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VALUE FOR MONEY & PERFORMANCE REPORT

It gives me great pleasure to 
present our Annual Performance 
Report and Value for Money 
statement for 2017/18, in what 
has been another successful 
year for Clyde Valley Housing 
Association. I have enjoyed my 
first year as Chair immensely.

Our Board has ensured 
continued implementation of 
the Association’s Corporate 
Strategy: our 2020 Vision, 
meeting our strategic objectives.

We achieved delivery targets 
for our new supply capital 
programme, helping to tackle 
the demand for social housing 
in Scotland. As well as providing 
much-needed homes for social 
rent, we supplied other tenures 
including private sector and  
mid-market rental properties. 
During 2017/18 we delivered 
a total of 188 new homes. In 
addition, our existing customers’ 
homes benefited from a planned 
and reactive works programme 
of £4m.

In order to meet our objectives 
and the Scottish Government 
targets for new supply, we 
signed a £70m private placement 

WELCOME TO OUR 
2017/18 ANNUAL  
VALUE FOR MONEY  
& PERFORMANCE 
REPORT

with Canada Life in May 2018, 
which will enable us to deliver 
around 1200 additional properties 
by 2021.  

Earlier in 2018 we embarked on 
a Corporate Strategy review with 
the aim of launching our new 
plans during 2019, to take us well 
beyond 2020. We aim to make 
sure that customers’ views and 
aspirations are reflected in our 
future plans and that customers 
are engaged in influencing what 
we do. We have just completed 
our 3-year customer survey using 
our new independent consultants 
BMG Research. They interviewed 
nearly 1500 of our tenants on a 
wide range of questions. Those 
questions included how you 
think we’re doing, what services 
are most important to you, how 
affordable you think our rents 
and other services are and how 
you access our services. This 
information will be invaluable to us 
and we thank everyone who took 
time to participate.  

We welcomed new members 
to our Board who bring a 
range of skills and expertise 
that complements our existing 
membership. The input and 

expertise from our volunteer 
trustees is vital to the 
Association’s growth, viability 
and ongoing success. We 
continue to build on our 
strengths through our Board 
Excellence Plan. Furthermore, 
I would also like to extend 
my thanks to our staff team 
for another successful 
year of positive results and 
achievements.

Although the on-going 
challenges in the industry 
continue to test us as a 
business, they also make us 
think differently and look for new 
opportunities. We have a great 
experienced team of trustees, 
staff, contractors and partners 
and together we will continue to 
develop and grow and ultimately 
continue with our mission of 
“Providing Homes, Shaping 
Communities”.

If you have any comments on this 
report, we would be happy to 
hear them. Please get in touch by 
any of the contact methods on 
the back page. 

Allan Murray 
Chairman



CLYDE VALLEY HOUSING ASSOCIATION

03

VALUE FOR 
MONEY
EFFICIENCIES AND SAVINGS
PARTICIPATION
CUSTOMER PANEL
RETURN ON ASSETS
EFFECTIVE PARTNERSHIPS
HOW WE SPEND YOUR POUND
FUTURE PLANS
CONTINUOUS IMPROVEMENT
YOU SAID, WE DID
OUR PERFORMANCE

WE DEFINE OUR VALUE FOR MONEY STRATEGY AS: 
MAKING THE MOST EFFICIENT USE OF OUR ASSETS AND 
RESOURCES TO DELIVER HIGH QUALITY AND INNOVATIVE 
SERVICES THAT SUCCESSFULLY MEET CUSTOMER NEEDS 
AND EXPECTATIONS, AT THE LOWEST POSSIBLE COST.
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EFFICIENCIES  
AND SAVINGS 

/  Continued to deliver our Housing 
Options Strategy, designing 
more efficient digital sign-ups  
for new tenants.

/  Reviewed our procurement 
strategy so we maximise value 
for money from our contracts to 
deliver improvements in service.

/  Secured access to the new 
Department for Works and 
Pensions on-line system to give 
more support to tenants claiming 
Universal Credit as we are now 
“Trusted Partners”.

/  Upgraded our housing IT system 
so we can provide services more 
effectively.

/  Worked closely with customers 
in Douglas to help them save 
over one third on their energy 
bills.

/  Sustained our provision of 
specialist advice on benefit 
entitlement, helping customers  
to claim almost £1.5m in welfare 
benefits.

/  Invested in improvements to 
empty properties in Gartlea, 
Airdrie, to increase demand and 
reduce the amount of lost rent.

IN ACCORDANCE WITH OUR VALUE 
FOR MONEY STRATEGY, BELOW ARE 
ACTIONS WE HAVE TAKEN TO MAKE 
EFFICIENCY SAVINGS.

WE HAVE... 

/  Joined a new, value-for-
money network of housing 
associations in Scotland 
through Housemark, the 
Haymarket Group, to compare 
results on how we achieve 
value for money for customers.

