Annual Review 2013
working together – well rewarded

Breaking News...
Mrs Nanette Josephine Reid has
been awarded the British Empire
Medal in the 2014 Queen’s New Year’s
Honours list for voluntary service to Social
Housing in Scotland in Johnstone, Renfrewshire.

Spokesperson’s Review,
our 5th edition!

FLAIR Annual conference
June 2013
Glynhill Hotel Paisley

Welcome to our fifth annual report –
produced by FLAIR, the local
housing association network in
Renfrewshire and East Renfrewshire
– we hope you enjoy this update on
our work over the past year.
One of our main focuses this
year has been on reducing the
impact of the Government’s welfare
reform cuts, which we know impact
greatly on our tenants and
customers. We have increased the
level of support that we provide through a range of services
including welfare rights. Each association has increased the level
of staffing to allow us to help more tenants.
We have been successful at getting external funding to do this
– both through the Big Lottery and Scottish Legal Aid Board. This
means we can provide direct support to our tenants in areas such
as money advice, credit unions, energy advice and additional
support for vulnerable tenants.
This annual report provides more details about this and how
people can access assistance from us.
Over 2013/14 we have continued to work together, to provide
our committees and staff with focussed training and development.
Working this way helps us to use our staff resources more
effectively.
We have also worked jointly to deliver planned maintenance
works to our homes and landscaped areas. Again this has
provided savings to our tenants and customers.
We are focussing on keeping rents as low as possible – but
also on providing an excellent quality of service and investment in
your homes.
We are always seeking new people to work with us – whether
it is to attend an open day or to join one of our Committees.
Please contact your association to let us know what you think
about this report, or to get more information about getting
involved.

Nanette Reid, FLAIR Spokesperson
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Once more, we had a great turnout at the Glynhill Hotel on Friday
14th June 2013 for our 4th FLAIR annual conference. With over
80 attending, it was a great opportunity for staff, governing Board
members and tenant representatives to get together to network
and share thoughts and views on current events. The housing
environment continues to change at a pace, so talking to each
other at such an event is great for keeping up-to-date with
current topics and concerns. Welfare reform changes continue to
dominate our discussions and how we can help our customers
and prospective customers going forward was a useful focus for
the day.
FLAIR spokesperson, Nanette Reid of Linstone
Housing Association opened the conference and gave
a rousing introduction to the audience to set the
programme up for the day. Nanette is a great advocate
for the voluntary housing sector having spent many
years working to promote tenants interests and that of
FLAIR. Workshops took place on a range of topics
including good governance with consultant Jan Polley;
fuel advice and information from Glasgow Housing
Association’s Eveline McCafferty; what the ‘healthy
working lives’ success stories and benefits can bring to
staff and employers; and feedback from the recent
Regulator inspections held at Linstone and Paisley South
Housing Associations. These workshops were really well
attended, and the informal arrangements allowed a great
deal of interaction and useful discussion.
Later the whole conference heard an up-lifting story
Governa
from Steve White, the Chief Executive Officer of
Blackwood Housing Association and the work he had
undertaken to change the culture and working practices of the
Association. The conference was able to hear the hard work
undertaken by Steve and from a member of his management
team, into re-branding the Association and highlighting the need
for registered social landlords to adapt to our constantly
changing housing environment. The conference finished off on a
positive note with Ian Mclean, from Bridgewater Housing
Association, congratulating FLAIR on another successful
conference. He also thanked Kathleen and her team at Paisley
South for organising the event.

Workshop Lead
er – Kathleen Mc
Cutcheon
healthy workin
g lives
workshop lead
er –
Maria Osuji

ey
ance – Jan Poll

RTO Representa
tive – John Simp
son
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I-FLAIR procurement framework,
delivering our planned works programme
in year 2
The eight locally based housing
associations operating in East
Renfrewshire, Renfrewshire and Inverclyde,
continue to deliver their planned and
cyclical maintenance work by means of the
I-Flair framework agreement. Now entering
its third year of operation, the scope of the
work extends to almost 10,000 houses,
extending over a four year period.
By procuring this work in this way it is clear
that:
• Over time, the procurement process
has been found to be more efficient
and less demanding of staff resources.
• Procuring individual packages of work
is much simpler and the risks
associated with procurement are
reduced.

