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I am pleased to report on the work 
of the newly formed Customer 
Services Working Group, where 
a number of local residents meet 
with the Association to assess 
their services and activities.  This 
forum allows us to give our views 
and recommendations on how the 
services of the Association could be 
improved for the benefit of Cadder, 
the Association’s tenants and local 
residents.

The group meet with senior staff 
members and receive detailed 
presentations on specific service 
issues and we give our views 
to inform improvements to 
services or recommendations to 
the Association’s Management 
Committee on their key decisions.  
We assessed the Association’s 
first annual report on the charter; 
quarterly performance in key areas; 

annual rent, management fee and 
service increase; and the findings 
of the satisfaction survey.  In the 
coming year we will be looking at 
key services of the Association 
including the repairs service, estate 
management, management of 
anti-social behaviour and cyclical 
matters, for example annual rent, 
management fee and service 
charge increases and performance 
and Charter information.

There is a lot to learn and we have 
received training and support from 
the Association to inform our role 
and facilitate our response in key 
areas.  Going forward we will be 
working with the Tenants Information 
Services and receiving independent 
support for us to enhance our 
scrutiny and challenge of the 
Association’s activities and enable 
them to deliver high quality and 

responsive services to our tenants 
and other residents.

I would encourage local residents 
to get involved in our group and 
together we can challenge and 
work with the Association to 
improve its services.

Nan Cuthbertson
Chairperson
Customer Services Working 
Group

Welcome to our Annual Report 
on the Scottish Housing Charter, 
which provides you with 
information on performance in 
key areas of our service to you.  
We have reviewed the format of 
our Report on the Charter this 
year following feedback from the 
Scrutiny Panel and our tenants on 
last year’s report.

The Association’s focus is on 
improvement on many fronts, to 
regenerate Cadder; improve our 
tenants’ homes; and a commitment 
to improve our services.  In the year 
we undertook a Residents Satisfaction 
Survey and coupled with our 
performance systems and our contact 
with tenants and other customers we 
know there are many areas of our 
work where we provide an excellent 
service, but also we realise there are 
improvements we can make to ensure 
our service meets the needs and 
expectations of our tenants, owner-

occupiers and other customers.

The work to improve our services has 
been enhanced by the establishment 
of a Scrutiny Panel called the Cadder 
Customer Services Working Group, 
where local residents will learn more 
about our work and constructively 
challenge us and give their views 
and recommendations aimed at 
improving our services to tenants and 
others.  To complement our work in 
Investors in People, our staff have 
looked at how they can improve the 
‘Customer Journey’ and have begun 
to make improvements in their work 
and services.  This exercise is on-
going and was a major feature in the 
Association achieving Investors in 
People (Silver) Accreditation.

I hope our Annual Report on the 
Charter is informative in letting you 
know how we are performing against 
last year and the average of Scottish 
Housing Associations.  We have 

enclosed a satisfaction questionnaire 
form to get your views on the format 
of this year’s Charter Report, but also 
to hear the services you would like 
us to improve and how this could be 
achieved to your satisfaction.

Liz Doherty 
Chairperson 
Cadder Housing Association

Chairperson’s Report

Page 2

Customer Services Working Group

See back page for traffic light indicator key
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Since our stock condition survey in 2014, 30% of our 
housing stock is exempt from the SHQS due to the 
design of the buildings and 5% of properties are due 
to tenant’s not allowing access but we will continue to 
pursue this during the year.

The targets achieved for our reactive repairs service 
are well above the Scottish Average when compared to 
other housing associations, however, we note that the 
percentage of tenants who had a repair carried out in 
the last 12 months only 64.33% are satisfi ed and we are 
putting measures in place to increase this fi gure. 

Percentage of tenants satisfi ed with the quality of their homes
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Percentage of tenants who have had repairs carried out in the last 12 months 
satisfi ed with the service
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Housing Quality Standard (SHQS)
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Average Rent
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Homes and Rents

Percentage of tenants who feel that the rent for their property represents good value for money

Rent collected as % of 
total rent due less 
pre-payments

Gross rent arrears 
as % of rent due (31 
March 2014)

% of rent due lost 
through properties 
being empty
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74.27%

76.84%
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*NOTE – Comparison only with Scottish Average for our Rents.