/  Secured a Stirling university 
undergraduate for a 10-week 
placement to carry out a pilot 
project in North Motherwell on 
the challenges customers face 
in maintaining and affording 
their tenancies.

/  Introduced 2 hour  
appointment slots for  
non-emergency repairs.
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PARTICIPATION 

/   Strengthened our support 
of our Customer Panel. We 
welcomed new members and 
focused scrutiny on our arrears 
procedures. Some of this 
scrutiny work involved members 
of the Panel job shadowing staff 
and going with staff on site visits.

/  Followed up the Customer 
Panel’s recommendations 
on allocation of our homes. 
See “You Said, We Did” 
article on page 16 for some 
of the Customer Panel’s 
recommendations.

/  Extended welfare benefits, 
Universal Credit and income 
maximisation advice for 
customers.

/  Following a lot of calls during 
the winter months, we issued a 
leaflet for our customers on how 
to prevent condensation. We also 
produced an animated video that 
provides hints and tips. Technical 
Inspectors had refresher training 
that will help them diagnose 
when condensation is present 
and to offer advice.

/  Provided videos to explain our 
repairs service, how to apply for 
a house with CVHA and on what 
it means to be a tenant. These 
are providing customers with a 
better understanding of these 
processes, as well as assisting 
staff to explain them.

/  Re-prioritised fitting of 
handrails for customers. 
Handrails are now fitted 
soon after a referral from an 
Occupational Therapist. This 
has significantly reduced 
waiting time and improved 
safety for our customers.

/  Continued to use our Twitter 
account and website to 
connect with customers.

/  Achieved Customer Service 
Excellence re-accreditation 
with full compliance and five 
‘compliance pluses’.

/  Expanded our customer 
disturbance allowance to 
include two further options  
for decorating (three options 
now available).

WE HAVE... 
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Some of the things the Panel liked:

/  Having one common application 
form, as it is easier for applicants 
and offers the most choice and 
the forms are easy to get hold of 
and use.

/  That we re-let empty homes 
in 16.8 days on average- 
compared to 22.5 days for 
South Lanarkshire Council and 
24.8 days for North Lanarkshire 
Council’.

/  That just over 90% of our new 
tenants were staying in their 
homes, compared to 87% for 
South Lanarkshire Council and 
85% for North Lanarkshire 
Council.

WE HAVE... 

At the end of 2017, our 13 
Customer Panel members 
presented their findings to 
CVHA’s Board on housing 
allocations. The Panel were 
helped by the Tenant  
Information Service (TIS).

The Panel carried out lots of 
research on how our Common 
Housing Register works with 
the Councils, what our regulator 
expects from us, how we perform 
compared to others and what 
information we provide to housing 
applicants and new tenants. This 
work included meeting members 
of staff, observing some sign-
ups, and carrying out ‘mystery 
shopping’ exercises.

/  That our team are friendly, 
helpful and informative when 
they sign people up to their 
new homes.

The Panel made a list of 
recommendations for 
improvement. If you would 
like to see a full copy of their 
report, please let us know. We 
have included some of the main 
recommendations and what we 
have done about them on  
‘You Said, We Did’ page 16.

CUSTOMER  
PANEL 
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/   Invested £2.65m on capital 
works (major improvements)  
to our homes. 

 This included:

 
 
 
 
 
 
 
 
 
 
 
 
 
/  Completed inspections of  

1,066 homes. This data will 
help form the Association’s 
investment programme over  
the next 30 years.

/  Spent £50,000 on cyclical  
works (painting and gutter 
cleaning) to our homes. 

/  Secured £270,000 grant support 
for investment works which aid 
our progress in meeting the 
Energy Efficiency Standard for 
Social Housing (EESSH).

/  Invested just under £36m on the 
development of 188 new homes, 
with almost £19m received 
through Scottish Government 
Grant and £17m of Private 
Finance.

  Completed and handed over 
these 188 new build properties, 
built in:

 

/  Built 16 new homes for mid-
market rent in East Kilbride.

/  Carried out gas safety checks  
in 100% of properties.

RETURN  
ON ASSETS 

 
/  Worked with Scottish 

Procurement Alliance to assist 
with obtaining contracts that 
demonstrate excellent value  
for money.

/  Continued advancement 
towards meeting the Energy 
Efficiency Standard for Social 
Housing (EESSH) delivery 
programme.

/  Reduced the cost of electric 
heating in our ‘off gas’ 
properties by 37%.

North Lanarkshire (36)

South Lanarkshire (152)

 

WE HAVE... 

£20,000 on improved flat  
entrance doors

£140,000 on electrical rewires

£325,000 on roofs and  
insulated render

£500,000 on windows and 
doors

£1,000,000 on renewable  
heating systems

 Spent £1,336,451 on 
maintaining our homes 
through routine repairs

Carried out 9532 reactive 
repairs across our housing 
stock

Carried out 53 medical 
adaptations at a cost of 
£228,000

Spent £398,000 on upgrading 
our void properties to our 
lettable standard
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/   Set up joint projects with 
Citizens’ Advice Bureaux (CAB), 
other housing associations and 
Women’s Aid.

