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CONTENTS
During this period, considerable progress 
was made towards further strengthening 
the business and demonstrating that the 
Association continues to operate effectively 
in a challenging sector that is impacted by 
political and economic uncertainty. Firstly, 
the Association responded well to the 
roll-out of the new regulatory framework 
from the Scottish Housing Regulator by 
declaring its continued compliance through 
its Assurance Statement, supplemented by 
a substantial evidence bank that shows a 
high standard of governance and financial 
control. Secondly, we further strengthened 
the governance of the Management 
Committee by improving the development 
programme and appraisal process. As a 
result, we successfully recruited for and 
appointed two new members to the Board, 
who will bring valuable experience, drive 
and enthusiasm to an already passionate 
group of members. Finally, our core services 
continued to produce the high standards of 
service delivery across all categories of the 
business compared to the previous year and 
industry averages. 

The impact of the COVID-19 pandemic 
is not reflected in the performance and 
financial figures detailed within this report. 
The Association has, however, had to restrict 
services in light of restrictions introduced 
by the Scottish Government to reduce the 
spread of virus transmission and the effect 
of this on tenant services and performance 
figures will be fully disclosed in the reporting 
for 2020/21.

A summary of main achievements is listed 
below:

•  Property Services continues to provide a 
high quality of work and response levels 
based on Tenant Satisfaction Surveys.

•  Planned upgrades to the housing stock 
encompassing replacements of boilers, 
bathrooms and kitchens. 

•  Quick turnaround of void properties to the 
lettable standard, compared to Scottish 
average, thus minimising rent loss.

•  Strong levels of participation and scrutiny 
by our Tenant Focus Group which provide 
valued feedback. 

•  Provide funding to safeguard sustainability 
of community based projects to 
promote social inclusion within our 
neighbourhoods.

•  Sponsorship scheme for apprenticeships 
receiving excellent feedback from 
community partners as growth in 
employment opportunities for young 
people continues. 

•  Rent collection levels remain strong 
amongst tenants and commercial outlets.

•  Overall business areas assessed by 
internal auditors was strong.

The Regulator provides an annual risk 
assessment of all Registered Social 
Landlords (RSLs) throughout Scotland on 
their business performance and compliance 
with Charter outcomes. 

Within the report we provide a comparison 
with the Scottish average, as published by 
the Regulator. We further benchmark our 
performance against other similar social 
housing landlords, shown as a Peer Group. 

The Association is delighted to 
publish our Charter Performance 
Report for the financial year 
2019/20 which highlights 
our performance against the 
standards detailed within the 
Scottish Social Housing Charter



Our policies and approach underpin 
these important values and we continually 
reassess ourselves and adapt where 
necessary. 

WE PERFORM ALL ASPECTS OF OUR HOUSING 
SERVICES SO THAT:

Summarised below are examples of good 
practice that demonstrate our commitment 
to equality:

•  Accredited as a Disability Confident 
Employer.

•  Dedicated Human Resources and Equality 
Sub Committee to tackle equality and 
diversity.

•  Equality and Diversity Policy reviewed 
annually.

•  Quarterly monitoring of complaints 
encompassing equality issues.

•  Operate a “Happy to Translate” service.

•  Our reception area and conference 
facilities are equipped for disabled access 
and has an “Induction Loop” facility to aid 
individuals with a hearing impairment.

•  Website incorporates user friendly 
functionality. 

•  Committed to offering a call back 
facility to customers when discussing 
housing matters or rent arrears, to avoid 
unnecessary cost being borne by the 
tenant or home owner.

‘Every tenant and other 
customers has their individual 
needs recognised, is treated 
fairly and with respect and 
receives fair access to housing 
and housing services’
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Throughout this publication, we have 
provided detailed information that explains 
the various initiatives that we have 
undertaken during 2019/20 that contributes 
to each performance indicator. It is hoped 
that this will provide an understanding of 
how we are measured against the national 
standard and in relation to the services we 
provide to you as a tenant and service user. 

The Regulator also publishes the following 
reports and key results on their website: 

•  The National Report on the Scottish 
Housing Charter - Headline Findings 
2019/20.

•  Lanarkshire Housing Association Landlord 
Report.

