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Heating Repairs Contract Update

Autumn Newsletter Prize Draw Winner 
A big thank you to all of our residents who have 
registered their mobile phone  number with us…
and congratulations to our prize winner,
Mr Andrew Adam from Harthill, who has received 
a £20.00 Asda Gift Card for simply registering his 
mobile number with us.

A few of the benefits of registering your mobile 
number with us are:
• A quick check of your rent;
• Reporting repairs; 
• Contacting your Housing Officer;

It can also benefit the Association allowing us to:
• Confirm repairs which you have reported to us, 
• Advise you of any local problems being experienced with communal services, 
• Advise you of any major water bursts, electricity outage and problems that can 

arise with the winter/stormy weather.

If you haven’t yet registered your mobile number with us you can do so by contacting 
the office on 01698-377200 or by sending a text to 07529 777345 stating your name and address
on the text.

Anne Michelle Currie, Corporate Services Officer

Our new contract for the provision of gas servicing and heating repairs in 
partnership with McTear Contracts is now underway.  As well as carrying 
out the everyday repairs, they also provide an out of hours service for emergency repairs.

The out of hours service is provided for emergency situations that just cannot wait until the next
working day. If you do have cause to contact the emergency number please provide as much 
information as you can about the problem so that our contractor can arrange to attend as quickly
as possible. 

OUT OF HOURS EMERGENCY NUMBER 
FOR HEATING REPAIRS: 0800 917 9986

Rent First…
If you have any difficulties paying your rent, 
please contact your Housing Officer, 

Alan Richardson, Susan Tait or Mykela Dunlop

Check out our article on the 12 tips for a debt free Christmas on page 6

Remember

to PAY my

RENT!!!

Wishaw & District Housing Office will beclosed on: 
Thursday 24 December 2015Friday 25 December 2015Monday 28 December 2015
Thursday 31 December 2015Friday 1 January 2016Monday 2 January 2016
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Rachel Osprey – Finance & Corporate Services Manager

I joined Wishaw & District Housing Association in September 2015 as Finance & 
Corporate Services Manager and I am delighted to take up my new role with 
such a long standing Housing Association. 

I have over 24 years’ experience working in Social Housing in Senior Finance 
positions.  I have previously worked as a Finance Consultant providing Finance
services to various Housing Associations and as both External and Internal 
Auditor for a Glasgow based accountancy firm. 

My main role is to provide strategic financial support to the Association including business planning, and
treasury management and to ensure the Association meets future challenges.  I have overall responsibility
for the smooth running of the Finance and Corporate services aspect of the Association.

There will be new challenges and opportunities with this role and I am looking forward to working with the
Board, Chief Executive and staff to guide the Association in its aim to achieve financial sustainability during
times of external economic pressures.

Rachel Osprey, Finance & Corporate Services Manager

Terry McKenna – Maintenance & Asset Manager

I am delighted to take up my new role as Maintenance & Asset Manager with
Wishaw & District Housing Association. My employment with the Association
began in November 1997 as a Maintenance Officer, in 2006 I took over a new
role as Maintenance Manager which I held until our recent restructuring exercise.

I am enjoying the many new challenges and opportunities my new role
has created.

Terry Mckenna, Maintenance & Asset Manager

Anne Michelle Currie – Corporate Services Officer
I have worked with Wishaw and District Housing Association for 9 years as
Senior Customer Services Assistant and am delighted to take up my new role as 
Corporate Services Officer. 

I am enjoying the many new challenges and opportunities that come with this
role, particularly in developing my knowledge and skills in the various tasks such
as Health and Safety, Human Resources and Information Office and Organisation
Services and I believe that many of the transferrable skills I have gained throughout
my working life will assist me in fulfilling this new role within the Association.

In addition, I will continue to work closely with the Chief Executive, Senior Staff 
and Board of Directors, as well as fulfilling my role in processing Association Membership applications and
supervising the front office services and staff.

Anne Michelle Currie, Corporate Services Officer

Changes in Wishaw
As advised in our last Newsletter, we now have the following staff
members in their new posts.
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Repairs Performance How We Are Performing
The Scottish Housing Charter sets several performance indicators for the repairs and maintenance 
functions of the Association.  Our performance against these indicators for the last 2 years and the second
quarter of 2015/16 - July to September 2015 – is shown below:

Indicator 7 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Percentage of stock 
meeting the Scottish 91.00% 99.40% 100% 100% 100%
Housing Quality Standard

Indicator 11 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Average length of time 
taken to complete 5.90 hours 2.90 hours 1.05 hours 0.54 hours 0.50 hours
emergency repairs

Indicator 12 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Average length of time 
taken to complete 7.90 days 4.00 days 3.13 days 2.80 days 3.2 days
non-emergency repairs

An emergency repair is completed when the contractor attends to make the area safe.

