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Introduction

“Making you feel at home’’

Welcome to our Report on the 
Charter for the financial year 
2019/20, my third report to you 
as Chairperson. 2019/20 was 
another successful year for the 
Association, with a focus on 
continuous improvement.  We 
also put preparations in place 
for Freedom of Information (FOI) 
Legislation which was extended 
to Associations in November 
2019. 

I am again struck by how busy both the 
Board and our staff have been over the 
past year.  The Board revisited its business 
plan and future direction, reviewed its 
mission, vision, values and objectives and 
importantly also considered the future in 
terms of other options which might be 
available to the Association.  The Board 
concluded that the circumstances were 
such that the Association was strong both 
financially and in terms of the services it 
delivered to tenants and other customers.   
The Board tested this conclusion with its 
members andoverwhelmingly members 
agreed  that the Association should remain 
an independent organisation but build on 
its already mature partnerships with other 
Associations. 

The start of 2020 began with news of a 
Coronavirus outbreak at the other end of 
the world in China. Little did we know that it 
would develop into a global pandemic and 
strike our shores significantly impacting on all 
of our lives. I am reassured that we finished 
the financial year with continued strong 
performance in terms of our Key Performance 
Indicators (KPI’s) and remain in a healthy 
financial position. These factors reinforced 
the Association resilience and ability to 

actively respond to the Covid-19 
emergency by maintain service 
delivery and quickly support our 
tenants and owner occupiers.

As a Community Anchor 
Organisation, Bridgewater’s 
application to the Scottish 
Government’s Supporting 
Communities Funding was 
successful with an award 
of £45,000. The community 
emergency response to the 

Covid-19 pandemic has been achieved 
through our partnership with Community 
Action Erskine (CAE) now EBI Unites and 
their hard work together with over 60 local 
volunteers they recruited. The majority of 
the funding has been provided to CAE/EBI 
Unites to support the provision of emergency 
food parcels and other support to tenants 
and owner occupiers. EBI Unites has done 
an amazing job managing the distribution 
of over 20,000 food parcels, over 8000 
soup and puddings and the provision of 
other types of support to tenants and owner 
occupiers within Erskine, Bishopton and 
Inchinnan. They effectively co-ordinated the 
activities of local organisations and groups 
with the aim of avoiding duplication of effort 
and getting the necessary help and support 
to individuals and families in need. 

I would like to record my thanks to the Board 
and the staff for this level of performance. 

I don’t doubt that 2020/21 will be as 
challenging, however, I am confident that 
the Association can adapt and respond 
effectively.

Alastair Morris
Chair
December 20
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The Charter aims to help improve the quality and value of 
the services that social landlords provide and supports the 
Scottish Government’s long-term aim of creating a safer 
and stronger Scotland.

This report has been designed to show the progress 
of Bridgewater Housing Association in achieving the 

standards and outcomes included within the Charter. It 
was developed in consultation with the Scottish Housing 
Regulator, tenants, representative bodies, homeless 
people, other stakeholders and social landlords. It took 
effect from 1 April 2012 following the approval of the 
Housing (Scotland) Act 2010.  

Our Draft Business Plan aims to ensure that the 
programme of continuous improvement is implemented 
effectively to support the excellent services that our 
customers are used to.  To achieve this our Board 
established a set of strategic objectives, underpinned by 
clear delivery plans over the life of the plan.  

These reflected the opportunities and threats in the 
evolving external environment in which we operated during 
the development of the plan and the internal strengths and 
weaknesses of the Association.  Although, some of the 
plan will be reviewed to take account of the impact of the 
pandemic, it is unlikely that our strategy will change. 

1. Manage and maintain high quality, affordable 
homes and services

2. Deliver a quality value for money customer 
experience in partnership with customers

3. Protect and enhance the value of the environment.

4. Invest in our staff and our Board

5. Exploit collaborative opportunities for improvement 
and growth

6. Demonstrate strong, sustainable and effective 
strategic governance and financial control

What is the Scottish Social Housing Charter 
and what does it mean for our tenants?

The Association wants to be a customer focussed 
organisation which delivers the best affordable housing 

and services to people who need them most.

OUR VISION, MISSION, VALUES AND OBJECTIVES
And that our mission is to: 

Get It Right for 
Every Customer.