In October 2013, we re-negotiated all the
prices with the contractors and most of the
prices were held for the second successive
year. There were price variations for:
• Kitchens: reduced by about 8%
• Bathrooms: increased by almost 15%
• Gas servicing: increased by 2.7%
• Open space maintenance: increased
by 2.5%
In February 2014, we reviewed the
framework this far and agreed that we will
carry out some evaluation before
embarking on a new framework agreement
by January 2016. This means reviewing
how the operation of the contracts have
worked, and administering the new

procurement required. We will establish a
procurement strategy with costs and
allocate tasks by December 2014.
In January 2014, some joint working
has taken place between I-FLAIR and the
Quality and Efficiency Forum of housing
associations, a much larger club of 30
Scottish housing associations. We plan to
do some further comparison of costs
undertaken against the I-FLAIR contract to
establish how we are comparing in the
current economic climate on general value
for money.

• Although hard to qualify, all members
report that by procuring in greater
volume, economies of scale are
reflected in the prices established by
use of the framework.
The main headlines for 2013/14 include:
• Windows and doors: total value £800k
• Kitchens and bathrooms: total value
£1.569m
• Heating: total value £863k
• Gas servicing: total value £893k
• Open space maintenance: total value
£856k
The total value of work undertaken via the
I-Flair framework in 2013/14 was £5.407m,
with a cumulative value for years 1 and 2 of
£8.816m.

In 2013/14, I-Flair procured £1.569m for kitchens and bathrooms.
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Welfare Reform –
advice and
assistance
With the continuing changes
to welfare reform the services
provided by FLAIR to reduce
poverty, provide financial advice and
support our tenants through complex
financial challenges has continued to
grow and develop during the last year.
FLAIR received over £300,000
funding up until March 2015 to provide a
range of financial support including
welfare rights (as mentioned above),
energy advice, financial education and
support to those with mental health needs.
While this project is in its infancy, by
the end of March 2014 there were over
160 referrals and many successes
particularly in relation to energy advice
and support which has helped put more
money in the pocket of our tenants.
As far as the existing welfare rights
service goes there was almost 600
referrals to the service across FLAIR. This
managed to secure over £113,000 of
backdated housing benefit and over

The Tannahill
Centre

£100,000 other benefit gains.
One of the key roles of the Welfare
Rights service during the year was
assisting those affected by welfare reform
including the ‘bedroom tax’, changes
from DLA to PIP and Job Seekers
sanctions. We are fortunate that perhaps
the amount of discretionary housing
payment available to residents combined
with the delayed introduction of universal
credit has meant that the adverse impact
on our residents has not perhaps been
as bad as initially feared. However, we are
committed to ensuring that there are
support services available to residents to
assist them through difficult financial
circumstances.
The service continues to be invaluable
and customer satisfaction is extremely
positive about how the Welfare Rights
team can help. Advice can be given over
the phone, in person or via e-mail by
contacting welfarerights@linstone.co.uk
or alternatively by calling 01505 384100.

Linstone Housing
Association moves
to a new home

Providing a focus for
commercial and
community activities in
Ferguslie Park since 1995,
the 35,000sq foot centre
was transferred, following
extensive consultation in 2006 to a new
subsidiary of Ferguslie Park HA, called the
New Tannahill Centre Ltd. Despite the
considerable challenges eight years on the
transfer has been viewed as a significant
success.
The Centre has an excellent
Conference facility which is available for
hire at very reasonable rates. The groups
currently using the Centre are pre-school
childcare, groups engaging with older
people and disabled people, a Country &
Western group, a sewing group, and a
fishing group. In 2013 the Centre was
successful in receiving £180,000 from
Creative Scotland to transform the garden
area.
Further information on hall rates and
conference facilities can be obtained by
contacting Ferguslie Park HA or go to
www.tannahillcentre.weebly.com