This indicator covers both Urgent (U) and Routine (R) repairs.

Indicator 13 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Percentage of 
non-emergency repairs 90.20% 92.70% 96.50% 96.80% 99.46%
completed right first time

To be considered Right First Time a repair must be completed:
• To the tenant’s satisfaction
• Within the target timescale
• Without the need to return because the fault was mis-diagnosed or not resolved
.
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Terry McKenna, Maintenance and Asset Manager

Indicator 14 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Percentage of repair 
appointments kept 92.40% 93.80% 100% 100% 100%

Not all of our repairs are appointment based and our performance shown reflects appointments kept
against those made – either by the Association or by the contractor.

Indicator 15 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Percentage of properties 
that require a gas safety 
record that had a gas 99.49% 98.10% 100% 99.7% 99.79%
safety check and record 
completed by the 
anniversary date

The Association undertakes gas safety inspections on an approximate 10 month cycle 
to ensure that we have time to pursue access where required.  This means that many 
properties have two services within a 12 month period.  The figures above show the
number of gas safety inspections completed in the second quarter of the year.

Minor
Repairs Trainees
We are delighted to report that we have again 
appointed two temporary Minor Repairs trainees 
who commenced work with the Association in 
October.  This follows on from the successful 
experience last year where both trainees were 
successful in obtaining full time employment 
during their spell working here.  

Our new trainees Daniel Harkins and David Murray
are working with our Minor Repairs team for a
period of six months and will assist with fence
painting, garden works, void property work and 
general minor repairs.  While with us they will learn
and develop repair and customer service skills and 
the Association will provide training and support
throughout their employment as required.

Terry McKenna, Maintenance and Asset Manager
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Indicator 31 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Gross rent arrears as 
percentage of rent due 5.3% 3.8% 3.2% 2.7% 3.21 % 

The Annual Return on the Charter use gross arrears and includes any rental income not received, either
from current or former tenants.  The figure above gives an indication of our performance, based on our
annual rent charges.  This amount will increase through the year before reducing at the year end, when
Housing Benefit make a thirteenth 4 weekly payment to us. 

Indicator 34 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Percentage of rent lost 1.1% 0.23% 0.35% 0.12% 0.16%
through properties being (0.4%) (0.1%)
empty in the last year

NB These are expressed in the ARC to 1 decimal point (Figures in brackets) 

Indicator 35 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Average length of time 
taken to re-let properties 42.7 days 12.1 days 15.1 days 6.7 days 3.7 days
in the last year

We can report that ongoing performance improvements has resulted in reductions both in the time taken
to re-let empty properties and in the rent lost for the organisation 

Indicator 19 Scottish SHBVN Peer WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 Quarter 2 
2014/15 2014/15 2015/16

Average length of time 
taken to re-let properties 42.7 days 12.1 days 15.1 days 6.7 days 3.7 days
in the last year

We are pleased to report that we have managed to respond to more of these within our internal 
target timescales.

Niall Gordon, Chief Executive

Tenancy Services
How are we performing this year?
To keep you regularly advised of our performance, we have provided you with updated
information to the end of the second quarter i.e. September 2015 on our rent 
collection, void management and anti-social behaviour service below: 

NB. These are also compared to the latest figures available for Scotland from the Scottish 
Housing Regulator and for the Scottish Housing Network
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1. Pay your priority bills first – ensuring your RENT is paid on time is the only way to guarantee keeping the
roof over your head.  Setting up a direct debit means your rent can be paid on the day you receive your 
income so you are not tempted to spend it.

2. If you are worried about being able to pay your rent, now is the time to contact your Housing Officer 
who can offer advice and assistance.  An appointment can be made with a Money Advisor if necessary.

3. You may qualify for housing benefit and other benefits to top-up your existing income to help pay 
your rent.

4. DON’T buy on impulse then worry about how you are going to pay your bills – You won’t actually enjoy
Christmas for worrying. 

5. Make a list and stick to it – don’t buy for the sake of it - ask yourself if you can afford it first.

6. DON’T borrow from door to door lenders – excessively high rates of interest mean you will be paying 
back the loan for years to come. You will also be harassed by creditors collecting payment.

