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CHAIRPERSON’S REPORT

I am delighted to present the Association’s Annual
Report in my capacity as the newly elected
Chairperson.
The key aims of the Association are to provide a high
quality housing and maintenance service and we will
continue to prioritise our commitments to ensure we
achieve our targets.
We are pleased to report that demand for our houses
remains high with 322 applicants on our waiting list.
Our planned renewals cyclical maintenance
programme continues and has included the
replacement of kitchens and combi boilers. More
information will be given throughout this report.
Feedback has been good from our ongoing tenant
and owner satisfaction surveys with 94.1% satisfied
with the overall service provided and we have
included a summary of all of the responses within
this report.
The Scottish Social Housing Charter contains
Indicators/Contextual Indicators and set outcomes
that social landlords should achieve. These outcomes
are reported to the Scottish Housing Regulator in the
Annual Return on the Charter (ARC).

The Association is a member of the Quality and
Efficiency Forum (QEF) which comprises of 30
Registered Social Landlords (RSL’s) from across
Scotland. The group meets on a quarterly basis to
discuss and share good practice initiatives.
We have shown comparisons with the QEF group
throughout this report to highlight any areas which
may not be performing as well as they should be
which will highlight areas for improvement.
Performance figures given are those submitted to
the Scottish Housing Regulator (SHR) for the period
2017/2018.
I would like to take this opportunity to thank my fellow
Committee members and Staff team along with our
residents/members for their continued commitment
to the Association and look forward to working with
you all again in the coming year.
			

Jackie Lorimer

			

This year’s Annual Report again includes our report
on the Annual Return on the Charter detailing the key
results.
The Association is committed to promoting
equality in all that we do and as a part of
this, wee subscribe to the service.
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LANDLORD PERFORMANCE REPORT 2017/2018
The Associations’ performance is measured against 14 outcomes within 5 specific sections of the Charter.
Customer/Landlord Relationship

,

Equalities, Communication
Participation

Housing Quality and Maintenance

,

Quality of Housing Repairs,
Maintenance and Improvement

,

Estate Management
Anti-social behaviour
Neighbour nuisance and tenancy disputes

Access to Housing and Support

,

Housing Options
Access to Social Housing
Tenancy Sustainment

Getting value from Rents
and Service charges

,

Value for Money
Rents and Service Charges

Neighbourhood and Community

Our return on the Charter gives you the chance to consider the quality of the services and homes we provide
and how we compare against other Landlords.

OUTCOMES 1,2,3 – CUSTOMER/LANDLORD RELATIONSHIP
EQUALITIES, COMMUNICATION AND PARTICIPATION
Faifley Housing Association will aim to treat all individuals or groups of individuals equally, avoiding unfair
discrimination on any grounds in relation to service delivery, opportunities or employment.

ETHNIC ORIGIN OF
EXISTING TENANTS

ETHNIC ORIGIN OF
HOUSING LIST APPLICANTS
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TENANT PARTICIPATION – INVOLVING TENANTS
The Association is committed to involving tenants in deciding the kind of service they wish to receive. To ensure
that this happens, we have put in place numerous ways in which to obtain your views and improve our services.
This includes:
• Annual Rent Increase proposals

• Tenant Consultation register

• Review of current Policies

• Complaints procedure

• Post completion Surveys

• Membership of the Scottish Tenant Participation
Advisory Service (TPAS Scotland)

• Tenant choice options for planned renewal
projects

We have seen a slight decrease in the number of people who are on our Consultation Register to 46 from 49.
Our Committee Members would like to see this number increase and would actively encourage all tenants and
owners to register with us to ensure that we take account of your views looking at future options for the group.