The reports and the feedback received from 
our 2018 Tenant Satisfaction Survey have 
been used to develop this Performance 
Report.

The Charter requires us to 
provide information on our 
performance to the Regulator 
through completion of the 
Annual Return on the Charter 
(ARC). This allows the Regulator 
to publish a ‘Landlord Report’ for 
the Association each year

REPORT
THE PERFORMANCE

AND OUR RESULTS
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Within the open forum there is always an 
opportunity for tenants to express opinion or 
raise a question on any area of the business, 
with the guarantee of an open and informed 
response from the Association.

We are committed to offering this opportunity 
to comment and shape the way we operate 
and report on our business performance. In 
the year ahead, it is our intention to further 
utilise this forum by expanding the array of 
topics covered and endorse a greater level of 
tenant participation and scrutiny.

Every tenant or service user has an equal 
right to provide feedback. Please be 
reassured that all tenants’ views are taken 

Our Tenant Focus Group plays an integral and important role in scrutinising our performance 
and providing a valued viewpoint to proposed policies and publications. During 2019/20, the 
group discussed in detail the following areas: 

seriously and not just those of the Tenant 
Focus Group. With this in mind, we welcome 
your comments and fully appreciate any 
ideas for further improvements. If you are 
interested or simply wish to comment on any 
aspect of service that can be improved then 
please contact us.

A feedback form is enclosed, which we ask 
you to complete and return in the freepost 
envelope provided by 9 January 2021. 
Alternatively, visit our website and click on 
the Contact Us menu, where you are able 
to email us directly at: 

 
Analysis of feedback will be presented within 
the ‘Insight’ newsletter.

 (   S AT I S F A C T I O N   )
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FEED ACKB
STANDARD TOPICS NEW TOPICS

LANDLORD REPORT PROCESS OF VOID PROPERTIES

CHARTER PERFORMANCE REPORT ESTATE MANAGEMENT

RENT REVIEW PROCESS OPEN FORUM



It is our aim that through the services we provide and the manner by which we behave, a 
positive outcome is reached for all our customers. We focus on making the correct decisions 
at every level for our tenants and the wider community by investing in our housing stock and 
channelling targeted funds into worthwhile projects. 

All RSLs within Scotland are required to measure satisfaction with the services they provide. 
The means by which we gather this information is mainly through our Tenant Satisfaction 
Survey, which is undertaken every 3 years. The most recent survey carried out was in June 
2018 with the overall satisfaction levels reporting 95%, higher than both the Scottish National 
average and our Peer Group, providing assurance that the services being provided are 
delivering the results that tenants demand.

 (   S AT I S F A C T I O N   )

CUSTOMER
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Complaints
We are committed to providing customer 
service that is high quality and focused on 
continuous improvement. If you feel that 
any aspect of our service does not meet 
with your expectations or is unsatisfactory, 
then we would encourage you to make a 
complaint.

We have a clearly defined Complaints Policy 
which sets out how your complaint will be 

dealt with and in what timescale. If at the 
conclusion of the complaints process you 
still disagree with the outcome, then you will 
be advised on what further steps you can 
take.

We monitor and report on all complaints we 
receive on a quarterly basis, and all these 
reports are available on our website along 
with further details on how you can make a 
complaint.

OF CUSTOMERS SATISFIED WITH THE OVERALL SERVICE PROVIDED BY THEIR LANDLORD%

90 9295S
C

O

TTISH 2020

L H A  2 0 2 0

PEER 2020



COMMUNICATION
AND PARTICIPATION
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‘Making it easier for customers to 
communicate with us and getting 
information needed about how 
we manage our service and about 
how and why we make decisions 
about services we provide’

‘Making it easy for you to 
participate and influence our 
decisions in a way that suits you’

WITHIN THE CHARTER THESE OUTCOMES ARE DESCRIBED AS:



In recent years, the Association has worked 
progressively to improve and adapt its 
communication strategy by modernising the 
platforms and methods available to tenants 
and sharing owners. The new website and 
mobile App has proven to be important as the 
Association can publish regular bulletins on 
key information and the latest performance 
results. There were additional menus added 
for Freedom of Information and Coronavirus 
which has provided further transparency on 
how we operate as a business. 