7. Shop smart – see if there are cheaper alternatives available. 

8. Build up enough credit in your rent account by paying extra throughout the year so you know your rent 
will be covered during such a pressured time.

9. Don’t get caught up in a retail festival and feel obliged to give, especially if you know you can’t afford it.
Be honest with family they may feel the same.

10. Consider a secret santa with family and put a limit on the spend of £5 or £10. This means you buy one 
present each rather than buying for everyone.

11. Set-up a credit union account in January to start saving for next Christmas.

12. Free, impartial advice, including a Christmas 
Budget planner can be found on the Money
Advice Service website: 
https://www.moneyadviceservice.org.uk/en

Your home is at the heart
of your family don’t put 
at risk it for Christmas!

12 Tips for 
a debt-free Christmas!

Our Tenancy team are
here to help you
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As part of the Government’s 
Welfare reform the following 
benefits are being abolished:  

• Income Support (IS) 
• Income Based Job Seekers 

Allowance (JSA)  
• Income based Employment 

and Support Allowance 
(ESA)  

• Tax Credits  
• Housing Benefit 
• Budgeting Loans 

These will be replaced with 
one single payment called  

 

is currently 
being paid to first time 
(newly unemployed) single 
claimants of working age 
(over 18 and under 
pension credit age) or 
those who have changed 
from one benefit  to 
another, whether in or out 
of work.  It is intended that 
UC will be rolled out to 
everyone of working age 
by 2017 .  UC is means  
tested and you must have 
a habitual right to reside in 
the UK to apply.  

will be paid 
as one single monthly 
payment directly into your 
bank account.  This will be 
paid in arrears. You will 
need to check if your Bank, 
Building Society, credit 
union or Post Office 
account is able to receive 
automated payments.  If 
you don’t already have a 
bank account we would 
advise you to apply for one  
as soon as possible.  

 

If you are 
entitled to 

assistance with paying
your rent you will 
receive an allowance 
as part of your UC 
payment. (This  was 
previously called housing 
benefit and was 
administered by North 
Lanarkshire Council).  

 It will be your 
responsibility to pay your 
rent directly to us this 
will no longer automatically 
come to the Association 
as housing benefit from 
the Council. However   
you may be able to 
request an alternative 
payment arrangement 
to change this. 

 

claims must normally be made online at: 
www.gov.uk/apply-universal-credit

 

There is a helpline to assist you 
  

Telephone: 0345 600 0723
 
Textphone: 0345 600 0743

 

We urge you to contact us if you think you may be affected or if you think your circumstances 
 may change. Your Housing Officer can give you advice and assistance. Download our 

   information leaflet
 
from the website:

http://www.wishawdha.org.uk/upload/11051423-UniversalCredit.pdf  

    
       

      Are
 You 
    Ready

 

   
 

 is HERE!
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Working with the local community
Wishaw & District Housing Association are continuing to work with 
our local community through offering work experience for 
young jobseekers.  

This opportunity provides those individuals who lack experience 
with a chance to undertake work in a real working environment 
and provide transferrable skills which could potentially improve 
their employment prospects.

Work Experience enables young people between the age of 18 and 
24 to volunteer via Jobcentreplus for placements lasting between 
2 and 6 weeks. Participants will continue to receive benefits and 
will also have the cost of travel covered.

Danielle McKay, from Motherwell, has recently completed 4 weeks 
work experience with Wishaw & District Housing Association where
she spent time working in both the Reception and Maintenance Section 

Danielle enjoyed the experience saying:

“I have really enjoyed my time at WDHA over the past few weeks – not only have I gained the experience
of working In the Administration teams within a Housing Association, I have also learned a number of new
skills working front of office and within maintenance.  

This work placement has allowed me to get involved in areas I have not previously 
experienced and I am sure this will help me in my search for employment
(as I am now actively looking for an admin position within housing).”

If you live in the local area and are interested in finding work 
experience please contact your local Jobcentre plus for further 
information on this scheme.

Anne Michelle Currie
Corporate Services Officer

“Help us shape and improve our 
policy and decision making” 

Niall Gordon, Chief Executive

Would you like to get involved shaping housing policy?  What about being part of the decision making
process.  Do you wonder why we do certain things, or perhaps you would just like to find out how you can
raise issues and have your views heard?