TENANT SATISFACTION
The Association continues to use an independent company called Management Information (Scotland) Ltd (MIS)
to carry out face to face interviews with our tenants and owners. These surveys are carried out on a monthly
rolling basis and the information is provided to the Association on a quarterly basis for reporting purposes. The
Survey has been based around the outcomes listed in the Charter.
Our Satisfaction survey responses highlighted the following:

PERCENTAGE OF TENANTS SATISFIED WITH THE OVERALL
SERVICE PROVIDED BY THEIR LANDLORD:

PERCENTAGE OF TENANTS WHO FEEL THAT THEIR LANDLORD IS GOOD
ABOUT KEEPING THEM INFORMED ABOUT THEIR SERVICES:
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PERCENTAGE OF TENANTS SATISFIED WITH THE OPPORTUNITIES GIVEN TO THEM TO
PARTICIPATE IN THE LANDLORD’S DECISION MAKING PROCESSES:

SCOTTISH PUBLIC SERVICE OMBUDSMAN (SPSO)
MODEL COMPLAINTS HANDLING PROCEDURE (CHP)
The Association adopted the SPSO model complaints procedure in 2012. These complaints are separate from
day to day complaints in relation to tenancy issues.
We are pleased to report that 100% of our 1st and 2nd stage complaints received was responded to in full in
the last year and within published timescales.

Of the 4 complaints received, 2 were upheld by the Association. Both complaints were in relation to Contractors
who work for us and the matter was resolved to the tenants’ satisfaction.

OUTCOMES 4 & 5 - HOUSING QUALITY AND MAINTENANCE
QUALITY OF HOUSING REPAIRS,
MAINTENANCE AND IMPROVEMENT
MAINTENANCE SERVICES
It is our primary aim to ensure that our properties meet the terms of the Scottish Housing Quality Standard
(SHQS) and to deliver a repair service that meets the demands of our tenants.
During the year the amount spent on cyclical repairs totalled £120,968 and works carried out involved:
6
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TYPE OF WORK

PHASES

Periodic Electrical Inspections

7

Gas Central Heating Maintenance/servicing

All properties

Gutter cleaning

2,4,5,7 & 8

Smoke Vent Servicing

1, 2 & 3

Painter Works

4

Roof Anchor safety checks

All properties

Close and Window cleaning

All closes

PERFORMANCE
During the year we spent just over £108,000 on routine Maintenance and £21,621 on void repairs. Our
performance was as follows:
We carried out 251 Emergency repairs during the period 2017/2018. Our aim is to carry out/attend to
Emergency repairs within 6 hours. On average, we have managed to do it in 2.48 hours.

AVERAGE LENGTH OF TIME TAKEN TO COMPLETE EMERGENCY REPAIRS (IN HOURS):

In total, the Association carried out 732 Non-Emergency repairs during the period 2017/2018. Our aim is
to carry out/attend to Non-Emergency repairs between 3 and 10 working days. 3 days being set for
urgent repairs and 10 days for routine repairs. On average, we did it in 2.45 days.

AVERAGE LENGTH OF TIME TAKEN TO COMPLETE NON-EMERGENCY REPAIRS (IN DAYS):
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PERCENTAGE OF REACTIVE REPAIRS CARRIED OUT IN THE LAST YEAR
AND WHICH WERE COMPLETED ‘RIGHT FIRST TIME’:
To be reported as being completed right first time, a repair must be completed
• In time; and
• Without the need to return to address the same repair within twelve months

Gas Service Performance
The Association carried out 100% of our Gas safety Checks within a 12 month period. This compares well
against the QEF average of 99.78%.

PERCENTAGE OF TENANTS WHO HAVE HAD REPAIRS OR MAINTENANCE CARRIED OUT
IN THE LAST 12 MONTHS AND WHO ARE SATISFIED WITH THE SERVICE:

Meeting the Scottish Housing Quality Standard (SHSQ)
The Charter stipulates that all houses should meet defined quality standards.
The Association is very fortunate to report that 100% of our stock meets these standards.
This is above the QEF average performance of 92.01%.