In the future, it is our intention to introduce a 
tenant portal to allow on-line access to view 
the status of their accounts; rent and other 

services. This new service will be secure and 
straightforward to use. We do recognise, 
however, that traditional methods of postal 
and telephone services are equally important 
and communications via these methods will 
be maintained.

Our continued investment in these areas 
will ensure we are best placed for the future 
and have a positive outcome on the way we 
deliver our services to our tenants and the 
wider community. 

Our annual leaflets and surveys sent out 
to you explaining important matters, such 
as “Delivering Affordable Rents” and “Rent 

Review Survey” are regularly updated to 
ensure that they remain easy to understand 
and provide comment. The response levels 
and comments from tenants have remained 
at the same level of previous years. As new 
opportunities arise we will endeavour to 
introduce new ways of gathering your views in 
the forthcoming year. 

As mentioned earlier, our Tenant Focus Group 
continues to play a vital role in ensuring that 
we take account of your views. Additionally, 
it creates a platform for interested parties to 
contribute to the way we deliver our services. 
As our Tenant Satisfaction Survey is only 
undertaken every 3 years, participation 

and viewpoint of the Tenant Focus Group 
becomes increasingly important, during this 
interim period, as we seek the reassurance 
that we are correctly responding to your 
needs.  

Our Tenant Handbook provides valuable 
information and advice on all the services 
we provide, such as customer care, rights 
and responsibilities, tenant participation 
opportunities and housing matters explained. 

If you have not already been supplied with the 
Tenant Handbook, it can be downloaded from 
our website.
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OF CUSTOMERS WHO FEEL WE KEEP THEM INFORMED ABOUT SERVICES AND DECISIONS%

92 9798S
C

O

TTISH 2020

L H A  2 0 2 0

PEER 2020

OF CUSTOMERS SATISFIED WITH THE LEVEL OF OPPORTUNITY TO PARTICIPATE IN THEIR LANDLORD’S DECISION MAKING%

87 9599S
C

O

TTISH 2020

L H A  2 0 2 0

PEER 2020



During 2019/20, the Association continued 
its commitment to invest in the housing 
stock by undertaking planned upgrades 
totalling £480,000. The programme of works 
encompassed the following:

•  211 properties throughout housing 
estates in Motherwell and Bellshill received 
replacements of kitchens and bathroom 
units.

•  12 properties in Motherwell were 
upgraded with new central heating and 
kitchens in Phase 1 of this project.

In addition, the Association increased the 
number of units wholly owned by 4 as a 
result of the purchasing strategy enabling 
the acquisition of resale properties on the 
open market.

For 2020/21, the Association is planning 
to invest a further £1.06m to ensure that 
the overall quality of our housing stock 
remains high and in demand from tenants. If 
opportunities arise on the open market, then 
we shall continue to look for properties that 
will add value to our portfolio.

Energy Efficiency Standard for 
Social Housing
98.8% of the Association’s properties meet 
the Energy Efficiency Standard for Social 
Housing (EESSH), which the Scottish 
Government expects social landlords to 
achieve by 2022. This figure could have 
been higher but there are occasions that 
tenants refuse further work to be done and 
in these cases, we listen and respect their 
wishes provided safety is not compromised.

Moving In - Satisfaction Levels
An important aspect of being a good social 
landlord is to ensure that when a customer 
moves into a property, they are satisfied 
with the quality of the home. We set void 
property standards, which aim to ensure 
properties are let in a clean, tidy condition 
and in a good state of repair. 

We hope that we meet new tenants’ 
expectations in relation to housing quality 
and maintenance and seek tenant feedback 
on the quality of their home when moving in. 
Once new tenants are settled in, we arrange 
a visit to ask them how satisfied they were 
with the quality of their home, with 97% 
confirming they were. 

‘Tenants’ homes, as a 
minimum, meet the Scottish 
Housing Quality Standard 
(SHQS) by April 2015 and 
continue to meet it thereafter, 
and when we allocate 
properties they are always 
kept clean, tidy and in a good 
state of repair’

WITHIN THE CHARTER, SOCIAL LANDLORDS 
MANAGE THEIR BUSINESS SO THAT:
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OF HOUSING
QUALITY

OF STOCK MEETING THE SHQS%

94 94100S
C

O

TTISH 2020

L H A  2 0 2 0

PEER 2020



This outcome assesses a range of indicators to measure how well we are delivering a 
repairs service to customers. In previous years, our tenant satisfaction levels have been 
slightly higher, however, we continue to report strong results and align both with the Scottish 
and Peer averages. Our continual monitoring on the standard of completed repairs coupled 
with the feedback received from tenants enables us to respond quickly to any concerns 
raised and rectify problems.