Get involved and help us shape housing policy and procedure starting with the following:

Asset Management Strategy December / January
Allocations Policy March / April

If you are interested, please contact Niall Gordon on 01698 377200. 
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The Wishaw & District Housing Association Customer
Scrutiny Panel is made up of a group of eight tenants, 
sharing owners and a tenant’s advocate.  The role of the
Panel is to identify areas of the Association’s service and 
assess from a customers’ view point.  Following the success of
the “Estate Management Project” in the new year of 2015,
the Panel have continued to be involved in the scrutiny of 
Association performance.

Notably, this year Panel members have influenced the review
of the Association’s Resident Participation Strategy, 
considered presentations on Association performance, 
considered the Association’s Annual Return on the Charter
and worked closely to develop approaches to participation
and scrutiny with the staff and Board members.

During the summer months, the Panel’s priority was to raise
awareness of its work and attract new interest.  The group
welcomed four new people, however one existing member
left the panel to become a Board Member and another left
due to family commitments.  

In recent months the Panel has been working hard on its 
current scrutiny project and has been reviewing the 
Association’s Letting Standard.  The purpose of this scrutiny
assessment project is to:

• determine what changes, if any are needed to the
existing letting standard

• inspect properties as they become vacant to understand 
what the Association needs to do to bring them up to the
standard and

• view properties after the work has been done and before 
they are let.

To be thorough in their assessment and review, Panel 
members have considered current housing legislation, 
policies and procedures, interviewed staff to understand their
role in the letting process and ensuring properties meet the
standard, viewing properties and surveying tenants about
their views on the property after they have moved in.

The Panel, hope to finish collecting information on this 
project before Christmas.  Thereafter, with the assistance 
of the Tenants Information Service (TIS), their independent
advisor, they will write and present a report to the Association
detailing their findings and associated recommendations.

The next issue of the newsletter will provide you with an
update on the findings and the Association’s response.

To find out more about the work of the Panel, its 
members and how you can be involved, please contact
Niall Gordon on 01698-377200

Tenants Letters Page
An opportunity for
you to have your say
We are planning to include a letter’s page for
tenant’s in future issues of our newsletters.
This is your chance to have queries answered
and also for comments suggestions & 
feedback for improving our service.

Other general issues or concerns to your
local community can also be discussed using
this forum.

The Association can then respond, 
explaining how and why a decision has been
reached, or alternatively confirming that
changes to procedure can be established to
further improve our service and hopefully,
reach a satisfactory conclusion.

This feature will address general queries and
consider suggestions from our tenants, 
giving the Association the opportunity to 
explain our decision making processes, to
the wider community in a more informal 
and widespread forum.

We look forward with anticipation to 
receiving your correspondence!

Letters should be addressed to;

Wishaw & District Housing Association
55 Kirk Road
Wishaw
ML2 7BL

E-mail address:  assoc@wishawdha.org.uk

Customer Scutiny Panel
Update November 2015

Robert MacAlpine
Senior Housing Assistant

Please note that if you want

your letter to be printed, you

must include your name & 

address for verification

purposes.  However, if you 

prefer to remain anonymous,

this should be indicated clearly

on your correspondence.  

Letters may be edited as space

is limited and we may be 

unable to print every letter.
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If You are local, get vocal come along to our Surgeries
Surgeries

Event Date Details

Coltness 25.02.16 26.05.16 Coltness Community Centre 

25.08.16 24.11.16 10.00am - 11:30am

Craigneuk 24.02.16 25.05.16 Jim Foley Community Centre 

31.08.16 30.11.16 14:00pm – 15:30pm 

Harthill 25.02.16 26.05.16 Community Education Centre

25.08.16 24.11.16 09:30am – 10:30am

Muirhouse 23.02.16 31.05.16 Isa Money Community Centre

30.08.16 29.11.16 09:30am – 11:00am

Newmains 24.02.16 25.05.16 Newmains Community Trust Centre

31.08.16 30.11.16 10:00am – 11:30am

Shotts 25.02.16 26.05.16 Shotts Housing Office

25.08.16 24.11.16 11:00am – 12:00noon

Alone we can do so little, together we can do so much
Customer Scrutiny Panel

Event Date Details

Customer Scrutiny 07.12.15 11.01.16 Association Offices, 55 Kirk Road

Panel Meetings 6:00pm

Panel Members Only If you are interested in becoming a member, please contact 
Niall Gordon  - 01698-377200