Percentage of approved applications for medical
adaptations completed during the reporting year:
We received 9 medical adaptations during the period 2017/2018. Adaptations involved 7 showers
and the fitting of 2 Internal Handrails. The cost of these works was £9,529. We approved and completed
100% of these adaptations.
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MAJOR REPAIRS
The Association also operates a 30 year programme of major repairs. This programme identifies what work
will be required in each year and how much it will cost. This year the Association spent £152,319 and some
of the works completed are identified below:

TYPE OF WORK

PHASES

Gas Boiler renewals

7

Kitchen renewals

7

Smoke/Carbon Monoxide Detector renewals

7

Future Cyclical/Major Repairs Planned for 2018/2019:
TYPE OF WORK

PHASES

Periodical Electrical Inspections

Various Addresses

Painter works

Various Addresses

Gutter Cleaning

1, 2, 3,6, 8, Hart St/Langs Cres

Roof Anchor Inspections

All properties as required

Kitchen Replacement Contract

7&8

Smoke Alarm Renewals

Various Addresses

CO alarm Installation

Various Addresses
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OUTCOME 6 - NEIGHBOURHOOD AND COMMUNITY
Estate Management, Anti-social behaviour, neighbour nuisance and tenancy disputes
This outcome states the ‘tenants and other customers should live in well maintained neighbourhoods where they
feel safe’

HOW SATISFIED ARE YOU WITH THE MANAGEMENT OF
THE NEIGHBOURHOOD YOU LIVE IN?

There is an on-going problem with dog fouling and bulk uplift services provided by the Local Authority.
Unfortunately, the Association has found it necessary to utilise our own staff and services to enhance the limited
services provided to ensure that the area is kept to an acceptable standard.
The Association works closely with the Local Authority in an attempt to tackle the issue of Anti-Social
behaviour although this also requires the commitment of the tenants and residents.

Percentage of Anti-Social Behaviour complaints reported last
resolved within locally agreed targets:

year which were

Reported during the period:

50

No of cases Resolved:

45

Percentage of cases resolved within target:

90%

A small percentage of complaints were out-with the target timescales as a result of them being classed
as re-current complaints.
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OUTCOMES: 7,8,9,10,11 - ACCESS TO HOUSING AND
SUPPORT HOUSING OPTIONS – ACCESS TO SOCIAL
HOUSING – TENANCY SUSTAINMENT
FHA STOCK LEVEL:
Size

House

4 in a block

Other flat/Maisonette

Total

2apt

0

20

37

57

3apt

32

12

93

137

4apt

53

1

61

115

5apt+

17

0

6

23

Total

102

33

197

332

19 of our properties became available for let during the year and were allocated to the following category of
applicants in accordance with our Allocations Policy:

We also granted permission for 1 Mutual Exchange and 1 Succession during the period.
Source of Let:

Quota:

Actual:

Housing List

35%

47.37% - (9)

Internal Transfers

15%

5.26 - (1)

Homeless – Section 5 referrals & Nominations 50%

47.37% - (9)
Total – 19 Lets

We have met our targets in relation to Local Authority referrals and Nominations but have failed to meet our
Internal Transfer target of 15% as a result of applicant refusals. This was due to the type of properties that had
become available during the period.
Once again, demand exceeds supply and at 31/3/18 there were 322 applicants on our Housing List.
We provide a community alarm service in partnership with Bield Housing Association.
A small number of tenants receive this service.
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AVERAGE LENGTH OF TIME TAKEN TO RE-LET PROPERTIES: (DAYS): 24
This Chart represents the number of days (including weekends) it takes to re-let a house, from the carrying out
repairs to signing the tenancy agreement.

Our target for re-letting a property is 15 days. Our performance has reduced significantly for the period as a
result of several properties being difficult to let, one property being subject to Abandonment and one property
was withheld from allocation due to legal requirements.