/   Partnered with Autism 
Scotland to develop two 
suitable properties for autistic 
customers. They also provided 
training to our staff on mental 
health awareness.

/   Carried out regular estate 
inspections to ensure 
high standards are being 
maintained.

/   Resolved anti-social behaviour 
issues quickly and effectively, 
due to Housing Officer’s 
training in mediation skills.

/   Worked closely with Social 
Work departments, Addiction 
Teams and Mental Health 
support workers; ensuring 
information was shared 
appropriately between the 
relevant agencies so that 
people are supported to  
remain in their tenancies.

EFFECTIVE  
PARTNERSHIPS

/    Set up a regular surgery in 
one of our estates, following 
complaints from residents 
regarding anti-social behaviour. 
Local Police representatives 
also attend.

/    Worked closely with our Local 
Authority Environmental 
Services due to demand from 
our tenants regarding recycling 
changes, fly tipping and waste 
management. Provided skips in 
some of our estates.

/    Liaised with the Scottish 
Society for the Prevention of 
Cruelty to Animals (SSPCA) to 
arrange a free dog chipping 
service.

/    Partnered with Women’s Aid 
to provide support for women 
suffering domestic abuse.

/    Established a close working 
relationship with DWP, in the 
local job centres and with case 
managers, where our Income 
Maximisation Officers have given 
presentations to DWP staff on 
how welfare reform is affecting 
our customers.

/    Visited other social landlords to 
compare best practice, such as 
for factoring services.

/    Maintained our involvement 
with local authority and wider 
agencies to contribute to the 
Syrian Vulnerable Persons’ 
Resettlement programme.

/    Worked with local Registered 
Social Landlords (RSLs) and 
local authorities to enhance 
Common Housing Register 
systems, to extend services for 
customers.

WE HAVE... 
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In partnership with...

North and South  
Lanarkshire Councils

CAB/Women’s Aid

Happy to Translate

OurPower

Action for Children

Police Scotland

Scottish Fire and Rescue

Scottish Autism

Glasgow Caledonian 
University

Scottish Federation of 
Housing Associations 
(SFHA)

Department for Work and 
Pensions (DWP)

Scottish Society for the 
Prevention of Cruelty to 
Animals (SSPCA)

/   Further promoted the Happy to 
Translate scheme.

/  Awarded over £3800 to Shelter, 
Women’s Aid, and Action 
for Children Young Carers 
Project through our charitable 
fundraising efforts.

/   Worked with Glasgow 
Caledonian University by 
supporting a student to 
complete a Master’s Degree in 
Human Resources, based on a 
project for CVHA.

/   Delivered community benefits 
through procurement, and 
savings as a result of of being 
founding members of the 
Scottish Procurement Alliance 
and Our Power.

/   Continued with membership of 
several partner working groups 
to ensure best practice, service 
delivery for our customers 
such as: Department of Work 
and Pensions; Homelessness 
Strategy Group; Scottish 
Housing Network; Scottish 
Housing Quality Network; G8 
Housing Association Group;  
and Lanarkshire Voluntary 
Housing Forum.

/   Joined the Scottish Federation 
of Housing Associations (SFHA), 
taking part in working groups  
with other social landlords, 
sharing good practice.

/   Continued working as lead RSL 
partner with North and South 
Lanarkshire Councils, to support 
their local housing strategies.



Major improvements £0.14 

Repairs £0.18

Loan interest £0.18

Management and running costs £0.22

New homes £0.28

10

/  Invested more in training 
and development of our staff 
to deliver the best services 
possible.

/  Reviewed and compared costs 
with G8 Finance Benchmarking 
Group.

/  Promoted the Value for Money 
Statement to all customers in 
various formats.

/  Promoted the Value for Money 
Statement with all staff.

/  Obtained staff ideas and 
innovations to help contribute to 
value for money and efficiency 
objectives.

/  Continued to monitor and review 
budget spend every month.

/  Invested in extra housing staff 
to make sure we were ready to 
help customers for full roll out of 
Universal Credit from April 2018.

/  Appointed two new Directors for 
Finance and Customer Services 
with the right skills and expertise 
to meet our customers’ needs.

/  Attracted new investors, Canada 
Life, to support us with an extra 
£70m to build nearly 700 new 
homes and to cover a refinancing 
exercise due in 2020.

/  Developed business cases 
for any new areas of spend or 
spend proposals.

/  Held on-going monthly 
monitoring and quarterly  
1-1s with budget holders to 
ensure comprehensive  
financial monitoring and 
reporting, with budget holders 
being accountable.

HOW WE  
SPEND  
YOUR  
POUND 

VALUE FOR MONEY

WE HAVE... 
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FUTURE  
PLANS 

During the year, we are reviewing 
our 2020 Vision and Future Plans 
and developing a new longer term 
plan so we can:

/  Use your feedback from our 
recent 3-year Customer Surveys.