Our commitment to providing an effective quality repairs and maintenance service is 
reinforced from our results showing that we have a proven track record in responding 
promptly, honouring appointments made and completing repairs on the first visit. This is a 
good indicator that we are meeting the challenges of maintaining your homes.

Common Areas
Maintenance is undertaken to maintain 
the common areas within each estate. 
Additionally, the Association carry out the 
repainting of closes and stairwells to ensure 
that these areas are kept to a high standard.  

Factoring Service
As a Registered Property Factor, we 
provide a factoring service to a number of 
estates within our housing stock. We aim 
to ensure that this service delivers continual 
improvement and value for money.

REPAIRS AND 
MAINTENANCE

SERVICE

WITHIN THE CHARTER THIS OUTCOME EXPECTS:

‘Landlords to manage services to 
ensure homes are well maintained, 
with repairs and improvements carried 
out when required and customers are 
given reasonable choice about when 
work is done’
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OF SATISFIED CUSTOMERS WHO HAD REPAIRS AND MAINTENANCE CARRIED OUT DURING 2019/20%

92 9291S
C

O

TTISH 2020

L H A  2 0 2 0

PEER 2020

AVERAGE RESPONSE TIMES FOR REPAIRS SCOTTISH 2020 LHA 2020 PEER 2020

EMERGENCY 3.6 HOURS 1.3 HOURS 2.0 HOURS

NON-EMERGENCY 6.4 DAYS 3.0 DAYS 3.8 DAYS

PERCENTAGE (%) OF REPAIRS SCOTTISH 2020 LHA 2020 PEER 2020

COMPLETED 1ST TIME 92% 99% 87%

APPOINTMENTS KEPT 96% 100% 95%



ACCESS TO 
HOUSING 
AND 
SUPPORT
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Our strategic objectives in the area of access 
to housing and support are as follows:

•  People looking for housing get information 
that helps them make informed decisions 
on the range of housing options available 

 to them.

•  Tenants and those on housing waiting lists 
can review their housing options.

•  People at risk of losing their home 
get advice and support on preventing 
homelessness.

Access to Housing
The Housing Service that we deliver provides 
good quality information to customers on 
their housing options. The Common Housing 
Register (CHR) that is in place within the local 
authority areas we operate in provides a one 
stop approach to housing and enables us 
to gather and advise on all of the housing 
options available to applicants. We have our 
own independent Allocation Policy, which 
determines how we allocate our houses. A 
full copy of this Policy is available from our 
website.
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The following table shows the breakdown of 
allocations that were made during 2019/20:

Re-letting of Properties
We try to ensure that all of our housing 
stock is fully occupied and when a property 
becomes available, we will make certain that 
it meets the Association’s standards before 
it is re-let. This can be challenging at times 
as we need to schedule repairs quickly and 
efficiently, making the property available 
for re-let as soon as possible. We perform 

well in this area when comparing ourselves 
against the Scottish and Peer averages. 
Whilst performance is good, this is a slight 
deterioration compared to the previous year, 
therefore, we are examining our systems 
and procedures to determine what, if any, 
improvements can be made in our re-let 
performance measure and if more challenging 
targets should be set to lower this figure. 

AVERAGE DAYS FOR THE RE-LETTING OF PROPERTIES

31.8 18.318.3
DAYS DAYS

DAYS
S

C
O

TTISH 2020

L H A  2 0 2 0

PEER 2020

ALLOCATION CATEGORIES NO.

EXISTING TENANTS 5

HOUSING LIST APPLICANTS 40

NOMINATIONS FROM LOCAL AUTHORITY 12

STATUTORY HOMELESS 7

TOTAL 64



TENANCY 
SUSTAINMENT

C H A R T E R  P E R F O R M A N C E  R E P O R T
A

ff
or

d
ab

le
 H

om
es

 w
it

h 
P

eo
p

le
 i

n 
M

in
d

14

2019/20



23
6

6

75

The Association aims to ensure tenancies 
are sustained, with initiatives in place to help 
support this. 

