy with the standard of repairs
when moving into a property

Review feedback received as part of the
new tenancy visit and review our standard
of empty homes

Can be too many staff members involved in
a repairs query. Queries can take too long
to respond to

Have a one-stop shop where staff can go to
a person who can deal with all queries

Home Energy
Scotland
Home Energy Scotland
helps people in Scotland
create warmer homes,
reduce their energy bills,
and lower their carbon
footprint. They are funded
by the Scottish Government
and managed by Energy
Saving Trust.
They work with people
and organisations to help
tackle fuel poverty and the
climate emergency – both

key priorities for Scottish
Government (and humans in
general).
They do this through a
network of regional advice
centres covering all of
Scotland, which offer local
knowledge and expert
advice on:
• saving energy and
keeping warm at home
• funding options including
Scottish Government
grants and interest free
loans
• installing renewable
energy at home

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

• greener travel including
electric vehicles and
ebikes
• cutting water waste
To get in touch with them
you can call their freephone
number – 0808 808 2282.
You can also find lots of
useful information on their
website at
www.homeenergyscotlan
d.org/ where you can also
get a personalized report
with suggested next steps
to help lower your energy
bills.