PERCENTAGE OF TENANTS SATISFIED WITH THE QUALITY
OF THEIR HOME WHEN MOVING IN:

New tenants are visited within 6 weeks to ensure that any issues are identified.
100% of tenancies to existing tenants were sustained for more than 1 year
88.89% of tenancies to applicants from the housing list were sustained for more than 1 year
100% of tenancies to Section 5 Homeless applicants were sustained for more than 1 Year

When measuring performance on tenancy
sustainment, it is worth noting that figures
as reported may include tenancies that
may not have ended because the tenant
was having difficulties sustaining them
– for example, it could be that a tenant
moved area because of employment or
purchased a property elsewhere.
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OUTCOMES 13,14,15: GETTING VALUE FROM RENTS AND
SERVICE CHARGES
VALUE FOR MONEY, RENTS AND SERVICE CHARGES
88.97% of tenants felt that their rent represented good value for money. This is higher than the QEF average
of 84.03%.
We try to ensure that our rents are ‘comparable’ with other similar sized Landlords and to ensure this, we carry
out annual comparisons with the other Landlords in the area:
AVERAGE
FAIFLEY H.A. CLYDEBANK H.A. DALMUIR PARK H.A.
WEEKLY RENT

KNOWES H.A

TRAFALGAR H.A.

2apt rent

72.61

62.56

74.24

66.68

63.13

3apt rent

79.29

65.70

75.44

71.79

66.86

4apt rent

83.75

81.23

85.29

80.00

74.48

5apt rent

85.66

97.69

101.05

95.28

81.20

This table represents average rents and covers all sizes and types of properties that the Association owns.

RENT COLLECTED AS %AGE OF TOTAL RENT DUE IN THE YEAR:

Percentage of rent lost due to empty houses (voids):
The Association lost £4,746 through properties being empty. We do not collect rent during the period they
are empty. This represents 0.35% of our total rental income of £1,363,635 for the period 2017/2018.

Gross Rent Arrears (all tenants) as at 31 March
each year as a %age of rent due:
We are owed £35,735 (2.62%) in rent payments by both current and former tenants. This is slightly
higher than the previous year of 2.12%. The Q.E.F. average for the period is 4.08%. We continue to strive
to recover this outstanding debt by using various methods.
Unfortunately, we carried out 1 eviction as a result of non-payment of rent due. We also initiated legal action
against a further 5 tenants.
The Associations Management Committee sets Operational targets in relation to arrears as these are currently
set at:
Current and Former Tenants:

3%

Current tenants:

2.5%

Former Tenants:

0.5%

We are striving to meet these targets but work is ongoing to ensure that tenants continue to meet their
responsibilities.
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General Activities
Membership

As at 31 March 2018, the Association’s membership stood at 56. Anyone aged 18 and over is eligible to join
and tenants can become members at 16.

Shareholder

Pay £1.00 and join the Association. This allows you to attend our Annual General Meeting where you can be
nominated to join the Committee.
We are happy to make any of our information available in other formats and languages. If you need this
information in Braille, on audio tape, in large print or in a different language, please let us know. We will also
be happy to arrange a sign or language interpreter on request. If you need any more help or advice, our staff
will be happy to help.

Management Committee

Join our dedicated Committee and help make a real difference to people’s lives. Just a few hours spent once
or twice a month to attend meetings.

Training and Staff Development

The Association is committed to staff training and development and during the year, Staff attended a number of
training courses and seminars all of which are directly relevant to the Association’s business objectives.

Website Development
The Association’s website is currently undergoing refurbishment and our address has changed to:

www.faifleyha.co.uk
Housing Applicants can download an application form to complete and return to us and existing tenants can
report repairs through the website. There is also a ‘Contact Us’ pro-forma available for anyone to use.
We will continue to populate our site with all appropriate materials to allow us to engage with our service users.