Our values are:

The Scottish Social Housing Charter sets the standards and outcomes that all social landlords 
should be achieving for tenants and other customers through their housing activities.

We are committed to providing 
quality, not just in the homes we 
build and maintain but also the 

services that we deliver.  We believe 
that our customers want excellent 
homes and environments, value 

for money and a good experience 
when dealing with their landlord 

and we aim to deliver this, in 
partnership with them.

Doing what 
matters 

most, with 
and for, our 
customers.

Putting 
customers 

first

Getting it 
right first  

time

We believe that this should permeate everything 
that we do, whether it’s in procuring the best 

repairs and maintenance contracts or redesigning 
a service to better meet our customers’ needs 
or removing the obstacles which prevent us 

from doing what they want.  Our Board, as the 
Governing Body and our Leadership Team will 

provide strong leadership and oversight, ensuring 
tenants and other customers are protected and at 

the forefront of all that we do.

We will ensure a consistent 
approach to service delivery 
and strive to make sure that 
our customers experience 
is a “one stop” one. This 

means delivering excellent 
customer service which we 
can be proud of and that 
our customers can expect 

as a matter of course.

The Association has developed an action plan around these six strategic objectives and monitors its actions and 
outcomes on a regular basis.
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The Charter clearly 
states what tenants 
and other customers 
can expect from social 
landlords and helps 
them hold landlords to 
account.  It encourages 
landlords to focus their 
efforts on achieving 
outcomes that matter 
to their tenants and 
give tenants and 
other customers more 
opportunities to be part of the decision making processes 
and to help review, scrutinise and shape their services for 
the benefit of all tenants and customers.

The Charter was reviewed in 2016 and the outcome of this 
review process was some amendments to the Charter. 
These were approved by the Scottish Parliament in 
February 2017 with the new amended charter taking effect 
from 1 April 2017.  The review process was undertaken by 
the Scottish Government, (the original legislation required 
a review within 5 years), in consultation with tenants and 
other stakeholders.  The changes to the Charter were 
largely about fine-tuning the original charter and can be 
summarised as follows.

• Adding a requirement that landlords should meet 
the Energy Efficiency Standard for Social Housing by 
December 2020.

• Amending the neighbourhood and community outcome 
to recognise more explicitly that meeting this outcome 
requires landlords to work with other agencies to 
achieve it.

• Strengthen the Gypsies/Travellers outcome by adding 
that local councils and registered social landlords with 
responsibility for managing sites meet the minimum 
standards set in guidance issued by the Scottish 
Government issued in May 2016.

Requirements of the Charter.

One of the requirements of the Charter is that social 
landlords publish our compliance with the standards and 
outcomes within the Charter, on an annual basis.  You will 
receive this report, or something similar, each year around 
October, following the publication of the Annual Report on 
the Charter information by the Scottish Housing Regulator in 
August each year.  Also regular updates on performance will 
be provided in our newsletter and posted on our Web site. 

The Scottish Housing Regulator extended the deadline 
for publication of the ARC report to November this year 
because of the pandemic.

The Charter contains a total of 16 outcomes and standards 
against which the Scottish Housing Regulator will assess 
all social landlords annually.  Bridgewater is measured 
against 14 of the 16 outcomes as outcomes 12 and 16 
which relate to homelessness and the management of 
sites for Gypsies/Travellers respectively, only apply to local 
authorities.

The outcomes are as follows:

Customer/Landlord Relationship
1.  Equalities 
2.  Communication 
3.  Participation

Housing Quality and Maintenance
4.  Quality of Housing
5.  Repairs, Maintenance and Improvements

Neighbourhood and Community
6.  Estate Management, Anti-social Behaviour,  
 Neighbour nuisance and Tenancy Disputes

Access to Housing and Support
7.  Housing Options
8.  Housing Options
9.  Housing Options
10.  Access to Social Housing
11.  Tenancy Sustainment

Getting Good Value from Rents and 
Service Charges
13.  Value for Money
14.  Rents and Service Charges
15.  Rents and Service Charges

How Can You Get Involved?
We changed the format of the report from A5 to A4 size 
and have introduced some colourful graphics to present 
our performance information. It is important that the 
information we give you is clear and in the right format. We 
would welcome your feedback and any suggestions you 
may have on the report. You can write to us, telephone or 
email at admin@bridgewaterha.org.uk.

