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Wishaw & District Housing Association
promotes the use of AllPay Mobile Phone App

Donnamarie Beattie, Allocations Assistant

This App is an excellent tool which allows our residents to pay their rent anytime, 
anywhere.  It is simple to download and use and once you record your details the 
information is securely saved.  Don’t forget, if you have registered your mobile phone
number with us, you can send a text to 07529 777345 quoting BAL and you will get
your latest balance.



Anne Michelle Currie, Corporate Services Officer
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Annual General Meeting

(AGM) Paperwork

The Annual General Meeting for

Association Members is sch
eduled

for Tuesday 26 July 2016. All

relevant paperwork will be mailed

to members 1 month in advance,

however if you 
wish to receive

this elect
ronically please send an

email to assoc@wishawdha.org.uk

stating “Association Member”, 

your name and address.

Welcome to 
our Summer 2016 newsletter 
We advised you in our spring newsletter that we were reviewing our 
options in respect of our Main Street development site: this has not yet
been completed and is still ongoing.  

To ensure  that the Board receive all the information and advice to consider our
options for this site and to make the correct decisions we have been taking 
independent advice from consultants who will report to the Board and assist them in making these decisions.

Once this has been completed we will advise you of the outcomes. 

This newsletter also contains updates on our performances for last financial year 2015/16 and shows the
high levels of performance achieved across the Association. 

2015/16 was a challenging year in terms of our restructuring and senior staff changes, and I would like to
take this opportunity to thank all staff within the Association for their continued excellent performances 
throughout the year. 

We are also in the process of organising our AGM for this year: it is scheduled to be held on Tuesday 26th
July at 6.30pm in the Associations office. If you are an Association Member you will receive an invite to 
attend, if you wish to become a member please contact the office and we will arrange for you to complete
the appropriate membership form. 

Niall Gordon, Chief Executive

Wishaw & District Housing
Association Making the most
of Electronic Mail (Email)
We now have the facility for monthly 
rent statements to be emailed to 
those residents who have provided 
us with their email address. 

This benefits both the Association and our 
residents, in that it

• Allows the resident to keep an easily 
accessible electronic copy in their files rather
than a build-up of paperwork.

• Helps us to be more cost effective

If you wish to receive future rent statements
and enclosures electronically, please send 
an email to assoc@wishawdha.org.uk stating
your name and address and we will update 
your records accordingly.
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Repairs Performance -
How are we 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 – is shown below:

Indicator 7 Scottish  SHN Peer  WDHA WDHA
Average Group Average 2014/15 2015/16
2014/15 2014/15

% of properties meeting SHQS 90.96% 99.40% 100% 87.23%  

Indicator 11 Scottish  SHN Peer  WDHA WDHA
Average Group Average 2014/15 2015/16
2014/15 2014/15

Average length of time taken 5.85 hours 2.90 hours 0.54 hours 0.87 hours
to complete emergency repairs 

Maintenance Team: 

�

�

Indicator 12 Scottish  SHN Peer  WDHA WDHA
Average Group Average 2014/15 2015/16
2014/15 2014/15

Average length of time taken  to
complete non-emergency repairs

7.88 days 4.00 days 2.80 days 2.85 days

An emergency repair is completed when the contractor attends to make the area safe.  Our target
timescale for emergency repairs is 2 hours to make safe.

This indicator covers both Urgent (U) and Routine (R) repairs. Our target timescale for non-emergency 
repairs is 10 working days.

Indicator 7 Percentage of stock meeting the Scottish Housing Quality Standard.

Indicator 11: Average length of time taken to complete emergency repairs.