As mentioned earlier, we conduct ‘Settling in 
Visits’ for new tenants to assess any potential 
difficulty faced in sustaining their tenancy. 

Tenancies can end early for a number of 
reasons, however, we endeavour to ensure 
that people remain in their homes for as 

Access to Support
We work hard with welfare advice partners 
to ensure anyone facing difficulties receive 
support in relation to rents or benefit. We 
pride ourselves in ensuring that tenants are 
signposted to required support.

long as possible. As a benchmark, we are 
measured on the number of new tenancies 
that last more than a calendar year. For 
2019/20, 90% of new tenancies created 
lasted more than 12 months.

Advice for Tenants and Residents (AFTAR)
We understand that a tenant’s circumstances 
may change for various reasons and that their 
ability to pay may be affected by changes to 
benefits that they might be claiming. With this 
in mind, through our partnership with AFTAR, 
we can offer support and assistance to 
tenants with a whole range of financial issues 
including debt management, entitlement to 
welfare benefits and household budgeting. 
In addition to this, energy efficiency advisors 
are available to assist in reducing fuel bills 
along with training opportunities for improving 
computer literacy and IT skills.

Overall, our partnership with AFTAR has 
helped over 1,800 vulnerable individuals 
receiving face to face support dealing with 
wide ranging issues and securing over 
£850,000 in client financial gains. Within 
the last 12 months, the support group has 
assisted 173 individuals make financial gains 
totalling £90,000 and handled issues covering 
debt in excess of £300,000. The main areas 
of advice from these cases are detailed in the 
following diagram:

The AFTAR advisory service is a partnership 
project that provides help and support to 
tenants and service users of five Housing 
Associations within the North Lanarkshire 
area. Their appointment service is flexible 
whereby tenants can benefit from a home 
visit or attend the offices of their local Housing 
Association or Citizens Advice Bureau 
(CAB). They also offer support and guidance 
on employment, consumer, family and 
relationship issues.

If you think you need assistance in any of the 
above areas, further details can be obtained 
from our website or alternatively call the 
AFTAR Project co-ordinator on 
(01698) 356777.
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‘Landlords must ensure that 
customers get the information 
they need to obtain support to 
remain in their home and ensure 
suitable support is available 
including services directly 
by the landlord and by other 
organisations’

WITHIN THE CHARTER THE OUTCOME EXPECTS:

MAIN AREAS OF ADVICE

PERCENTAGE
OF ISSUES

8

BENEFITS

EMPLOYMENT & TAX

DEBT

UTILITIES & COMMUNICATIONS

FINANCE, HOUSING AND HEALTH

OTHERS INCLUDING LEGAL, 
TRAVEL AND RELATIONSHIPS



NEIGHBOURHOOD
AND COMMUNITY
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WITHIN THE CHARTER, OUTCOMES ARE ABOUT:

‘Landlords working in partnership with other 
agencies to help ensure that customers live 
in well-maintained neighbourhoods where 
they feel safe’

Being able to enjoy living in your home and 
your neighbourhood is something we all 
expect. Our aim is to make your community 
safe, secure and attractive to live in. We 
work in close partnership with many 
agencies including Police Scotland, local 
authorities and support groups to provide 
effective neighbourhood management.

Our estate management procedures have 
the objective of addressing neighbourhood 
issues. Sensitive tenancy management is 
crucial to effective estate management and 
successful neighbourhoods and we will 
work with our partner agencies to ensure 
that anti-social behaviour problems are 
resolved satisfactorily. 



During 2019/20 we received 17 cases of 
anti-social behaviour, which is 11 fewer than 
the previous year and a 54% reduction over 
a 2 year span. The majority of these reports 
related to low level nuisance behaviours and 
were resolved by reminding tenants of their 
obligations under their tenancy agreement 
or by issuing warnings. This is welcoming 
news as it proves that we are contributing to 
keeping our neighbourhoods safe.

Housing Services handle all cases sensitively 
and patiently in an effort to get an agreed 
outcome. A “Good Neighbourhood” leaflet is 
provided along with your tenancy agreement, 
which contains useful advice and assistance. 