Rental payments are the main source of income 
to the Association. The successful collection 
of rent allows the Association to provide year 
round services to our tenants and the Cadder 
neighbourhood. Whilst we must be mindful of 
meeting the needs of our Business Plan, we 
understand the importance of keeping rents as 
low and as affordable as possible. 

As the table opposite shows, our rents compare 
well to other Scottish housing associations. 
There were 45% of tenants who were neither 
dissatisfied nor satisfied about the rents being 
good value for money.  We will continue to 
work with tenants and our scrutiny group on 
ways to improve this area.  We provide free and 
confidential benefits, debt and money advice to 
all residents living in Cadder. 
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Homes and Rents

Percentage of tenants Satisfied with the overall service provided by Cadder Housing Association

83.3%
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Percentage of tenants who feel Cadder Housing Association is good at keeping them 
informed about their services and decisions

70.4%

90.78%

81.26%

2014-15 
Performance

2013-14 
Performance

Scottish Average 
2014-15 (Housing 
Associations Only

Percentage of tenants satisfied with the opportunities given to them to  
participate in Cadder Housing Associations’ decision making process
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Neighbourhood & Community

The Association takes great pride in how it manages anti-social behaviour 
within the community. We continued to work closely with our key partners 
to achieve this – Police Scotland, Community Safety Glasgow and most 
importantly, our residents, without whom, our management of these issues 
would not have been as effective. The Association is a 3rd Party Reporting 
Centre, which allows staff to receive hate crime complaints and submit these 
in turn to Police Scotland for investigation. Our Estate Caretaking Service 
continued to maintain the estate to a very high standard. We take complaints 
very seriously and strive to learn from these to improve our services to 
our residents. As the above table shows, we responded to all received 
complaints within target timescales.  
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Percentage of tenants satisfi ed with the management of the neighbourhood they live in

% of Stage 1 Complaints 
Responded to in Full

Number of Notice of Proceedings

Number of Abandoned Properties

% of court actions initiated, which
resulted in eviction

Court Actions Initiated

% of Anti-Social Behaviour 
(ASB) cases resolved within 
locally agreed targets

% of Stage 2 Complaints 
Responded to in Full
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Access to Housing

We aim to ensure that best use is made of our available 
houses. As an average, the Association receives some 
60 houses for re-letting each year. The vast majority 
of these are 3apt tenements. Our Allocations Policy is 
based on housing need and we consider applicants 
from three main categories when selecting for empty 
homes – Tenant Transfers; Waiting List (applicants who 
are not Cadder HA tenants) & Homeless Applicants. 
The number of offers refused in the year was greatly 

affected by applicants not responding or changing 
their choice of locations at the offer of housing stage. 
Our average time to re-let our empty homes was 
broadly in line with the Scottish average. We have 
an ambitious programme of works for our empty 
homes, which includes the installation of new kitchens 
and bathrooms. The Association provided extensive 
tenancy support services, which included help with 
benefi ts, debt, budgeting, heating and personal issues.  

Scottish Average 
2014-15 (Housing 
Associations Only

Scottish Average 
2014-15 (Housing 
Associations Only
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% of lettable properties that became 
vacant in the year

% of new tenancies sustained for 
more than 1 year

Average time to re-let empty properties% of tenancy offers refused in the year
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Cadder Housing Association 
66 Skirsa Street, Glasgow, G23 5BA

Telephone:  0141 945 3282 
Fax:  0141 948 0163 
Email:  enquiry@cadderhouing.co.uk 
Website:  www.cadderha.co.uk

Registered under the Industrial & Provident Societies Act (No. 2436R[S]) and with Scottish Housing Regulator (No. HCB 270).
Scottish Registered Charity No. SC 036455 and Registered Property Factor PF000259

Traffic Light Indicator Key

Our performance is less than our 2013-14 performance and the Housing 
Association Sector;

Our performance is better that our 2013-14 performance but worse that the 
Association Housing Sector

Our performance is better than both the 2013-14 performance and the 
Housing Association Sector