/  Refresh and share the views 
of our Customer Panel, other 
stakeholders and partners.

/  Benefit from ‘new thinking’ 
following changes in our 
leadership team and Board, and 
recruitment of other new team 
members.

/  Incorporate any changes needed 
because of the extent of our 
growth through new build homes 
over the next few years.

/  Update our plans to recognise 
current and future challenges, 
including economic pressures, 
welfare reform and changes in  
the way we are regulated.

In 2019 we intend to launch our 
new Corporate Strategy and we 
will also:

/  Contribute to Scottish 
Government thinking on Housing 
in Scotland up to 2040. 

20 20

TOWARDS 2020...
VISION

/  Review our Rent and Affordability 
Strategy.

/  Invest £130m to build 1200 new 
homes for rent.

/  Invest £15m in improving our 
homes and neighbourhoods.

/  Deliver factored services to 
owners and develop new 
business opportunities and 
properties for mid-market rent 
and sales through our subsidiary, 
Clyde Valley Property Services.

/  Work with the Customer Panel 
on their latest project on how we 
deliver rent arrears recovery and 
how we can increase the Panel’s 
numbers.

/  Employ a new Customer 
Experience Manager to lead 
tenancy sustainment and work 
on identifying and supporting our 
most vulnerable tenants.

/  Develop further our Housing 
Options Strategy, review our 
allocations policy to comply 
with the new Housing (Scotland) 
Act 2014 legislation and how 
our Common Housing Register 
operates.

/  Support our Local Authority 
partners to tackle homelessness 
using the Housing First model 
and through the development 
of Rapid Rehousing Transition 
Plans, to reduce the impacts 
of homelessness and 
reduce the use of temporary 
accommodation.

/  Develop our staff by investing 
more in learning and 
development for the future.

Analyse and use our Customer 
Survey feedback to:

/  Complete the mid-term review 
of our 5-year rent strategy and 
affordability.

/  Develop the range of services 
customers want to see on line.

/  Set ourselves even more 
challenges to improve our 
performance.

/  Review our Customer 
Engagement Strategy.
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CONTINUOUS  
IMPROVEMENT

/  Introduced a more efficient 
telephone rent payment 
system.

/  Created a Board Excellence 
Plan, recruited new Board 
members and carried out 
appraisals for every Board 
Member.

/  Completed succession 
planning and the election of 
our new Chairman.

/  Joined the Scottish Federation 
of Housing Associations to 
share best practice with other 
Housing Associations and to 
influence Government and 
other organisations’ investment 
in housing for the benefit of our 
customers.

/  Worked with Lanarkshire 
Housing Association to tender 
for new auditors and put in a 
new programme of internal 
audit checks on our business.

/  Benchmarked with the Scottish 
Housing Network on value for 
money and on our performance 
against the G8 Group of Housing 
Associations.

/  Developed videos that can be 
viewed online by our potential 
and existing customers, covering 
pre-tenancy, new tenancy 
and repairs processes and 
information on condensation and 
how to prevent and deal with it.

/   Further reviewed our 
organisational structures, 
incorporating new frontline staff 
to provide services to customers.

/   Improved our Rechargeable 
Repairs process to streamline 
and make it more customer 
focused.

/  Invested more in our specialist 
teams, focusing on income, 
sustainment and lettings to 
create an improved, proactive 
approach in all of these areas.

/  Reviewed our systems to 
meet the requirements of new 
aspects of welfare reforms 
and their impact on tenancy 
sustainment, to ensure better, 
streamlined advice and 
uncomplicated correspondence 
to customers.

/  Continued to conduct a 
programme of internal audits 
covering governance, asbestos, 
gas (duty of care), Annual 
Return on the Charter (ARC), 
factoring and payments.

/  Reviewed further the 
performance management 
framework to increase 
assurance and monitoring  
of targets.

WE HAVE... 



/  Committed to reviewing best 
practice within and beyond the 
industry through professional 
membership including:

 
 
/  Continued with a robust 

performance and support 
framework for staff, including 
1-1’s, annual reviews and annual 
training plans.
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CIPFA

Chartered Institute of Housing (CIH)

Royal Institute for Chartered 
Surveyors (RICS)

Chartered Institute for Personnel 
and Development (CIPD)

Chartered Institute for Management 
Accountants (CIMA)

/  Undertook extensive and 
independent scenario and 
stress testing of our 30-year 
business plan.

/  Met with internal and external 
auditors independently to 
review annual processes and 
statements.
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YOU SAID,  
WE DID
WE PUBLISH OUR ACTIONS AS A RESULT OF CUSTOMER 
FEEDBACK. DETAILED ON THE FOLLOWING PAGES 
ARE THE KEY AREAS WHERE WE HAVE INTRODUCED 
SERVICE IMPROVEMENTS.
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Customer expected white 
goods to be fitted in new 
property.