Indicator 12: Average length of time taken to complete non-emergency repairs

Indicator 13: Percentage of non-emergency repairs 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

�

Indicator 13 Scottish  SHN Peer  WDHA WDHA
Average Group Average 2014/15 2015/16
2014/15 2014/15

Non-emergency 
repairs completed first time  90.24% 92.70% 96.80% 99.05%

Reduced from previous year due to some kitchens being identified as not meeting the standard due to
insufficient storage space.
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Terry McKenna
Maintenance and Asset Manager

�

Indicator 14: Percentage of repairs appointments kept
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 14 Scottish  SHN Peer  WDHA WDHA
Average Group Average 2014/15 2015/16
2014/15 2014/15

Non-emergency 
repairs completed first time  92.42% 93.80% 100% 100%

Indicator 15: Percentage of properties that require a gas safety record that had a gas safety check and
record completed by the anniversary date.
The Association undertakes gas safety inspections on an approximately 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 below show the percentage of gas safety inspections completed
on time for the year.

Indicator 15 Scottish  SHN Peer  WDHA WDHA
Average Group Average 2014/15 2015/16
2014/15 2014/15

% of properties that had a 
gas safety record renewed 99.49% 98.10% 99.7% 99.9%
by anniversary date.

A warm welcome to our new 
Maintenance Officer Greg Halliday
I joined Wishaw & District Housing Association on 1 April 2016 as
Maintenance Officer and am pleased to join such a fantastic team.

I previously worked with North Lanarkshire Council for the past 3 years
in a similar role.  I’m enjoying getting out and meeting the residents
on my visits.

Greg Halliday, Maintenance Officer

Laminate Flooring Is it really worth it?
Laminate flooring looks nice and is often highly
sought after due to its modern appearance and is
easy to clean.  However laminate flooring can also
cause unnecessary noise and distress to your
neighbours which in turn can negatively impact

on their overall quality of life. Before you 
consider putting down laminate give

some thought to how your 
neighbours may be affected. The
type of flooring you have 

directly influences the way noise is generated
around your home, especially if it is poorly fitted or
has a thin underlay in place. If wooden or laminate
is fitted in an upper flat every ‘thundering’ 
footstep can be heard in neighbouring properties.
Laminate and wooden flooring should only be laid
after giving the matter considerable thought and
all other available options have been carefully 
examined. You will also need to obtain permission
from the Association before laying it.
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Planned Maintenance
During the past year the Association has been carrying out a full programme of planned maintenance
works in order to ensure our properties will remain in tip-top condition well into the future:

• We have renewed 107 electrical consumer units in 107 properties
• We have replaced electric storage heating with fuel efficient condensing combination gas boilers 

and heating systems in 10 properties.
• We installed a further 30 new fuel efficient boilers into our properties.
• We renewed 45 full gas heating systems 
• Smoke and carbon monoxide detectors are being replaced in 188 homes
• We are carrying out stonework repairs to 24 properties

Our programme for planned maintenance works for the coming year – April 2016 – March 2017 is
given in the table below:

PLANNED MAINTENANCE PROGRAMME 2016/2017

Description Addresses Units

Kitchens Replacements. 281 Kirk Road, 5 & 11 Bute Crescent, 5 Minard Road, 
2-16 Calderwood Court, 2a-2b Pather Street  60
172a-188b Stewarton Street, 1-43 Mission Gardens

Replacement Consumer Units. 37-51 East Hamilton Street, 75-97 Leighton Street, 
28-32 Pather Street &  56-64 East Hamilton Street, 
34 & 40 Pather Street & 99-105 Leighton Street, 49
156-170 Stewarton Street, 72-98 Russell Street

Replacement Boilers 25-37 Russell Street, 136-178 Glasgow Road, 
Mid Carbarns, Carbarn West, Carbarns East, 72
Hawthorn Drive, Shotts

Replacement Smoke 79-95 Cambusnethan Street, 
and Carbon 99-109 Cambusnethan Street, 
Monoxide detectors 138 Cambusnethan Street, 

247-265 Cambusnethan Street, 
184-194 Caledonian Road, 5-19 Station Road, 125
73-87 Charles Street, 72-112 Glasgow Road, 
1-29 Cleland Road, Barons Road, Clyde Terrace, 
Merryton Road, Muirhouse Drive, 5 & 11 Bute Crescent, 
5 Minard Road, 30 Baton Road, 39-65 Easter Road, 
7 Trows Road & 16 Brooklyn Place

Terry McKenna, Maintenance and Asset Manager

Laminate and Repairs
There is nothing more annoying than having 
just got your new floor laid and repair such as a
burst pipe occurs resulting in having to have it
lifted again.