Being a Board Member can be a rewarding experience
Board of Directors

Event Date Details
Board Meetings 26.01.16 09.02.16

23.02.16 22.03.16 Association Offices, 55 Kirk Road
26.04.16 10.05.16 6:00pm
24.05.16 28.06.16
26.07.16 AGM

Board Members Only If you are already an Association Member and are interested 
in becoming a Board Member, please contact 
Niall Gordon. – 01698-377200
If you are interested in becoming an Association Member, 
please contact Anne Michelle Currie – 01698-377200
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The Handyperson Service is available to people of a pensionable 
age in the North Lanarkshire area 

The service is provided by a group of volunteers and managed
by The Link Group Ltd and its subsidiary Horizon Housing 
Association it is funded by North Lanarkshire Council and NHS 
Lanarkshire.  The kind of tasks they can carry out for 
householders are:

• Changing light bulbs
• Replacing smoke alarm batteries
• Changing or hanging curtains
• Packing, assembling or moving furniture within the home

The service is free.  No charge is made for labour
or travel costs, but any materials purchased on
your behalf need to be paid for by you.

Contact your local Handyperson Service during office 
hours on 0800 048 2882 for further information.

North Lanarkshire Handyperson Service 

Terry McKenna, Maintenance & Asset Manager

Keep your home safe
The Obvious...LOCK your Doors and Windows!!... 
We have learned that opportunists have been trying door handles in the Wishaw Area, 
Police Constable, Gary Cook (Police Scotland, Safer Communities Department) 
advised of some basic steps to help protect your home.

� Many thieves are actually opportunists who do not have to break in at all because a door or window 
has been left open or unlocked.  Keep your home securely locked at all times.

� Don’t leave keys on the inside of door locks, under mats or anywhere else an intruder may easily find them.

� Don’t keep house keys and car keys on the same key ring.

� Avoid keeping large amounts of cash in the house. 

� Security mark your property with a UV marker pen.  You can use this pen to place an invisible imprint of 
your postcode and house number on your possessions.

� Record details of your valuables, such as mobile phone, cameras, laptops and tablets on the national 
mobile property register at www.immobilise.com. 

� Don’t leave valuables in sight of windows, particularly around the tree at Christmas time.

� If you have a wall calendar, avoid mounting it near a window from where appointments can potentially be 
seen – this may give an indication of when a property will be empty.

The address of your local
Handyperson Service is:

North Lanarkshire 
Care and Repair
One Wellwynd, 
Airdrie ML6 0BN
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Website
Don’t forget, for the 
latest Association
news...log onto 
our website
www.wishawdha.org.uk

W&DHA Newsletter is the Association’s way of keeping
in touch with it’s Residents. We value your input, so if 
you have any questions to ask or points to make, then 
contact us at: 
Wishaw & District Housing Association, 55 Kirk Road
Wishaw ML2 7BL Tel: 01698 377200 Fax: 01698 358712 

Useful Telephone Numbers
Scottish Power Emergencies:   0800 092 9290

Transco (Gas) Emergencies:     0800 111 999

Scottish Water Emergencies:  0800 077 8778

Police: Emergency 999             
Non Emergency 101
Out of Hours Emergencies
Heating/Hot Water: 0800 917 9986
Out of Hours Emergencies
All Other Emergencies: 0800 999 2520

Wishaw & District Housing Association: 01698 377200

Text Messaging Service: 07529 777345

Opening Hours:
Mon-Thurs  9.00am - 4.30pm    Fri 9.00am - 4.00pm

assoc@wishawdha.org.uk @WishawDHA

This newsletter is available in any 
language or format you require. 
Please contact the office for details.
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The competition is open for all children of 
primary school age.  

Have fun finding all the words and better still,
if you return your completed page to 
Association’s office before 18 December 2015
you will be entered in the prize draw. The 
winner will receive a £20.00 gift voucher.

Name: ……………….............…………………

…………………..............................................

Date of Birth:  ………….....……………....……

Address: ……….............………………….……

……………………………………….…………

………………………....................................

Please return your completed form to 
Wishaw & District Housing Association
55 Kirk Road, Wishaw ML2 7BL

Anne Michelle Currie, 
Corporate Services Officer

STOCKING 
FATHER CHRISTMAS
SNOWMAN
PRESENT
CAKE

DECORATIONS
GINGERBREAD
REINDEER
TREE

Wishaw & District
Housing Association
CHRISTMAS WORD-SEARCH
COMPETITION