GARDEN COMPETITION WINNERS
Every year the Association holds a Garden competition and our winners for 2017/2018 are as follows:

1ST PLACE:
Mrs Halpin
Fullers Gate

2ND PLACE:
Mr & Mrs Fitzpatrick
Abbeylands Road

3RD PLACE:
Mr & Mrs Clougherty
Lennox Drive
A huge congratulations to our winners.
All winners received vouchers to spend in B&Q.
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FINANCIAL PERFORMANCE 2017/2018
In the year to 31 March 2018, The Association’s turnover was £1,863,870 and a surplus of £412,368 was
recorded increasing our reserves to £4,305,920.
The Association’s main source of Income is rent from its 332 properties which raised £1,358,889 in the year
to 31 March 2018.
The Association’s main areas of expenditure remain as the Management and Maintenance of our Housing
Stock which cost £781,796 in the year, whilst depreciation charges amounted to £585,380.
In addition, interest payments on long term loans cost £73,418 in the year.

The graphs shown give a breakdown of the Associations Income & Expenditure for year 2017/2018.

PERFORMANCE TARGETS 2017/2018
INDICATOR

TARGET

Average number of hours taken to complete
Emergency repairs

Complete all Emergency repairs within 6 hours

Average length of time taken to complete
non-emergency repairs

Complete all non-emergency repairs within 3 – 10 working
days

% of reactive repairs completed Right first time

Complete 100% of reactive repairs right first time

% of properties that had a gas safety check
within 12 months of the previous anniversary
date

Complete 100% of gas safety checks and provide CP12
certificate within 12 months of the anniversary date

% of anti-social behaviour cases which were
resolved within agreed targets

Respond to all reported Anti-Social behaviour cases within
agreed targets: Category A – 24 hours
Category B – 3 days Category C – 5 days

Average time to re-let properties

Re-let all void properties within an average of 15 working days

% of approved applications for medical
adaptations completed during the year

Complete 100% of all medical adaptations received

Rent collected as a % of total rent due in the
year

Collect 100% of total rent due for the year

Gross rent arrears as a % of rent due

Restrict gross rent arrears to 3%

% of rent lost through properties being empty
during the year

Restrict void rent loss to 0.5%
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Management
Committee members
Jackie Lorimer.................................................................................. Chairperson

Staff Members

Robert King........................................................................... Vice Chairperson

Phil Burbidge....................................................................................................Director

Brenda Cameron................................................................................... Secretary

Janette Meechan........................................................Housing Manager

Megan Harrison..................................................................................... Treasurer

Teresa Jones............................................................................. Housing Officer

Paula Cardno................................................................................................. Member

Sharon Clark.......................................................................... Housing Officer

Dorothy Drennan..................................................................................... Member

Stuart McQueen.................................................. Maintenance Officer

Marion Benson............................................................................................ Member

David McCleary............................................ Maintenance Assistant

Rose McGachy.............................................................................................. Member

Anne Hay................................................................................ Cleaning Services

Rose Ferguson ............................................................................................ Member

Consultancy services

Jim Finn................................................................................................................... Member
Elaine McCabe .......................................................................................... Member

The following companies provide Consultancy
services to the Association:

Isobel McAuley ........................................................................................... Member

FMD Financial Services

Donations by the Association

Contacting the Association

During the year the Association made the
Following donations:

You can reach Faifley Housing Association
By any of the following methods:

Faifley Gala Day......................................................................................£100.00

Telephone: ........................................................................ 01389-877924

Faifley Community Council.....................................................£200.00

Fax:.............................................................................................. 01389-874521

Clydebank Boys Club.......................................................................£100.00

E-mail: ................................................. enquiry@faifleyha.co.uk

Professional Services:
Alexander Sloan – External Auditor
Quinn Internal Audit & Business Support Services –
Internal Auditor

Web:......................................................................www.faifleyha.co.uk
By post or visiting our office at:
Skypoint Centre, Lennox Drive, Faifley,
Clydebank, G81 5JY