Remember this is your choice of floor covering
and YOU will be responsible for lifting and 

relaying it to allow for essential repairs or a new
installation. The Association will not be 
responsible for any damage that 
occurs to the flooring 
in carrying out 
any works.



SUMMER  2016               W ISHAW &  D ISTR ICT  HOUS ING  ASSOC IAT ION            PAGE  6

Alan Richardson, Housing Officer

To keep you advised of how the department is performing
we have provided you with updated information to the end
of the financial year, ie March 2016, on our performance 
in the areas of rent collection, void management and 
dealing with reports of anti-social behaviour.

NB. Our figures in the tables below are also compared to the latest figures 
available for Scotland from the Scottish Housing Regulator and for the 
Scottish Housing Network (SHN)

Our performance in arrears collection has consistently improved over the last 3 years, with 2.3% arrears this
year in comparison to 2.7% last year.  Our collection rate is also better than the Scottish average or the
average of our peer housing associations in the Scottish Housing Network

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. 

Our rent loss this year of just 0.08% (or £3,088.72) is less that the 0.12% loss last year (£4,229.21) and 
better than the Scottish average and the average of our peer group

Our performance has continued to improve on the time taken to re-let properties and this has a knock-on 
effect in reducing rent lost to the Association during the re-let process

Our performance on the time taken to resolve reports of anti-social behaviour continues to improve 

Tenancy Services -
How did we perform?

Indicator 31 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 2015/16
2014/15 2014/15

Gross rent arrears at 31 March  5.3% 3.8% 3.2% 2.7% 2.3%
2016 as a percentage of rent due

Indicator 34 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 2015/16
2014/15 2014/15

Percentage of rent lost through
properties being empty 1.1% 0.23% 0.35% 0.12% 0.08%

in the last year

Indicator 35 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 2015/16
2014/15 2014/15

Average time to re-let 42.7 days 12.1 days 15.1 days 6.7 days 5.5 days 
properties in the last year

Indicator 19 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2013/14 2014/15 2015/16
2014/15 2014/15

Percentage of anti-social behaviour 83.2% 90.2% 86.7% 91.7% 97.3%
cases resolved within locally
agreed targets in the last year.

Tenancy Team

�

�

�

�
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Thanks to everyone who took the time to complete our survey providing feedback for our Annual Report
on the Charter, your comments are extremely valuable and will assist us in shaping this report in the 
future.  A copy of all feedback / comments received from our residents is available on our website :
http://wishawdha.org.uk/performance/

2014/15 Annual Report on the Charter – 
Survey Results

DO YOU LIKE THE LAYOUT OF THE REPORT ?

Answer Response Response
Options Percent Count

Yes 98.5% 64

No 1.5% 1

DOES IT CONTAIN THE RIGHT INFORMATION ?

Answer Response Response
Options Percent Count

Yes 98.4% 62

No 1.6% 1

IS THERE ANY INFORMATION THAT YOU WOULD LIKE TO 
SEE IN THE REPORT ?

Answer Response Response
Options Percent Count

Yes 12.5% 8

No 87.5% 56

Bright, attractive 
colouring and interesting.

I think reading the book everything was 
explained in a way people could understand. Not too jam packed with rubbish.

Nice clear layout and information.

Very Helpful.
I question the cost of producing the report for everyone,
I would have been happy for an emailed version. Gave an informative breakdown

of information.

Additional information
on adaptation spends.

What available houses
there are for rent.

Just update more information when
getting new things in our houses.