We now ensure that all of our staff involved in liaising 
with new tenants are aware of what is/is not being 
provided in the property.

Not enough storage space in 
new-build property.

A customer found the 
allocated space for a fridge  
to be too small.

Customers expressed 
concern with the window 
catches in a new-build estate.

We would like a dedicated 
Technical Inspector for  
new-build defects.

We needed to be clearer on who 
was responsible for grass cutting.

Despite there being a generous amount of storage 
space in our new-build properties, we will be mindful 
of this in the design of future developments.

In line with CVHA’s Standard Specification, our 
kitchen designs accommodated standard sized 
appliances throughout.

We visited our properties in this estate, ensuring that 
the window catches are safe and meet all regulations 
and standards.

We introduced a dedicated Technical Inspector 
for new build defects which provides a quicker 
turnaround on defects and year end inspections in 
order to provide a streamlined service.

Provided clarification on responsibilities of customers 
in relation to new-build homes. Picked up quality 
issues with new landscape maintenance contractor.

OUR NEW 
HOMES

Customers who work indicated 
that evening appointments 
would be useful in enabling 
access for repairs.

During a major improvement 
project, brick-built bin stores 
were removed from the front 
of properties. Customers were 
concerned that wheelie bins 
would then be a hazard and 
could damage cars.

There was dissatisfaction with 
the number of visits taken to 
complete repairs.

We have agreed new evening appointment slots 
between 5-7pm, two evenings per week.

Due to the increase in the number of wheelie bins 
for recycling, from one to four, we removed older 
style, single capacity, brick bin stores as they were 
no longer fit for purpose. All new-build developments 
have adequate space for recycling bins.

This is an area which we are reviewing on an on-going 
basis with our contractors. We are keen to improve 
our ‘first time fix’ performance and are currently 
reviewing your feedback to try and identify certain 
trades or types of repairs that we need to focus on.

OUR REPAIRS 
SERVICE

WE ASKED 
ABOUT

YOU SAID WE DID
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WE ASKED 
ABOUT

YOU SAID WE DID

OUR REPAIRS 
SERVICE 
(CONT)

Some customers were unhappy 
with the standard of the re-let 
property when they accepted 
their tenancy.

Feedback from the Panel’s 
scrutiny of how we allocate our 
homes and what we should 
improve on.

We have established a process in that when 
customers raise concerns with the standard of 
formerly void properties, a Technical Inspector will 
visit to address any customer concerns.

 They said it is good that we:

/  Have a new welcome letter for new tenants that we 
adopted as a result of the Panel’s recommendation.

/  Various forms were updated, including decoration 
allowance and sign-up checklist.

/  Contents insurance – a company providing contents’ 
insurance for social tenants at reasonable costs was 
sourced. This is now discussed as part of our new 
tenant sign-up.

/  New information was included on our website 
describing “How to apply for a house”.

/  Launched our new pre-tenancy video, which can be 
viewed on YouTube and CVHA website. Links are given 
to applicants when an application form is sent to them. 
The video describes the process when applying for 
a house, what they should be thinking about prior to 
receiving an offer and what help is available.

The Panel made a longer list of recommendations  
for improvement. If you would like to see a full copy  
of their report, please contact us.

CUSTOMER  
PANEL
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WE ASKED 
ABOUT

YOU SAID WE DID

During a replacement kitchen 
project, it was found that door 
facings and handles selected by 
customers were unavailable at 
time of installation. This meant 
repeat visits were required to 
complete the jobs.

During consultation meetings 
with tenants in Douglas regarding 
the installation of Air Source 
Heat Pump (ASHP) heating 
systems, it was intimated by 
customers that CVHA should 
increase its allowance provision 
for decorative reinstatement 
following planned improvement 
works.

Replacement fence not 
installed.

At the time, the contractor thought it best to fit  
majority of kitchen units as per agreed installation 
date. However, our Asset Manager has asked the 
contractor to ensure customers have the choice of 
delaying installation until all parts are available or  
are happy with partial installation and a follow-up  
visit to complete.

The allowance was increased, so in addition to offering 
customers Dulux Paint Packs we introduced the supply 
of B&Q and Wilko decoration vouchers.

Our Asset Manager ensured fence repairs were 
instructed via CVHA repairs system to ensure works 
were completed and progress of repair tracked.

MAJOR 
IMPROVEMENT 
PROJECTS

“PLEASE GIVE MY COMPLIMENTS TO THE  
  TRADESMAN WHO INSTALLED OUR 

BATHROOM AS HE WAS VERY PLEASANT 
AND TIDY AND HIS WORKMANSHIP WAS OF 
A HIGH STANDARD. HE CHECKED WITH ME 
AT EACH STAGE OF THE JOB TO ENSURE 
THAT I WAS SATISFIED WITH PROGRESS. 
OVERALL, I AM INCREDIBLY PLEASED.”



