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Financial Highlights

 Period to Period to 
 31.03.13 31.03.12 
  (restated)

 £ £ 
Rents 2,332,607 2,229,700 
Factoring Income 15,928 14,754 
Right to Buy Income 0 32,115 
Bank Interest 26,033 36,335 
Other Income 226,478 221,631 
 2,601,046 2,534,535 

 Period to Period to  
 31.03.13 31.03.12  
  (restated) 

 £ £ 
Services 104,470 104,326 
Housing Management 976,301 981,556 
Reactive Maintenance 289,504 230,007 
Cyclical Maintenance 31,676 38,698 
Major Repairs 196,289 991,172 
Bad Debts 21,795 19,111 
Property Depreciation 327,322 165,560 
Factoring 17,533 19,572 
Welfare Rights 20,702 17,947 
Wider Action 16,167 1,014 
Other Expenditure 241,025 79,107 
Loan Interest 162,829 162,908 
 2,405,613 2,810,978 

It is with great pride 
as the Chairperson of 
the Association that 
I present this report 
to you following 
a successful year 
for the Association 
on many fronts, 

firstly the regeneration of the area and 
significant improvement to our tenants’ 
homes through the Community Energy 
Savings Project (C.E.S.P), secondly 
improved governance arrangements 
which have enhanced our planning and 
management in the Association and in 
turn our service and activities to our 
tenants and other customers.

Cadder has been transformed through the C.E.S.P 
contract which has provided a comprehensive 
range of improvements to ensure our properties 
are modern, warm and comfortable to meet the 
needs and aspirations of our tenants and their 
families.  The cost of the C.E.S.P contract totalled 
£7.5million, of which £4.9million was funded by 
the Association.  We were able to fund these 
improvements through our cash reserves and a 
new loan facility.  We have had to increase our 
rents above planned increases of inflation plus 
1% to meet these costs, but we are pleased that 
this has been significantly offset by reductions 

our tenants are now seeing in their energy costs.  
I can reassure all tenants that our objective will 
always be to maintain rents and service charges 
at an affordable amount and at the lowest level, 
although additional rent increases are necessary 
to pay for these and future improvements to your 
homes and the regeneration of Cadder.

This contract has been particularly challenging 
due to the scale of the project which required to 
be completed within prescribed timescales for 
funding by the Energy Regulator, OFGEM, and 
adverse weather conditions preventing progress 
on external works for long periods.  On behalf 
of the Association I would like to thank our 
tenants and owner-occupiers for their patience 
and understanding as we worked through the 
challenges of this project.  We are working hard to 
undertake remedial and reinstatement works at the 
earliest opportunity.

Following a transitional period and appointment 
of a new Director we are making good progress in 
our governance and service arrangements.  In the 
year we have undertaken a review of our strategic 
objectives where our main aims are to provide 
high quality services; pursue development and 
regeneration opportunities to further improve 
Cadder; and maintain the financial viability of the 
Association.  These objectives are particularly 
pertinent to challenges and opportunities we face 
in our work, which include welfare reform; renewal 
of the Cadder Community Centre; and to  further 
improve our tenants’ homes and our services 

to meet the new Scottish Housing Charter and 
more importantly the needs and aspirations of 
existing and prospective tenants in Cadder.  The 
Association is fully committed to achieving these 
objectives to deliver our vision for Cadder:

“Cadder Housing Association aims 
to provide high quality services, be 
innovative in regeneration and customer 
focussed to meet the housing and 
community needs of Cadder’s people”.

Another objective of the Association is to enhance 
our participation structures and to ensure that 
more of Cadder’s people can get involved in the 
Association’s work and activities.  We will establish 
a Customer Services Review Group in the coming 
year to account for our service and performance in 
key areas of our work.  We need local residents to 
get involved in the Association and particularly the 
Community Centre and I would encourage anyone 
who is interested to contact the Association’s office 
for more information.

I would again like to welcome the new Committee 
and staff members who have joined us in the year 
and take this opportunity to thank the Committee 
and staff for their on-going commitment and 
sterling work. 

Linda Brown
Linda Brown, Chairperson

Chairperson’s Report

Total Income 2,601,046 2,534,535

Total Expenditure 2,405,613 2,810,978

Surplus/(Deficit) 195,433 -276,443

Summary

How the Association spends its income?

Where the Association’s income comes from?