Why is the Charter important?
• It puts a focus on quality of service and tenants 

experiences.
• Defines what’s important to tenants.
• States in clear and plain language what landlords should 

be delivering for their tenants and customers
• Gives a renewed focus on tenant participation

How will the Charter do this?
• The charter tells you what you can expect from 

Bridgewater Housing Association
• The Charter tells Bridgewater to ask YOU what is 

important to you
• The Charter helps the Scottish Housing Regulator and 

you to measure the standard of services provided by 
Bridgewater Housing Association against other similar 
Associations
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Homes and rents
At 31 March 2020 your landlord owned 846 homes. The total rent due to your landlord for 
the year was £4,157,983. Your landlord increased its weekly rent on average by 2.0% from 
the previous year.

Average weekly rents

Stock by area and type

Average rents

Scottish Housing Regulator’s Landlord report
How your landlord told us it performed in 2019/2020.
Bridgewater Housing Association Ltd

Our role is to protect the interests of tenants and other people who use the services of social 
landlords. The Scottish Social Housing Charter sets out the standards and outcomes that 
landlords should achieve. Each year, we require your landlord to report on its performance 
against the Charter. We asked tenants to tell us what matters most when it comes to their 
landlords performance. Here is how your landlord performed in those areas in 2019/2020.

Size of home Number owned Your landlord Scottish average Difference

38%

26%

36%
North Barr

Bargarran

Park Mains Houses - 485 Tenement - 333 

4 in a block - 16 Other flat/ 
maisonette - 12

 1 apartment 2 £50.65 £73.47  -31.1%

 2 apartment 242 £90.04 £78.65 14.5%

 3 apartment 356 £94.25 £82.26 14.6%

 4 apartment 151          £98.04 £89.76 9.2%

 5 apartment 95 £108.07 £98.69 9.5%



Of the tenants who responded to your landlords most recent tenant satisfaction survey:

Tenant satisfaction

Quality and maintenance of homes
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94% said they were satisfied 
with the overall service it 
provided, compared to the 
Scottish average of 89.2%.

95.3% felt that your landlord 
was good at keeping them 
informed about its services 

and outcomes compared to the 
Scottish average of 92.0%.

83.1% of tenants were satisfied 
with the opportunities to 

participate in your landlord’s 
decision making, compared to 
the Scottish average of 87.2%.

97.4% of your landlord’s homes 
met the Scottish Housing 

Quality Standard compared to 
the Scottish average of 94.4%.

The average time your landlord 
took to complete emergency 

repairs was 1.6 hours, 
compared to the Scottish 

average of 3.6 hours.

The average time your landlord 
took to complete non-

emergency repairs was 6.4 
days, compared to the Scottish 

average of 6.4 days.

Your landlord does 
not operate a repairs 
appointment system. 

Your landlord completed 87.0% 
of reactive repairs “right first 
time” compared to the Scottish 

average of 92.4%.

93.2% of tenants who had repairs 
or maintenance carried out were 
satisfied with the service they 

received, compared to the Scottish 
average of 91.3%

Neighbourhoods

85.0% of these cases were resolved 
within targets agreed locally, compared 

to the Scottish figure of 94.1%.

85.0%

94% 95.3% 83.1%

97.4%

87.0% 93.2%

N/A

1.6hrs 6.4 
days
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OUTCOME 1: Equalities

Value for money

99.8% 0.8% 31.5 days
The amount of money your 

landlord collected for current 
and past rent was equal to 

99.8% of the total rent it was 
due in the year, compared to 

the Scottish average of 99.3%.

It did not collect 0.8% of rent 
due because homes were 
empty, compared to the 
Scottish average of 1.2%.

It took an average of 31.5 days 
to re-let homes, compared to 

the Scottish average of 31.8 
days.

Social Landlords perform all aspects of their housing 
services so that every tenant and other customer has 
their individual needs recognised, is treated fairly 
and with respect, and receives access to housing and 
housing services.