Customers thought that they 
could have been given more 
notice before moving in and 
better quality information.
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WE ASKED 
ABOUT

YOU SAID WE DID

We have recently increased the number of staff in our 
team to help improve customer service in this area. 
We have also introduced Learning Exchange meetings 
after new-build site handovers to consider what 
worked well, what we should continue to do, and  
what we might change for the future.

For relets we start the notice period when the outgoing 
tenant gives their 28 days’ notice. The only exceptions 
to this are when there are refusals and the house is 
ready for let.

In addition, we created animated videos for potential 
customers which describe the allocation process and 
what it means to be a tenant. Straightforward and easy 
to follow, these are available to view on our website at 
www.cvha.co.uk

We will try to ensure as much notice as possible is 
given to prospective tenants, and provide advice on 
available benefits to help with costs.

After you have moved into your 
home, you felt we could improve 
our follow-up procedures and 
that you would appreciate staff 
visiting to see how you were 
settling in.

Complaints regarding 
contaminated of recycled  
waste bins and problems  
with refuse collection.

On tenancy policy and 
procedures, you had been  
given different advice from 
different members of staff.

We will endeavour to carry out a follow-up visit within 
six weeks of your entry date. If you need to contact 
us earlier, we will make sure you have your Tenancy 
Sustainment Officer’s direct telephone number, to 
contact us if you need help and support.

The change in the frequency and recycling program 
of refuse collection in the North Lanarkshire Council 
(NLC) area contributed to an increase in the number 
of tenants seeking help to resolve issues with excess 
household rubbish. The Tenancy Sustainment team 
has liaised with NLC Environmental Services to 
undertake joint visits, a pull out service for vulnerable 
tenants and signage for bins.

To ensure the information customers are given is 
consistent and accurate, we have carried out staff 
refresher training on both the policy and procedures.

OUR 
ALLOCATIONS 
AND TENANCY 
SERVICE

“I AM DELIGHTED THAT CVHA’S ALLOCATION OFFICER COULD  
 SENSITIVELY ACCOMMODATE ME IN A NEW-BUILD SCHEME.”
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WE ASKED 
ABOUT

YOU SAID WE DID

A customer was unhappy  
when advised that for health 
and safety reasons, items 
cannot be left in closes and  
may be removed.

Apologised to customer that information came 
across negatively, however reinforced that no items 
can be left in closes as this poses a health and 
safety and fire risk to customer and neighbours.

HEALTH  
AND  
SAFETY

As part of the CVHA’s 
commitment to improving 
customer satisfaction service 
delivery, we arranged the 
following to enhance our  
service to customers.

We followed up calls by the Repairs Team to any 
customer who said they were dissatisfied during our 
quarterly telephone surveys. Following conversations 
with the customers concerned, if any further action is 
required, we arrange for the Association’s Technical 
Inspectors to visit the customers, in order to 
understand why they are dissatisfied and to rectify this 
if we can.

Rest house in Douglas – during the installation of 
ASHP heating, wall insulation, windows and doors in 
Douglas, we provided a furnished rest house where 
customers could relax in comfortable surroundings 
whilst work was being carried out in their own 
property. An accessible ground floor flat was fitted with 
carpets and furnished with seating, TV and cooking 
equipment supplied by the British Heart Foundation 
(BHF). On completion of the project, the furniture was 
returned to BHF for resale and the carpeted rest house 
was allocated to a CVHA customer.

CUSTOMER 
SERVICE

“THANK YOU TO MY HOUSING OFFICER FOR PROVIDING  
  ADVICE ON THE WELFARE FUND.” 
 THE CUSTOMER HAD BEEN UNAWARE OF THE FUND BUT  
 HAS SINCE SUBMITTED A SUCCESSFUL APPLICATION.
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VALUE FOR MONEY

WE ASKED 
ABOUT

YOU SAID WE DID

Estate landscaping was not up  
to standard.

Our existing and potential mid-
market customers requested 
evening and weekend visits and 
inspections.

Our management fee is too 
expensive.

We recruited a dedicated Technical Officer for 
landscape maintenance enquiries and inspections 
which provides a faster turnaround for customers, 
including our factored owners, rather than use a third 
party consultant.

Work commitments make it difficult for these 
customers to be available for allocation and settling  
in visits during working hours. Our staff now make 
visits in the evening and at weekends.

To explain this charge we provided a detailed 
breakdown of the make-up of the annual  
management fee to all factored owners. We also 
benchmarked our costs against other factors.

CLYDE VALLEY 
PROPERTY 
SERVICE

Not aware what the advisor 
had to do after the visit/
appointment.

Following the visit/appointment, the advisor will  
detail in a letter what action she has to take (if any)  
and what the tenant has to do.