Positive Engagement with Communities
As a social landlord, we aim to ensure that 
your neighbourhoods benefit from community 
led projects and our tenants are given the 
opportunity to either participate in them or 
know that rents are being wisely invested into 
making them sustainable and continue to 
“Making a Difference”. 

In 2019/20, our involvement in community 
projects have been effective in delivering a 
positive influence on others. 

•  Our joint venture with Forgewood Housing 
Co-operative in promoting Social Inclusion 
has grown in popularity showing good 
attendance levels at organised events 
and outings, with those participating 
providing excellent feedback and gratitude. 
The purpose of this initiative is simply to 
encourage all age groups to come along 
and meet people, learn new things, have 
fun or simply chat. 

•  Our Sponsorship Scheme for 
Apprenticeships is now well established 
and receiving plaudits from local employers 
and training partners within the Lanarkshire 
area. In partnership with New College 
Lanarkshire, on completion of a successful 
work placement, we offer to partly fund, 
over a 3 year period, small locally based 
firms keen to start an apprenticeship 
programme to create jobs. 

We continually look for and, whereby possible, 
provide support to those community projects 
that create positive outcomes to the local area. 
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NUMBER OF ANTI-SOCIAL BEHAVIOUR REPORTED CASES PER 100 HOMES

88 9193S
C

O

TTISH 2020

L H A  2 0 2 0

PEER 2020

AS PART OF OUR TENANTS SATISFACTION SURVEY, WE ASKED IF YOU WERE SATISFIED WITH THE MANAGEMENT 
OF YOUR NEIGHBOURHOOD 

%

7.6 6.5

S
C

O

TTISH 2020 PEER 20201.8
L H A  2 0 2 0

Anti-Social Behaviour

94 96

S
C

O

TTISH 2020

88
L H A  2 0 2 0

PEER 2020

OF ANTI-SOCIAL BEHAVIOUR CASES REPORTED IN THE LAST YEAR, WHICH WERE RESOLVED%



VALUE
FOR MON£Y
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•  The introduction of software for Committee 
administration to be shared electronically 
has transformed the way we operate in this 
area, with reduced cost and valuable time 
saved in the preparation and printing of 
reports. 

•  The incorporation of Freedom of Information 
menus, on our website, allowing access 
to policy library online provides opportunity 
for greater transparency and openness on 
how the Association operates and how 
decisions are formed. This encourages 
higher levels of participation from tenants 
and customers.

•  Arrears management and support service 
has ensured that rent arrears remain low 
compared to overall rent collected. Our 
collaborative approach with the local 
authority has meant those tenants on 
Universal Credit are treated sensitively and 
efficiently thus keeping the level of rent 
arrears low and below the national average. 

Our aim is to achieve sustainability by 
generating an operating surplus each year in 
order to reinvest into our housing stock for 
future years. 

Good financial planning ensures our continued 
viability, with our financial strategy placing us in 
a strong position and allowing us to continue 
investing in properties.

Delivering Value for Money
We operate a programme of continuous 
improvement to ensure that we maximise 
value for money at the earliest opportunity. 
The challenges facing the Association are 
ever present as welfare reform and delivery 
of social care continue to impact on the 
collection of rents. Whilst rent affordability 
is a key measure that ensures we achieve 
a balanced approach to proposing rent 
levels that adequately cover the cost of 
the business, we also focus on a series of 
initiatives to generate savings or to identify 
cost avoidance within the Association. 
Detailed below are service areas that 
benefited from the exercise.

•  The completion of £2.8m refinancing 
arrangement with a new commercial lender 
at a more competitive fixed rate, lowered 
debt servicing costs over the long term 
allowing these savings to be reinvested 
into the business to ensure our cost base 
remains low.
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THE CHARTER EXPECTS SOCIAL LANDLORDS TO 
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’
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FOR MON£Y
VALUE

Rents and Service Charges
Each year, our rents and service charges are 
set in consultation with our customers. The 
main aim is to ensure that the rent charged 
allows us to deliver the required level of 
service and accumulating a reserve that 
will fund future planned maintenance and 
renewals whilst recognising our responsibility 
for affordable rents.