Rents
Factoring Income
Right to Buy Income

Bank Interest
Other Income

Services
Housing Management
Reactive Maintenance
Cyclical Maintenance
Major Repairs
Bad Debts

Property Depreciation
Factoring
Welfare Rights
Wider Action
Other Expenditure
Loan Interest

Overview of Financial Performance
The Association’s income was £2.6m in 
the year mainly due to rental income and 
grants, whereas expenditure in the year 
reduced to £2.4m due to reduced planned 
maintenance activity.

The Association has spent nearly £5 million 
on the CESP programme over the last two 
years, which has significantly improved the 
Association’s housing stock.

The Association made a surplus of £195,000 
which increased the cash reserves to over 
£3.38m, however the CESP programme will 
not be paid for until the completion of the 
works in 2013/14.   
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Managing your homes and neighbourhood
The Housing Management team are responsible 
for delivering a number of the Association’s core 
services to its tenants and other customers. 

Rent collection and providing assistance in helping 
our tenants pay their rent continued to be a 
main priority for the Housing Management team 
during the year. The Association collected a total 
of £2,333,923 in rent payments for 2012/13. This 
represented 99.34% of the total expected income 
for the year. 

Our activity in this area increased as a result of 
forward planning for key elements of the Coalition 
Government’s welfare reforms, principally the 
‘Bedroom Tax’. 

We identifi ed which tenants would be affected by 
the Bedroom Tax and held one to one support and 
advice meetings. These meetings allowed staff to 
answer questions and explore possible options 
to help mitigate the fi nancial impact on individual 
tenants.  We also carried out various awareness 
exercises with our community, so as to keep all 
residents updated in terms of the forthcoming 
elements of the Welfare Reform Act. 

An important feature of the Housing Management 
section’s role is working effectively with other 
departments and organisations in order to provide 
a quality service to our residents and ensure the 
effective upkeep of the overall estate. We worked 

well throughout the year with our colleagues 
within the Association’s estate caretaking and 
maintenance teams and also with external 
organisations, such as Glasgow City Council, 
Police Scotland, North United Communities, 
Quarriers and PEEK. 

We also entered into joint working with Glasgow 
City Council and the Maryhill & Kelvin Community 
Planning Partnership to install play facilities within 
the Cadder area. These are due to be installed in 
2013 and will be located behind the Skirsa Street 
shops. The proposal  received overwhelming 
support from residents during the consultation 
period. 

The Association continued its successful 
partnership working with Cadder Community 
Council and elected members. We thank the 
Community Council Committee Members for their 
service to the Cadder community, which is given in 
their own time. 

Above all, our main partners during the year 
were our tenants. It is our tenants who make and 
sustain the Cadder community. We know and 
value the efforts that our community makes. This 
commitment ranges from paying the rent on time 
to being a good neighbour and working with the 
Association to resolve individual and community 
issues. Through this annual report, we say thank 
you for your past and continued support. 

Managing Your Home and NeighbourhoodManaging Your Home and Neighbourhood
Rent Arrears 
Current tenant arrears amounted to £56,392 at 31 
March 2013. This equated to 2.40% of the rent due 
for 2012/13. 

Rent is the main income source for the 
Association. It is imperative that the Association 
keeps rent arrears to a minimum so as to 
provide services, day to day repairs, maintain 
the estate and carry out improvements to our 
tenants’ homes. The Association signifi cantly 
improved a large number of its properties during 
2012/13 through the Community Energy Savings 
Programme (CESP). These works mainly involved 
the installation of double glazing, gas central 
heating, external cladding, loft installation and 
front and back doors. Our tenants have advised 
us that these measures have made their homes 
more comfortable to live in and have helped 
to reduce heating bills. We hope that these 
savings will have a positive impact on our tenants’ 
fi nancial wellbeing.

The Association paid for Maryhill Citizens Advice 
Bureau to provide a welfare benefi ts service to 
residents during the year. Assistance given to 
residents included advice on housing benefi t, 
other welfare benefi t issues and the bedroom 
tax. The welfare rights service also provided 
representation to Cadder tenants at benefi t 
tribunal hearings.  This was supported by a money 
/ debt advice service. These areas of support 
helped to maintain and increase residents’ income.  