This outcome describes what social landlords, by 
complying with equalities legislation, should achieve for all 
tenants and other customers regardless of age, disability, 
gender reassignment, marriage and civil partnership, race, 
religion or belief, sex or sexual orientation.  It includes 
landlord’s responsibility for finding ways of understanding 
the rights and needs of different customers and delivering 
services that recognise and meet these.

The Association recognises its statutory responsibility 
to treat everyone fairly and equally and is committed to 
meeting its statutory obligations, but more than this, we 
are focussed on making sure that nothing that we do 
disadvantages any community or anyone, regardless 
of who they are.  The Association has signed up to the 
Chartered Institute of Housing’s Equalities Charter and has 
adopted a plan to implement changes to the way we do 
things.  In this respect we try to ensure that:

• Equality and diversity is driven from the top

• Equality and diversity informs our business planning

• Equality and diversity shapes our organisational culture

• We involve our customers in shaping and scrutinising 
services

• We represent the communities which we serve

• We support the communities which we serve 

• From a practical point of view our office is wheelchair 
accessible and have hearing loops to assist sensory 
impaired customers.

• We work in partnership with other agencies to provide 
support to tenants with particular needs

• We provide accommodation and support services for 
older people 

• We provide accommodation and services for people 
with particular needs

• We invest substantial amounts of our own and grant 
money in adapting properties so that they are more 
suitable for people with particular needs

• We provide the Care and Repair Service on behalf of 
Renfrewshire and East Renfrewshire Councils which 
aims to help older and disabled owner occupiers live 
longer in their own homes

• For customers where English is not their first language, 
we are committed to working with translation services 
when needed.



9“Making you feel at home’’

OUTCOME 2: Communication

95.3% of our tenants think that we are good at keeping them informed about their 
services and outcomes.

92.0%

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

Scottish 
Average

% of tenants who felt that their landlord was good at keeping them informed about their services and outcomes.

95.3% 98.1% 100% 98.4% 93.6% 97.3%

Social Landlords manage their business so 
that tenants and other customers find it easy 
to communicate with their landlord and get the 
information they need about their landlord, how and 
why it makes decisions and the services it provides.

This outcome covers all aspects of landlord’s 
communication with tenants and other customers.  This 
could include making use of new technologies such as 
web-based tenancy management systems and smart 
phone applications.  It is not just about how clearly and 
effectively a landlord gives information to those who want 
it.  It also covers making it easy for tenants and other 
customers to make complaints and provide feedback on 
services, using that information to improve services and 
performance and letting people know what they have 
done in response to complaints and feedback.  It does not 
require landlords to provide legally protected, personal or 
commercial information.

We continue to believe that good communication with 
our customers is essential and that it is the platform 

which helps us build effective involvement of tenants and 
residents.  How can people engage with us if they don’t 
have the right information and in the right format in order to 
do it effectively. Consequently we use a number of different 
ways to provide information to our customers.

• Web site /Facebook

• Newsletter

• Reception Area TV

• Telephone

• Calling in to the office

• Home visits

• E mail

• Text 

• Letter

In our last Customer Satisfaction Survey, almost everyone 
we asked told us that we were good at keeping them 
informed.
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Social Landlords manage their business so that 
tenants and other customers find it easy to participate 
in and influence their landlords decisions at a level 
they feel comfortable with.

This outcome describes what landlords should achieve 
by meeting their statutory duties on tenant participation. 
It covers how social landlords gather and take account of 
the views and priorities of their tenants, other customers, 
and bodies representing them such as registered tenant 
organisation; how they shape their services to reflect these 
views; and how they help tenants, and other customers 
and bodies representing them such as registered tenant 

organisations to become more capable of involvement – 
this could include supporting them to scrutinise landlord 
services.

Engaging with our customers is crucial to the success 
of our business and particularly when people, may lack 
confidence to come forward and join in and talk to us.  
Our staff are committed to building positive professional 
relationships with our customers in order to make it easier 
for them to engage with us in a variety of different ways and 
get involved in what we do.  This is no more evident in the 
composition of our voluntary Board members, all of whom 
are either local to Erskine or Bishopton.

OUTCOME 3: Participation

% of tenants satisfied with the overall service

94.0% of Bridgewater tenants satisfied with the overall service provided by the 
Association.