NO

YES

NO

YES

YES

NO
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Looking After Your Garden

All year round, but in particular during the 
growing season (generally from March to October)
the Association encourages all of those tenants 
who are fortunate enough to have a garden to keep
these areas to an acceptable standard. In practice,
this means we would expect you to:

• cut your grass at least every fortnight
• keep your garden free from weeds 
• trim any hedges at least twice per year
• dispose of any grass and garden waste 

responsibly, using your brown bin 

All year round we expect you to….
• keep your garden free from litter and any 

animal faeces
• dispose of any bulk refuse responsibly. 

Please don’t leave it in your garden - a free 
special uplift can easily be arranged by phoning 
North Lanarkshire Council on 01698 403 110

Why we need you to do this….
We all want our own neighbourhood to be a 
pleasant and attractive place to live.  An untidy 
garden can annoy neighbours, attract vermin and
may also be a breach of your tenancy agreement.

Tenants who don’t maintain their garden to these
standards will be contacted by their Housing Officer
to agree a plan and timescale to rectify any issues. 

Alan Richardson, 
Housing Officer

Good Neighbour
Award 2016
Congratulations to Anthony Reilly on winning
Wishaw & District Housing Association’s Good
Neighbour Award. 

Anthony was nominated by Ms Jane Mitchell in 
recognition of the assistance he provides her and
other neighbours.  

“Anthony faithfully takes charge of the bins every
week, putting them out and replacing them when
they have been emptied.  Also in the winter, Anthony
clears the paths and salts them as needed, a much 
appreciated service to us older folk!!”

Well done Anthony, keep up the good work. Mykela Dunlop, Housing Officer

Anthony with the 
Tenancy Team

Summer’s here and the time is right...for keeping your garden tidy.
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Working with the
local community

Wishaw and District Housing Association has 
recently provided Jordan Hutton, from Shotts, 
valuable work experience and a chance to work
in a real working environment.  The skills and
confidence Jordan gained during his time with 
us could potentially improve his future 
employment prospects. 

From his time with us Jordan commented:

“the past six weeks working within the 
Association have been fantastic.  I have been
working within the Maintenance department and
reception, this work experience opportunity has
greatly enhanced my skills and knowledge using
Microsoft Office and other software whilst 
working with the Association’s administration
teams.  The past few weeks have been a great 
insight of an office environment and I have
gained invaluable experience that will hopefully
assist me in finding employment.  I also enjoyed
using my IT skills to help update the new website
and collate planned maintenance customer 
satisfaction surveys using survey monkey”.

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.

Advice For Tenants
And Residents  

Do You Need Help to Improve Your
Computer Skills?

YES – then help is at hand

More and more information, application forms
and cheap deals are only available via the 
internet.  Unfortunately, not everyone is IT savvy
and knows how to ‘surf the net’, download 
or ‘Skype’ friends.

If you are a ‘technophobe’ fear not – there is help.       
Our AFTAR service (Advice For Tenants And 
Residents) is now running basic computer 
knowledge classes every week in the 
Wishaw area. 

If you want to learn how to find your way around
the internet then please come along.  The classes
are free, informal and fun.  They are designed to
allow you to learn step by step and at your own
pace and are for all ages and levels.

Classes take place every Tuesday between
10am and 12 noon and every Thursday 
between 1.00pm & 4.00pm at the IT suite in
South Wishaw Parish Church. 

To book a place Please contact John
McLean on 01698 265 349 or 
Mobile 07948702231.

Please remember that our AFTAR service can also
provide you with free, confidential & impartial 
advice on:
• Your energy bills & usage
• Your entitlement to welfare benefits
• Debt advice
• Help to construct a CV / Job Club.

If you would like further advice on any of the 
services that AFTAR provides then please contact
your Housing Officer.

Alan Richardson, 
Housing Officer

Anne Michelle Currie
Corporate Services Officer 
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TIS National Excellence Awards 2016
We are delighted to announce the Wishaw & District
Housing Association Scrutiny Panel were finalists in
the recent TIS National Excellence Awards 2016 in the
Scrutiny Excellence Award Category.