The Welfare Rights Service provided 403 
appointments to Cadder residents during the year 
and made overall client fi nancial gains of £210,298 
for 112 clients. This equated to an average gain 
of £1,878 per client. The Money / Debt Advice 
Service provided 130 appointments during the 
year and managed collective debts of £133,797 
for 34 tenants. This equated to an average debt 
management amount of £3,935 per tenant.  

The Association appreciates that at certain times, 
some tenants will experience diffi culty in paying 

their rent. When this occurs, the Association 
will provide support and make reasonable and 
affordable repayment arrangements. Our support 
and close working with tenants in arrears is 
evidenced in a reduction in current tenant arrears 
in the year. 

Unfortunately, there are occasions when it is 
necessary to take court action against tenants for 
non-payment of rent. The Association evicted one 
tenant during the year as a result of non payment 
of rent.  

Stock 
The Association managed 652 homes as at 
31 March 2013, of which the variety of house 
sizes and types is shown in the table below. 

Apt Size Tenement Main Door Total 
2 24 0 24

3 455 8 463

4 81 53 134

5 0 31 31

Total 560 92 652

Financial Year Current Tenants Arrears (£) Current Tenant Arrears as a % of Annual Rental Income
2012 / 13 56,392 2.40

2011 / 12 58,096 2.59

2010 / 11 47,594 2.23

The table below shows our rent arrears performance over recent years:
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Managing Your Home and NeighbourhoodManaging Your Home and Neighbourhood

The Association received 134 complaints 
concerning actual or alleged anti-social behaviour 
for 2012/13. In all cases, target response times 
were met by staff, with thorough investigations 
being carried out. We ensured that all 
complainants were kept fully updated in relation to 
their complaints. 

The Association has a zero tolerance approach to 
persons causing anti-social behaviour. We hold the 
belief that every person living within Cadder has 
the right to the peaceful enjoyment of their home. 
Where required, we will take legal proceedings 
to evict tenants from their homes who have been 

responsible for serious or sustained acts of anti-
social behaviour, such as drug dealing, racial 
behaviour. 

Cases of a serious or sustained nature were 
referred to our partner agency Glasgow 
Community & Safety Services (GCSS) for enhanced 
support and investigation. GCSS provide a 
specialist service in the area of anti-social 
behaviour. GCSS offi cers were also deployed to 
the estate to monitor and take action against 
persons allowing their dogs to foul in public areas, 
where efforts were not made to uplift dog’s waste. 

The Association let 57 properties for the year. 
The Association has certain main applicant 
categories – Waiting List (applicants who are 
not Cadder HA tenants), Tenant Transfers and 
Homeless Applicants. Our aim is to ensure that 
there is a balance of lets across these categories 
and that we make the best use of our available 
housing stock.  

Queue No of 
Lets 

% of Overall 
Lets 

Target 
(%)

Waiting List 44 77.19 45

Transfers 7 12.28 15

Homeless 5 8.78 30

Other 1 1.75 10

Total 57 100% 100% 

The Association’s target for letting 30% of its 
available houses to homeless cases was affected 
by low levels of referrals from the homelessness 
team during the year. The Association remains 
committed to helping those with most housing 
need.   

The Association also reviewed its Allocations 
Policy during the year. The main amendment to 
the policy was to give priority to Association’s 
tenants under-occupying their homes to make 
best use of our housing stock and enable 
our tenants to downsize to more suitable 
accommodation, and also support tenants 
affected by the bedroom tax. 

The Association also became a member 
of the national mutual exchange scheme, 
HomeSwapper. As a result of the Association’s 
membership, our tenants have free membership 
and can register to swap their houses with other 
tenants anywhere in Britain. Such requests will 
require the approval of the exchanging tenants’ 
landlords.  

Empty Homes
The Association lost £16,712 in income through properties being empty 
during the year. This amount is greater than normal when compared to 
previous years. This was mainly as a result of a higher than normal number of 
properties requiring extensive works, which prevented the Association re-
letting these houses at an earlier stage. 

Our performance in the re-letting of our houses still compares favourably 
with our Peer Group (similar housing associations). As a percentage, the 
Association lost 0.71% of its income through properties being un-let, 
compared to the Peer Group average of 0.70%.  