83.1% of tenants are satisfied with the opportunity to participate in Bridgewater’s 
decision making

While there is room for improvement, the outcome is still positive and the number of people who are satisfied, overall 
with the service they receive from Bridgewater, where less than 6% of people were not satisfied.

% of tenants are satisfied with the opportunity to participate in Bridgewater’s decision making

87.2%

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

Scottish 
Average

83.1% 99.0% 99.3% 96.8% 93.1% 98.5%

89.2%

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

Scottish 
Average

94.0% 93.3% 94.8% 87.3% 87.0% 89.7%
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Social landlords manage their business so that 
tenant’s homes, as a minimum meet the Scottish 
Housing Quality Standard (SHQS) when they are 
allocated; are always clean, tidy and in a good state of 
repair; and also meet the Energy Efficiency Standard 
for Social Housing (EESSH) by December 2020.

This outcome describes what landlords should be 
achieving in all their properties.  It covers all properties 
that social landlords let, unless a particular property does 
not have to meet part of the standard.  If, for social or 
technical reasons, landlords cannot meet any part of these 
standards, they should regularly review the situation and 

ensure they make improvements as soon as possible.

The Association’s tenants consistently rate the Association 
highly when it comes to the quality of their home and for 
that matter their neighbourhood.  We believe that this 
reflects the high levels of investment in our housing stock 
and the commitment to maintain the environment in Erskine 
to the highest possible standard.  The investment that we 
make in hour housing is not just important from the point 
of view of customer satisfaction, it is also important from 
the point of view of the government who introduced the 
Scottish Housing Quality Standard which the Association is 
obliged to meet.

By 2017, the Association was expected to meet and maintain 100% SHQS compliance and we are very proud of the 
fact that we nearly achieved 100%.  The 3% which we didn’t manage to achieve are due to properties where it is 
physically impossible to meet the standard or for other technical reasons or access problems.  This means that;

OUTCOME 4: Quality of Housing

% of homes meeting the SHQS

In addition the new Energy Efficiency Standard for Social 
Housing, EESSH sets new targets for 2020 and 2050.  We 
reported on the EESSH to the Regulator for the first time in 
our 15/16 return.  EESSH means that we need an energy 
rating for every home that we own.  We currently complete 

an energy performance certificate or EPC for each void 
property and over the last year, have been completing 
EPCs for all properties.  This will continue into 2020/21. 
89% of homes meeting the new EESSH standard

97.4% of homes meeting the SHQS

94.4%

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

Scottish 
Average

97.4% 100% 99.8% 78.2% 98.5% 100%
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OUTCOME 5: Repairs, maintenance and improvements

Social landlords manage their business so that 
tenant’s homes are well maintained, with repairs and 
improvements carried out when required and tenants 
are given reasonable choices about when work is 
done.

This outcome describes how landlords should meet 
their statutory duties on repairs and provide repairs and 
maintenance and improvement services that safeguard the 
value of their assets and take account of the wishes and 
preferences of their tenants.  This could include setting 
repair priorities and timescales; setting repair standards 
such as getting repairs done right, on time, first time; 

and assessing tenant satisfaction with the quality of the 
services they receive.

It is no secret that 2017/18 was a particularly challenging 
time for Bridgewater’s repairs service.  Following the end 
of our last contract and a long term successful partnership 
with our previous contractor, and following a re-tendering 
exercise, the Association employed a new contractor to 
carry out our repairs and maintenance.  However this did 
not work out and the Association required to retender in 
18/19. This meant that tenants experienced a different 
service than they have been used to.

93.2% of tenants who had a repair carried out in the last 12 months satisfied with the 
repairs service

% of repairs completed right first time

92.4%

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

Scottish 
Average

87.0% 92.9% 98.2% 79.0% 83.9% 93.2%

% tenants who had a repair carried out in the last 12 months satisfied with the repairs service

91.3%

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

Scottish 
Average

93.2% 87.2% 92.8% 90.4% 84.3% 90.2%
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Social landlords, working in partnership with other 
agencies, help to ensure as far as reasonably 
possible that tenants and other customers live in 
well-maintained neighbourhoods where they feel 
safe.