OUR WELFARE 
BENEFITS 
SERVICE

“PLEASE PASS ON MY THANKS FOR THE SERVICE 
GIVEN BY YOUR STAFF MEMBER AND CONTRACTOR 
IN ATTENDING TO MY REPAIR REQUEST.”
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OUR 
PERFORMANCE
OUR PERFORMANCE
HOW WE COMPARE
HOW PERFORMANCE IS SHOWN
OUR PROFILE
OUR KEY PERFORMANCE

THIS AREA OF THE 
REPORT SHOWS OUR 
PERFORMANCE OVER 
THE PAST YEAR 
COMPARED WITH 
OUR PEERS.
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RENT  
INCREASE OF 
3.00% 

3,570 
HOMES
TOTAL RENT  
DUE WAS £15,265,924

Our 2017/18 performance results are 
grouped into each of the Scottish Social 
Housing Charter indicators, showing how 
CVHA performs against each of these 
indicators.
A key part of continuing to improve our performance 
and to deliver and demonstrate value for money is by 
being members of national benchmarking organisations 
such as the Scottish Housing Network (SHN), the 
Housemark Haymarket Group, and our Registered Social 
Landlord (RSL) Group, known as the G8. 
 
The purpose of this membership is to share best 
practice and knowledge. By benchmarking  
our performance against other landlords, we 
continually improve the quality of our services.

You can also compare CVHA’s results with any 
Registered Social Landlord in Scotland by visiting  
the Scottish Housing Regulator’s website at:  

OUR  
PERFORMANCE 

www.scottishhousingregulator.gov.uk/find-and-compare-landlords
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HOW PERFORMANCE  
IS SHOWN
By using a ‘traffic light’ system you will be able 
to see at a glance how we actually performed 
against our targets, and compared to the 
previous year. This system is also used in the 
performance reports on our website at  
www.cvha.co.uk.

KEY

IMPROVING PERFORMANCE 

STABLE PERFORMANCE 

POORER PERFORMANCE

SHOWN BY

SIZE OF  NUMBER AVERAGE AVERAGE DIFFERENCE 
HOME CVHA CVHA  SCOTTISH 
   WEEKLY WEEKLY  
   RENT RENT
2 apartment  373  £72.39  £73.33  -1.3%

3 apartment  1,878  £79.66  £74.94  6.3%

4 apartment  1,175  £88.17  £81.37  8.4%

5 apartment  144  £95.74  £90.39  5.7%

OUR PROFILE
 
At 31 March 2018 we owned 3,570 homes. 
The total rent due to us for the year was 
£15,265,924. We increased our weekly rent 
on average by 3.00% from the previous year. 

AVERAGE WEEKLY RENTS

Within this report our performance information has 
been broken down into the key areas of housing 
service. At the beginning of each section we have  
also highlighted the relevant outcomes of the  
Scottish Social Housing Charter.
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OUR PERFORMANCE

Our performance in relation 
to anti-social behaviour 
is significantly better than 
the Scottish average with 
93.6% of cases resolved 
within locally agreed targets. 
This is due to our specialist 
Tenancy Sustainment Officers 
focusing on supporting 
vulnerable customers and 
always intervening at an early 
stage when there is a risk of 
anti-social behaviour in our 
communities.

CVHA’s empty property 
rent loss of 0.3% compares 
favourably to that of the Scottish 
average of 0.6% because of 
the intensive work carried out 
by our Allocations Teams to 
pre-allocate tenancies quickly, 
and in partnership with our other 
Housing Teams to ensure the 
new tenancy will be sustained.

Another area of strong 
performance over the last year 
is recovery of rent arrears. Rent 
arrears have been reduced to 
3.3% despite the effects of the 

FEATURE 
ON HOW WE 
COMPARE

introduction of full service 
Universal Credit in two of our 
Local Authority areas and 
compares well to North and 
South Lanarkshire Councils. 
This is down to the efforts 
of our Income Maximisation 
Officers, coupled with our 
Revenue Teams’ commitment 
to collecting rental income 
whilst providing advice and 
support to customers in 
financial difficulties. All of this is 
supplemented by our extensive 
pre and post allocation work.

CVHA 
RENT LOSS

0.3%
SCOTTISH 
NATIONAL  
AVERAGE 0.6%

93.6% 
CASES RESOLVED 

ANTI-SOCIAL BEHAVIOUR

3.3%
RECOVERY OF RENT ARREARS 

REDUCED TO
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OUR KEY  
PERFORMANCE
OUR  
PERFORMANCE
PERFORMANCE  RESULTS RESULTS RESULTS PERFORMANCE INDUSTRY COMPARISON 
INDICATOR FOR FOR FOR  COMPARED RESULTS  TO SCOTTISH 
  2015/16 2016/17 2017/18 TO LAST YEAR 2017/181 AVERAGE  
        2017/18

COMMUNICATION
% of tenants satisfied  89.9 89.9 89.9  91.7             
with overall service provided