After 15 years operating in what had
become a rundown shadow of a shopping
centre, Linstone moved into its new
premises in the heart of the Linwood Town
Centre in May 2014. This followed seven
months of construction and many years of
negotiations. Part funded by Tesco as part
of their regeneration of Linwood Town
Centre, Linstone moved into the wholly
owned, purpose built offices which will
meet the needs of the organisation and
their customers for many years to come.
The new location is 17 Bridge Street,
Linwood, Paisley, PA3 3DB and the contact
number remains the same 01505 382383.
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Opportunities for training and
employment

All FLAIR housing associations have been
involved in promoting opportunities for
training and employment for many years.
We offer a wide and varied range of ways
to help people gain valuable experience to
help them into the employment market. We
can offer a week’s placement in partnership
with our local secondary schools. Voluntary
placements can also be offered and
tailored to suit the needs of people at
College completing a qualification. Direct
requests from people wishing some
experience can also be considered.
We participate in other, more structure
and funded opportunities – for example,
Community Jobs Fund placements, either
in the office or out on-site, where
placement opportunities last for a minimum
of 6 months. We also offer recent
graduates an opportunity to gain some
experience in their field of experience
through the graduate internship
programme operated in both Renfrewshire
and East Renfrewshire. These are paid
internships, normally the living wage and
are temporary.
We have participated in partnership
with SHARE, a Glasgow training agency, in
offering qualified housing apprenticeships.
These last for 12 months, offer paid
employment and participants receive a
recognised qualifications in housing.
Where a paid placement is offered, we
pay the living wage rather than the
minimum wage. We provide a detailed
training programme and each position has
a dedicated supervisor, generally a member
of staff within each association. We also
promote other opportunities for
employment through recognised
recruitment agencies like Employers in
Voluntary Housing and through open
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FLAIR’s current trainees.

recruitment for posts within FLAIR.
Some of the positions that have been
offered in this past year include:
• Seven graduate interns for IT,
marketing, factoring, surveying and
housing.
• Three community jobs funded posts for
16-25 year olds in clerical posts.
• One voluntary placement within finance
where we offered one day per week to
a local person completing a finance
qualification with Reid Kerr College.
• One trainee from Glasgow Council of
Inclusive Living.
• One caretaking trainee.

• Two housing apprenticeship trainees
completed their training and both
moved on to housing association posts.
• Two local young people were given up
to eight weeks experience through East
Renfrewshire MP Jim Murphy’s
employment initiative matching up
young people with local employers.
These posts were both with Barrhead
HA and both volunteers progressed
onto community jobs funded posts
within FLAIR, through recruitment with
SCVO.

Big Lottery funding comes to East
Renfrewshire

Rena McGuire
receives Provost
Award

Barrhead Housing Association was pleased to announce that in December
2013 we received confirmation that our bid to the Support and Connect
fund had been successful with the award of £123,000. The result of a
partnership bid, Barrhead HA has established the Partnership Care East Renfrewshire
Project with partners East Renfrewshire Citizens Advice Bureau, Voluntary Action-East
Renfrewshire, Arklet HA, and East Renfrewshire Credit Union. The project brings four
part-time posts to the area to help 250 customers, faced with welfare changes, and to
provide advice on energy efficiency. During early 2014 the following four posts were
recruited and are now in place for a 15 month period:
• Income Sustainment and Welfare Advisor, Jen Wearing (based at BHA’s office)
• Energy Advisor, Amanda Kean (based at BHA’s office)
• Welfare Disability Champion, Rose Craig (based at CAB)
• Project Co-ordinator, Ken Robertson (based at Voluntary Action)

Left to right: Shirley Robison, Anne Kidd, Teresa O’Hara, and Maureen Patterson.

East Renfrewshire Council’s Provost
Carmichael presented Rena’s award last
December 2013 at the Council’s
headquarters in Giffnock in front of the
whole Cabinet and invited guests. He said:
“As Provost of East Renfrewshire Council, I
meet extraordinary people every week. It is
the part of the Provost role that I
appreciate most and it is a humbling
experience. I meet people who quietly go
about their business and quite literally,
transform lives. This is the first year of the
Provost’s Award, and it’s time for us to say
a thank you.
With that in mind, no one could be a
more deserving recipient of the inaugural
Provost Award than Ms Rena McGuire – a
lady who is a true example of the heart that
is East Renfrewshire”. Of the award, Rena
said: “I am overwhelmed. I just go about
my business and try to make a difference –
no more than lots of people just like me
throughout East Renfrewshire. Thank you
to Councillor Tommy Reilly for the
nomination and to the support from East
Renfrewshire Council, which is very much
appreciated”.
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Care & Repair Services – Renfrewshire
and East Renfrewshire