This outcome covers a range of actions that social 
landlords can take on their own and in partnership with 
others.  It covers action to enforce tenancy conditions on 
estate management and neighbour nuisance, to resolve 
neighbour disputes, and to arrange to provide tenancy 
support where this is needed.  It also covers the role 
of landlords in working with others to tackle anti -social 
behaviour.

The Association is aware that it is not able to deal with 
anti-social behaviour whether minor or more serious on 
its own.  We either need to collaborate and negotiate with 
tenants and owners and or work in partnership with other 
agencies, such as Renfrewshire Council, the Police and 
others.  Thankfully the incidents of anti-social behaviour 
in Erskine which relate to people not getting on with their 
neighbours is very small and generally speaking we are 
able to encourage people sort out their differences without 
us getting too involved.  But sadly there are times when, 
as a landlord, we have to insist on people adhering to their 
tenancy agreement with us.

OUTCOME 6: Neighbourhood and Community

% of Anti-Social Behaviour cases resolved within local targets

Estate Management, anti-social behaviour, neighbour nuisance and 
tenancy disputes.

85% of Anti-Social Behaviour cases were resolved within local targets

94.1%

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

Scottish 
Average

85.0% 99.0% 85.6% 100% 99.2% 96.8%



14 “Making you feel at home’’

OUTCOME 7,8,9: Access to housing and support

2018/19 2019/20

Social landlords work together to ensure that people 
looking for housing get information that helps them 
make informed choices and decisions about the 
range of housing options available to them; tenants 
and people on housing lists can review their housing 
options; social landlords ensure that people at risk 
of losing their homes get advice on preventing 
homelessness.

These outcomes cover landlords’ duties to provide 
information to people looking for housing and advice for those 
at risk of becoming homeless.  This could include providing 
housing “health checks” for tenants and people on housing 
lists to help them review their options to move within the social 
housing sector or to another sector.

After some time in development, on the 1st May 2019 the 
Association introduced a Common Allocations Policy with 
Renfrewshire Council, Williamsburgh Housing Association, 
Linstone Housing Association and Paisley Housing 
Association for our general needs housing.  This policy 
mean that we work in more or less the same way, to make it 
easier for people to understand, although, there will be local 
variations.  We hoped that by doing this our customers get 
a better service and have a better understanding of how our 
policies work. There are separate Allocations Policies for 
our Sheltered Housing and Extra Care developments. We 
also carried out an annual review of our waiting list which will 
account for the high number of applications cancelled as  
applicants who did not confirm they wished to remain on the 
waiting list were removed.

Housing Options

These are details of how we managed the housing list during 2019/20 with the previous year as a comparison

Number of new applicants added to the housing list

Number of applicants on the list at the end of the year

Number of suspensions of applications

Applications cancelled

Number of homeless referrals received from the Council

278

785

5

76

11

213

524

1

482

14
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2018/19 2019/20

These are the lets we made during 2019/20 by source of let with the previous year as a comparison

Existing Tenants Transferring 

New housing list applicants

Mutual Exchanges

Lets from other sources

16

39

8

1

17

45

1

11

OUTCOME 10: Access to social housing

Social landlords ensure that people looking for 
housing find it easy to apply for the widest choice of 
social housing available and get the information they 
need on how the landlord allocates homes and on 
their prospects of being rehoused.

This outcome covers what social landlords can do to make 
it easy for people to apply for the widest choice of social 
housing that is available and suitable and that meets their 
needs.  It includes actions that social landlords can take 
on their own and in partnership with others, for example 
through Common Housing Registers or mutual exchange 
schemes, or through local information and advice 
schemes.

The Association is proactive in its approach to people 
who apply for housing to us.  We provide detailed advice 
about an applicant’s prospects of being rehoused by 
Bridgewater and if this is unlikely then we point people 
to what might be available with other neighbouring 

Associations.  Our application form is simple, easy to read 
and complete and we require only the absolute minimum 
of back up information from applicants.  We keep in touch 
with applicants and process changes in circumstances 
quickly so that there is no delay in making sure than an 
applicant’s changes of being selected are maximised.  
Our development programme over the past ten years has 
also meant that we have been able to extend the type of 
housing which is available in Erskine, particularly for frail 
elderly and by adding Extra Care housing to our portfolio.  
We have also built mainstream housing in order to increase 
the availability of family housing in Erskine too.