No. of Stage 1 Complaints 41 37 25  -                       -

No. of Stage 2 Complaints 10 11 16  -         -

No. of Equalities Complaints 0 0 0  0         -

% of Stage 1 Complaints upheld 57.1 64.9 67.6  59.1        

% of Stage 2 Complaints upheld 50 54.4 100  51.6                     

% Stage 1 responded to  98 100 100  89.4                       
within target 

% Stage 2 Complaints  100 100 100  87.5                       
responded to within target 

 
 
PARTICIPATION
% of tenants who feel their  95.7 95.7 95.7  93.5 
landlord is good at keeping  
them informed about their  
services and decisions

% of tenants satisfied with the  72.7 72.7 72.7  88 
opportunities given to them to  
participate in their landlords  
decision making processes

Scottish Social Housing Charter Indicator

1 Industry results are the average results from all Scottish housing associations   
  which are collated annually by the Scottish Housing Regulator through the 

Annual Return on the Charter (ARC). Further information can be found at  
Scottish Social Housing Charter | www.scottishhousingregulator.gov.uk
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OUR  
PERFORMANCE

REPAIRS, MAINTENANCE AND IMPROVEMENTS
% of tenants satisfied with   87.4 92.9 92.4  92.3  
the repairs service

Average length of time taken 1.7 1.7 1.74  3 
to complete emergency  
repairs (hours) 

Average length of time taken  6.9 6.1 6.2  5.3 
to complete non-emergency  
repairs (days) 

% of reactive repairs  91.8 93.5 93.5  92 
completed right first time 

% of repairs appointments kept 99.6 99.4 99.4  95.7 

 
 
ESTATE MANAGEMENT, ANTI-SOCIAL BEHAVIOUR, NEIGHBOUR NUISANCE AND TENANCY DISPUTES
% of tenants satisfied with 92.2 92.2 92.2  89.3 
management of the  
neighbourhood 

% of tenancy offers refused  14.4 15.9 14.8  30.5 
during the year

% of anti-social behaviour 92.6 95.1 93.6  88.2 
cases resolved within targets

% of houses that became vacant 5.8 6.3 4.72  8.8                         
during the year

% of evictions 17.4 22.7 35.1  24.8                      

Scottish Social Housing Charter Indicator

PERFORMANCE  RESULTS RESULTS RESULTS PERFORMANCE INDUSTRY COMPARISON 
INDICATOR FOR FOR FOR  COMPARED RESULTS  TO SCOTTISH 
  2015/16 2016/17 2017/18 TO LAST YEAR 2017/181 AVERAGE  
        2017/18

HOUSING OPTIONS, ACCESS TO SOCIAL HOUSING AND TENANCY SUSTAINMENT
% of new tenancies sustained 100 95.2 100  88.5  
for more than a year

% of medical adaptations  42.1 60.9 47.8  83 
approved 



VALUE FOR MONEY, RENT AND SERVICE CHARGES
% of rent arrears 3.7 3.8 3.3  4                      

% of rent lost through  0.3 0.4 0.3  0.6 
empty properties

Average length of time 16.8 19.9 16.6  27.2 
to relet properties (days) 

OUR KEY  
PERFORMANCE
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OUR  
PERFORMANCE
Scottish Social Housing Charter Indicator

QUALITY OF HOUSING
% of stock meeting the Scottish 96 96 96.9  94.6 
Housing Quality Standard 

% of properties at or above the - - 83  84.9 
Energy Efficiency Standard for  
Social Housing (EESSH) 
This statistic replaces the previously reported NHER.

% of tenants satisfied with 97 96.6 84.8  91.2 
the standard of their  
home when moving in

% of tenants satisfied with the 91 94.5 89.3  89 
quality of their home

FACTORING SERVICES
Average annual management fee £78 £78.57 £79.10          -  -          - 
per property

% of homeowners satisfied 46 46 46  66 
with overall service

1 Industry results are the average results from all Scottish housing associations   
  which are collated annually by the Scottish Housing Regulator through the 

Annual Return on the Charter (ARC). Further information can be found at  
Scottish Social Housing Charter | www.scottishhousingregulator.gov.uk

PERFORMANCE  RESULTS RESULTS RESULTS PERFORMANCE INDUSTRY COMPARISON 
INDICATOR FOR FOR FOR  COMPARED RESULTS  TO SCOTTISH 
  2015/16 2016/17 2017/18 TO LAST YEAR 2017/181 AVERAGE  
        2017/18
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Other Formats

On request we can provide this document 
in other languages and formats, such as 
computer disc, tape, large print, Braille etc. 
Please just let us know if this is required.

This report lets you see how well we have 
delivered our services over the past year.  
We hope this information will give you a good  
idea of how we are doing and would welcome  
any views or comments you have on the type  
and level of information provided.

For further information on this year’s report,  
or to provide feedback on the content and 
presentation of this report please contact us. 

You can do this in a number of ways:

Post 50 Scott Street 
  Motherwell ML1 1PN

Phone 01698 268855

E-Mail cvha@cvha.org.uk

Online www.cvha.co.uk

Twitter @cvha_