At the end of April 2014, Bridgewater
Housing Association was 17 months into
the three year contract. Working with
Renfrewshire and East Renfrewshire
Councils we deliver the services of Care &
Repair Renfrewshire along with the Change
Fund Handyperson service in Renfrewshire
which runs in tandem with this contract.
We are currently ahead of target in all areas
of work and we are confident all targets will
be met within the contractual period.
Despite the challenges of fulfilling the
terms of the contract, Care & Repair have
continued to participate in and deliver
additional services and initiatives including
Lighting the Way, Let’s Be Clear@800,
boiler referrals, free smoke alarm
installations, telecare removals and East
Renfrewshire’s Small Repairs and
Handyperson Review.
The table opposite summarises the
2013/14 statistics.

The Bridgewater Care and Repair Services team.

RENFREWSHIRE
Description
Repairs

Completions

Council Grants Private Finance

Total Value

0

–

–

–

Adaptations

114

£360,215.09

£90,472.91

£450,688.00

Small repairs

1,782

–

£2,778.34

£2,778.34

Handyperson*

969

–

£278.03

£278.03

Advice cases

338

–

–

–

3,203

£360,215.09

£93,529.28

£453,744.37

Total

EAST RENFREWSHIRE
Description

Andy Crockard of the Bridgewater Care and
Repair Services team.
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Completions

Council Grants Private Finance

Total Value

Repairs

1

–

£1,188.00

£1,188.00

Adaptations

61

£247,064.45

£110,489.97

£357,554.42

Small repairs

1,251

–

£1,207.62

£1,207.62

Handyperson

1,082

–

£108.94

£108.94

Advice cases

310

–

–

–

Total

2,705

£247,064.45

£112,994.53

£360,058.98

Combined Total

5,908

£607,279.54

£206,523.81

£813,803.35

Community
Regeneration
Impact Arts
Working in partnership with
community art organisation,
Impact Arts, Barrhead Housing
Association is pleased that
Scottish Government People
and Communities funding is
now in place for a young
person’s employability project called
Creative Pathways. Offering four days of
training per week in blocks of 18, 30 young
people aged 16-25 years, will work with
fully qualified staff on a range of skills
including fashion design and up-cycling
clothing as well as furniture/product design
and up-cycling furniture. Each applicant
who completes the programme will receive
level 3 SQA employability award and help
to identify further training, education and
employment. The project will be based at
the Robertson
Street Skills
Academy in
partnership with
West College
Scotland. The
project is
overseen by a
steering group
including East
Renfrewshie
Council, DWP and
Skills Development
Scotland. Taster
workshops kicked
on in January 2014
with the full new programme going ahead
from late June 2014 until end of March
2015.

Youth employment taster workshops undertaken at the Skills Academy,
Barrhead, in partnership with West College Scotland.
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Residents satisfaction survey 2013/14

Almost 3,000 tenants were consulted on behalf of Barrhead,
Bridgewater, Ferguslie Park, Linstone, Paisley South, and
Williamsburgh Housing Associations in the 2013/14 FLAIR tenant
satisfaction survey. These results will go forward into the first Social

Housing Charter submission to the Scottish
Housing Regulator in May 2014.
A sample of the survey results are
set out below.

Tenant Satisfaction Survey 2013/14
Category
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Barrhead

Bridgewater Ferguslie Park

Linstone

Paisley South Williamsburgh

FLAIR Avge

How satisfied are
you with the overall
services provided
by your landlord?

95%

89%

95%

85%

90%

86%

90%

Keeping you informed
about services and
decisions?

99%

92%

98%

91%

94%

90%

94%

Opportunities to
participate in the
decision making
process?

59%

70%

71%

70%

63%

72%

68%

The last time you
reported a repair,
how satisfied were
you with the service
provided?

93%

82%

92%

74%

78%

84%

84%

The quality of your
home?