The Association is committed to preventing homelessness 
and ensuring that our customers at risk of losing their 
homes get the advice and support that they need.  Our 
Allocations policy gives priority to insecurity of tenure and 
we ensure that we comply with our statutory responsibilities 
to assist Renfrewshire Council in housing people who do 
not have a roof over their head.

We provided housing for 74 applicants during 2019/20
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OUTCOME 11: Tenancy sustainment

Social landlords ensure that tenants get the 
information they need on how to obtain support to 
remain in their home; and ensure suitable support is 
available, including services provided directly by the 
landlord ad by other organisations.

This outcome covers how landlords on their own, or in 
partnership with others, can help tenants who may need 
support to maintain their tenancy.  This includes tenants 
who may be at risk of falling in to arrears with their rent, and 
tenants who may need their home adapted to cope with 
age, disability, or caring responsibilities.

We believe that usually it is in everyone’s best interest to 
help tenants to stay in their homes through offering help to 
apply for benefits, assisting with adaptations to their homes 
or liaising with support agencies to make sure that where 
help is needed it is provided by the most appropriate 
agency.  

More and more of our work is centred around trying to 
ensure that our tenants are able to sustain their tenancy 
and keep their home.  We help tenants by offering 
them financial and energy advice and point them to 
other statutory and voluntary agencies who can provide 
particular types of support.  Our arrears management work 
is designed to help people who are in financial difficulty 
to obtain financial support and to manage their financial 
resources better. We provide a Welfare Benefits Advice 
Service and this is supplemented through our partnership 
with RAMH who provide Financial/ Budgeting advice. The 
service has been very successful in engaging tenants 
and helping people secure additional funds that they are 
entitled to.

Additionally our Improvement programme has also 
included a significant amount of work which is designed 
to make it easier for people to heat their homes and so 
save money on their fuel bills.  This has meant a significant 
investment in new cladding and in new heating systems.
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OUTCOME 13: Value for Money

Social landlords manage all aspects of their business 
so that tenants, owners and other customers receive 
services that provide continually improving value for 
the rent and other charges they pay.

This outcome covers the efficient and effective 
management of services.  It includes minimising the time 
houses are empty; managing arrears and all resources 
effectively; controlling costs; getting value out of contracts; 
giving better value for money by increasing the quality 
of services with minimum extra cost to tenants, owners 
and other customers; and involving tenants and other 
customers in monitoring and reviewing how landlords give 
value for money.

Assessing value for money is a big concern for all social 
landlords.  Bridgewater is a not for profit organisation.  
Our main source of income is from the rents we charge 
our tenants and we need to ensure that every penny that 
they pay to us is working effectively to provide the best 
possible services.  It also means being innovative by 
identifying initiatives to achieve efficiencies, explore funding 
opportunities, “making extra money” and managing our 
finances.

• During 2019/20 we secured an interest free loan of 
£500,000 from the Scottish Government for the supply 
and installation of fire safety equipment in our properties. 
This loan will be paid off in 5 years. 

• At present our bank loan interest rates are at a historic 
low.  Our actual loan interest payments were £42,150 
lower than anticipated in our Budget for the year 
2019/20. 

• We were successful in obtaining a grant from Cycling 
Scotland amounting to £17,000 in the year to provide 
bike shelters in the Barholm development.

• £180,000 was saved as a result of particularly keen 
pricing of the kitchen and boiler replacement contracts 
in the year.

• Insurances were re-tendered in 2018-19 and savings 
were made in the first year of the contract amounting to 
£31,000.

• Most of our investment work is procured through a 
Framework which provides economies of scale.

• The Association continues to provide Care and Repair 
services to Renfrewshire and East Renfrewshire Councils 
and in 2019 won the contract to provide services to 
Inverclyde Council.  The service is designed to provide 
repairs and adaptations to older and disabled owner 
occupiers. In Inverclyde a membership scheme was 
in place and income in relation to this amounted to 
£10,000 for the year.

• Care and Repair also received income in the year for the 
installation of grab rails for owner occupiers in Inverclyde 
amounting to £9,000

• Income from providing IT services to other Housing 
Associations in the year amounted to £6,000.