The award recognises excellence in scrutiny practice
that other groups from throughout Scotland can
learn from and will inspire future tenant scrutiny 
development.  It rewards the exceptional tenant led
scrutiny activities as part of the neighbourhood and
environment project which created improvment in
the local communities and recognises the work of 
the  members in their partnership working with 
the Association.

Dear all tenants and customers of 
Wishaw & District Housing Association

If you are a tenant, applicant or customer 
receiving a service from Wishaw & District Housing 
Association then this invitation is for you!

Our main aim is to review an area of service within
the Association and make suggestions or 
recommendations to improve the service.

Our last two reviews looked at the 
Neighbourhood and Environment and the 
Letting Standard.  The reviews involved meeting
staff, discussing their role in relation to the topic, 
understanding policies and procedures and 
practical activities eg viewing empty houses in the
letting standard project.  There is an activity to
suit everyone on the Panel.

We would like to extend an invitation for you
to come and join us.

Our monthly meetings are supported by our 
independent chairperson from the Tenants 
Information Service and are also attended by the
Association Chief Executive, Niall Gordon or 
relevant Association staff.  However as well as the
meetings we also take part in fact finding activities
as detailed above.

The next service review is set to be quite varied
and interesting, members have chosen to review

the kitchen replacement contract and will look at
the how the contractors are selected, the 
specification and samples of the kitchen units and
their finish which are to be installed, how the
work is checked and customer satisfaction.

If you are interested in finding out more or would
like an informal chat about the Panel please 
contact Lynda Johnstone from the Tenants 
Information Service on 0141 248 1242.  This is
your chance to make a difference.

Yours Sincerely
Customer Panel Members
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If You are local, get vocal come along to our Surgeries
Surgeries

Event Date Details

Coltness 18.08.16 Coltness Community Centre

17.11.16 10.00am - 11:00am

Craigneuk 17.08.16 Jim Foley Community Centre

16.11.16 14:00pm – 15:00pm 

Harthill 18.08.16 Community Education Centre

17.11.16 09:30am – 10:30am

Muirhouse 16.08.16 Isa Money Community Centre

15.11.16 09:30am – 10:30am

Newmains 17.08.16 Newmains Community Trust  Centre

16.11.16 10:00am – 11:00am

Shotts 18.08.16 Shotts Housing Office

17.11.16 11:00am – 12:00noon

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

Event Date Details

Customer Scrutiny Thursday Association Offices, 55 Kirk Road
Panel Meetings 21st July 10.00am

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 28.06.16 26.07.16 AGM
23.08.16 27.09.16
25.10.16 08.11.16 Association Offices, 
22.11.16 24.01.17 55 Kirk Road 
14.02.17 28.02.17 6:00pm
28.03.17 05.04.17
09.05.17 23.05.17
27.06.17 25.07.17 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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Website
Don’t forget, for the 
latest Association
news...log onto 
our website
www.wishawdha.org.uk

WDHA 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.

Wishaw & District
Housing Association 
Spring Colouring 
in Competition

Anne Michelle Currie, 
Corporate Services Officer

Congratulations to 9 year old Tamzin Grace
Mimnaugh who was our lucky winner of our
spring colouring competition.  Tamzin Grace
commented that this was the first time she 
had entered any of our competitions and she
enjoyed both doing her sums and colouring.
After collecting her voucher she was heading
straight to Argos to buy some Shopkins 
fashion toys.

Thank you to everyone who participated in this.

Unfortunately we have not had a great deal of
interest in our competitions for children and
would like you to offer us some suggestions 
on future competitions you would like to see 
in our newsletter.

Staff training

Our office will close in the 

morning of the la
st Wednesday of

each month to enable 
our staff to 

attend training
 sessions.  This 

is 

important as we need to ensur
e all 

staff keep up-to
-date with the 

changing envir
onment.   

Our opening h
ours on the las

t

Wednesday of th
e month will

now be from 12.30pm -4.30pm.