91%

90%

88%

79%

79%

89%

86%

The standard of your
home when you
moved in within the
last 12 months?

82%

90%

63%

77%

83%

78%

79%

The value for money
represented by your
rent?

51%

62%

44%

55%

53%

77%

57%

The landlord’s overall
management of the
neighbourhood you
live in?

79%

90%

92%

86%

92%

76%

86%

Benchmarking information to 31.03.13
How well do we perform?

Given our close working relationship, FLAIR members can learn from
one another. Nowhere is this better illustrated than in benchmarking,
where we share information on performance and highlight good
working practices.
Key Performance Indicators 2012/13
Category

Barrhead

Properties

889

863

785

1568

1207

1633

Committee members

11

11

9

14

12

12

18.7

22

15

30

24.5

29.5

Working days lost (staff illness)

0.81%

10.4%

1.2%

2.5%

5.1%

6.04%

% satisfied tenants (last survey)

97%

94%

99%

92.2%

95%

97%

81

30

n/a

n/a

84

n/a

3.2%

3%

4%

3.7%

4.1%

3.2%

£71.59

£76.26

£73.27

£67.07

£68.75

£64.62

Void rent loss

0.3%

0.9%

0.6%

2.7%

0.6%

1.0%

Total rent arrears (ex HB)

3.1%

1.9%

5.5%

4.5%

5.2%

5.4%

Current rent arrears (ex HB)

1.9%

1.6%

4.1%

3.4%

3.8%

3.9%

Housing benefit: full

46.1%

42%

54.8%

44.9%

41.3%

46.5%

Housing benefit: partial

11.9%

23%

20%

18.1%

18.7%

15%

87

76

78

175

192

166

18.4%

33%

14.3%

16%

14.6%

26.4%

88.2%

91%

90%

85.4%

83.8%

86.4%

12

27

19

67

11

32

Repairs processed per year

2700

3463

3781

5320

5155

5640

Emergency repairs on time

652/100%

446/94%

101/100%

782/98.1%

195/99%

181/100%

Non emergency repairs (days)

3

6

3

5

4

3

% of repair appointments kept

95.7%

n/a

n/a

84%

93.7%

99.8%

0%

3%

11.9%

6.3%

21.2%

0.7%

100%

99.9%

100%

99%

94.9%

100%

203

2677

0

495

301

564

Staff members

Complaints – new SPSO
Average rent increase
Average weekly secure rent

Re-lets in year
% of homeless re-housed
% of tenancies sustained

(over 12 months)

Average days to re-let a property

% of stock failing SHQS
% with valid gas certificate
Factored properties

Bridgewater Ferguslie Park

Linstone

Paisley South Williamsburgh
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60-70 Main Street, Barrhead,
East Renfrewshire G78 1SB
T: 0141 881 0638
E: enquiries@barrheadha.org
W: www.barrheadha.org
Charity No: SC036265

Ralston House, Cyril Street,
Paisley PA1 1RW
T: 0141 887 8613
E: admin@williamsburghha.co.uk
W: www.williamsburghha.co.uk
Charity No: SC035350

1st Floor, Bridgewater Shopping
Centre, Erskine PA8 7AA
T: 0141 812 2237
E: enquiries@bridgewaterha.org.uk
W: www.bridgewaterha.org.uk
Charity No. SC035819

64 Espedair Street,
Paisley PA2 6RW
T: 0141 889 7105
E: admin@psha.org.uk
W: www.psha.org.uk
Charity No: SC035589

17 Bridge Street, Linwood,
Paisley PA3 3DB
T: 01505 382383
E: general@linstone.co.uk
W: www.linstone.co.uk
Charity No. SC027454

Tannahill Centre, 76 Blackstoun
Road, Paisley PA3 1NT
T: 0141 887 4053
E: admin@fpha.org.uk
W: www.fpha.org.uk
Charity No: SC034893
If you would like to find out more
details or information on FLAIR
please contact:
Barrhead Housing Association
60-70 Main Street, Barrhead,
East Renfrewshire G78 1SB
T: 0141 881 0638
E: enquiries@barrheadha.org

Design: Melville Design Associates • 0141 637 8594

flair = community regeneration • community work • arts • employability