• The Association received Grant funding for tenant 
medical adaptations in the year amounting to £28,000

In our most recent survey we talked to 343 of our tenants

86% of tenants said that they feel the rent for their property represents good value 
for money

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

86% 92% 84% 89% 79% 86%

% of tenants who feel rent for property represents good value for money
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Getting good value from and rents and service charges also relates to how efficient and effective Associations are at 
obtaining the money that is owed to them and how effective they are at making sure that money is not lost through 
inefficient practices.

% of rent lost due to properties being empty

% of gross rent arrears

Bridgewater 
HA

Williamsburgh 
HA

Paisley HA Linstone 
Housing

Barrhead HA Ferguslie Park 
HA

Scottish 
Average

5.73% 4.44% n/a2.16% 2.58% 5.08% 2.88%
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OUTCOME 14 AND 15: Rents and service charges

Social landlords set rents and service charges in 
consultation with their tenants and other customers 
so that a balance is struck between the level of 
services provided, the cost of the services, and how 
far current and prospective tenants and service users 
can afford them; tenants get clear information on how 
rent and other money is spent, including details of 
any individual items of expenditure above thresholds 
agreed between the landlords and tenants.

These outcomes reflect a landlord’s legal duty to consult 
tenants about rent setting; the importance of taking 
account of what current and prospective tenants and 
other customers are likely to be able to afford; and the 
importance that many tenants place on being able to find 
out how their money is spent.  For local councils, this 

includes meeting the Scottish Government’s guidance on 
housing revenue accounts.  Each landlord must decide, 
in discussion with tenants and other customer, whether to 
publish information about expenditure above a particular 
level, and in what form and detail.  What matters is that 
discussions take place and the decisions made reflect the 
views of tenants and other customers.

The Association consults extensively with its tenants each 
year prior to increasing rents and service charges in March.  
Over 240 tenants were contacted (at random) by Research 
Resource Ltd to find out their views on our proposal of 
a 2.5% increase in rents for 2020/21.  The results of the 
survey can be found on our website at www.bridgewaterha.
org.uk. In summary:

These are the % rent increases applied for the year 2019/20

87% 84%
87% of tenants thought that our proposed 

increase was reasonable to carry out 
improvements and services

84% of tenants considered the proposed 
increase of 2.5% to be affordable in their 

household.

Tenant feedback from the survey and consultation meetings is presented to the Board so that they can make their 
decisions in the context of what people have told us about what they think is reasonable. The Board also considered what 
inflation was running at during 2019; inflation was 2.2% in December 2019 and averaged at 2.5% over the year. The Board 
felt that the increase should be limited to 2%. 
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Bridgewater Housing Association Ltd
First Floor Bridgewater Shopping Centre,

Erskine PA8 7AA

Tel: 0141 812 2237

Email: admin@bridgewaterha.org.uk

www.bridgewaterha.org.uk

Property Factor Registration Number PF000105, Registered Society No 2525R (Co-operative and Community Benefit Societies Act 2014), Scottish Housing Regulator 
No HAL 301

Bridgewater Housing Association is a recognised Scottish Charity No SCO 35819

Conclusion
This is our seventh annual report on the Charter and our 
aim is to provide you with a clearer understanding of how 
the Association is performing in relation to things that may 
be important to you.  Further information about Bridgewater 
and its performance can be found on our Web Site at  
www.bridgewaterha.org.uk.

This report also gives you some comparison information so 
that you can see how we are doing compared to some of 
the other Associations which operate in Renfrewshire and 
East Renfrewshire.  You can also even compare our results 
with every Association and Council in Scotland by visiting 
the Scottish Housing Regulators Web Site at  
www.scottishhousingregulator.gov.uk

We hope we have included all of the information you would 
want and in a format which is easy to understand, however 
you might not think so.  We would welcome your feedback 
on this report, therefore, please tell us what you think so 
that we can make the report better in future.

When we carry out our rent consultation this year, we will 
ask the people we contact what they thought of the report 
and hopefully get some useful ideas for future reports.  In 
the meantime, if you have any questions about what the 
report says, please don’t hesitate to contact any member 
of staff here at Bridgewater.  We will be happy to help.