Rents are our main source of income, 
therefore, the way we manage tenancies and 
collect rent becomes extremely important. 
Our approach to managing the business is 
to promote fairness and equality towards 
our customers taking cognisance of each 
situation and their ability to pay.

How your rent is spent
To demonstrate how £1 of your rent contributes to the running of the Association the table 
highlights the areas that benefit:

It is our objective to generate an operating surplus each year, which is transferred to reserves, 
to be used for future investment of the housing stock. 

CATEGORY OF SPEND OPERATING COSTS PENCE PER £1

PROPERTY COSTS £1,585K £0.33

EMPLOYEE COSTS £1,260K £0.26

SUPPLIES AND SERVICES £565K £0.12

LOAN INTEREST £246K £0.05

GAINS OUTWITH OPERATING COSTS £(284)K £0.09

TRANSFER TO RESERVES £731K £0.15

Rent Collection Levels
For the second year, we have successfully 
reported rent collection levels exceeding 
100%, which underpins our strategy to keep 
annual rent increases at an affordable level. 
Historically, our rents were higher than the 
Scottish average, however, over several years 

we have deliberately kept our rent increases 
low in order to reduce this gap. We are 
pleased to report that our overall average rent 
is now aligned to both the Scottish National 
and Peer averages for 2019/20. The table 
highlights key statistics for rent collection 
during 2019/20:

PERFORMANCE INDICATORS LHA 
2020

SCOTTISH 
AVERAGE

PEER 
AVERAGE

LHA 
2019

RENT COLLECTED - 
AS % OF TOTAL RENT DUE IN THE YEAR

100.1% 99.1% 99.3% 100.2%

VOIDS – AS % OF RENT LOST TO VOIDS 0.4% 1.2% 0.4% 0.3%



Tenant Feedback 
We assess views received from tenants on the rent levels each year as part of the rent review 
process with the Tenant Satisfaction Survey asking tenants:

In response, 90% of tenants felt the rent for the property represents good value for money, 
both higher than Scottish and Peer averages. This is very pleasing and again demonstrates 
that the views and opinions of all customers influence the policies and procedures of the 
Association that allow it to deliver homes and neighbourhoods that meet expectations at an 
appropriate, affordable rent level.
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TAKING INTO ACCOUNT, THE ACCOMMODATION AND SERVICES LHA PROVIDES, DO YOU THINK THE RENT REPRESENTS 
GOOD VALUE FOR MONEY?

%

Housing Stock and Rent Levels
As at 31 March 2020, we owned 927 rented and 42 shared ownership homes and factored 
210 properties. All of our housing stock is categorised as general housing needs. The 
illustration below shows the breakdown of our housing stock and average rent details.

HOUSE SIZE NUMBER 
OF HOMES

LHA AVERAGE 
2020

SCOTTISH 
AVERAGE 2020

PEER AVERAGE 
2020

2 APARTMENT 361 £73.68 £78.02 £70.70

3 APARTMENT 466 £86.25 £80.10 £80.08

4 APARTMENT 100 £94.55 £87.08 £88.83

TOTAL PROPERTIES 927 £82.25 £84.57 £81.31
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It is hoped that this document provides 
a clear overview of the Association’s 
performance along with the figures outlined 
in the Landlord Report.

If you wish to find out more about the 
Association’s performance please contact 
our office by telephoning (01698) 269119, 
or alternatively email to: 

Further information is also available from the 
regulator’s website at - 

 

where you can:

•  Compare our performance with other 
landlords.

•  See all of the information we reported on 
the Charter.

•  Find out more about the terms used in 
 this report.

•  Find out more about their role and how 
they work.

Finally, if you would like to receive any of 
our information in another format such as 
a different language, large print, Braille or 
audio then please contact us and we will 
arrange this for you.
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AFFORDABLE HOMES WITH PEOPLE IN MIND

Making a Difference

Lanarkshire Housing Association Limited

191 Brandon Street 
Motherwell 
ML1 1RS

Telephone
(01698) 269119 

Registered Society under the Co-operative and Community 
Benefit Societies Act 2014: 
Reg. No 1941R(S)

Registered as a Scottish Charity: 
Reg. No. (SC042523)

Registered with the Scottish Housing Regulator: 
Social Landlord No. 202

Registered under the Property Factors (Scotland) Act 2011: 
Reg. No. PF000275