Financial 
Year

Number of 
Properties 

Re-let

Average time 
properties were 
empty (working 

days)

Lost rent 
(£)

Lost rent as a % 
of income 

2012/13 57 19 16,712 0.71

2011/12 59 20 11,615 0.52

2010/11 69 17 14,328 0.67

Lettings 

Neighbour Nuisance / ASB Complaints 

The Association has three main bandings to refl ect 
the type of offending behaviour. These are:- 

Category A  - Extreme cases of anti-social behaviour
Category B – Serious and persistent cases of anti-
social behaviour
Category C – Cases of a minor nature

We also worked in partnership with other agencies 
during the year, such as Strathclyde Police (Police 
Scotland), other landlords, GCSS’ Mediation 
Service and our tenancy support partners (North 
United Communities and Quarriers) to prevent and 
address anti-social behaviour. 

Where possible, the Association will make every 
effort to correct the offending behaviour by 
offering support services to persons responsible 
for committing anti-social offences. 

The table below shows our performance in relation 
to how staff responded to anti-social behaviour 
complaints for the year. 

Category Target 
Timescale for 

Response 

Number 
Received 

Actual 
Response 

A 24 Hours 7 100%

B 3 working 
days 

6 100%

C 5 working 
days 

121 100%
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Maintaining Your HomeMaintaining Your Home
Reactive repairs / work to empty 
properties
Throughout the year the Association spent 
£289,504 (compared to £230,007 in  2011-12) on 
the following:

• issuing 2039 works orders to contractors, 
including our in-house estate caretaking service, 
for reactive repairs

• issuing 57orders for work to empty properties

The table shows our actual response time to 
repair notifications against target. We achieved an 
average relet time of 19 working days for turning 
around empty properties.

The Association is committed to the 
maintenance and upkeep of its housing 
stock.

We do this in three main ways. We know that if 
you have say a burst pipe or a broken window or 
there’s a problem with the roof you want to have it 
repaired promptly. We call these types of repairs –
reactive repairs and we make sure that we respond 
to your report of a repair in the agreed timescale 
for the category of work (emergency, urgent or 
routine). 

Secondly we try to ensure that your home is 
generally well-maintained and we carry out some 
maintenance work on a regular basis such as 
servicing gas boilers and gutter cleaning. We do 
this through our cyclical maintenance programme.

Thirdly we upgrade our properties through 
renewals of kitchens bathrooms, windows, doors, 
central heating and to the external fabric of 
our properties. This work is expensive and is 
identified through the stock condition survey 
which identifies which work is required and when it 
should be carried out. A stock condition survey will 
commence in the summer and access for surveyors 
will be paramount so that the condition of your 
home informs our future planned maintenance 
programme.

The Association is nearing completion of the 
Community Energy Savings Programme in 
partnership with British Gas. The work which 
commenced in October 2011 included the 
following:

• External wall insulation and render to 64 
Tenement buildings and 93 terraces/semis

• Renewal of 474 central heating systems and 
controls

• Installation of UPVC windows to all 
unimproved homes 

• Renewal of front and back doors to 92 
terraced and semi-detached properties

• Upgrading loft Insulation to all properties
• Renewal of associated gutters, downpipes 

and soil and vent pipes to upgraded 
properties

The work cost the Association £4.9 million 
and it is responsible for the improvement of 
the energy efficiency and appearance of the 
majority of homes in Cadder. The residents in 
these properties should see a reduction in their 
heating bills this winter.

In addition the servicing of existing gas 
boilers was carried out with a 100% success 
rate in completing the work within the annual 
timescale.

Also the Rear court upgrading project at Vaila 
Street in partnership with the Wise Group was 
completed this year. This work included the 
creation of new paths to suit alternative bin 
provision and a new environmental backcourt 
layout.

Reactive repairs (target/actual response times)

Category Response Time Target Completed 
Repairs

Achieved 12/13 Achieved  11/12

Emergency 99% in 6 hours 188 100% 100%

Urgent 95% in 2 working days 1082 98% 99%

Routine 96% in 10 working days 744 99% 99%

Planned and cyclical work
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Maintaining Your Home Maintaining the Estate
The Estate Caretaking Service continues 
to play an important part in the work of 
the Association and has a major impact 
on the local community. The team is 
responsible for the maintenance of the 
open landscaping in Cadder and this 
involves grass-cutting and shrub bed 
maintenance as well as litter-picking and 
dog foul removal. They also maintain 
back courts, which includes cutting grass; 
looking after shrubs and hard landscaped 
areas; tidying of bin areas after the 
weekly refuse collection; and supporting 
the Council’s bulk uplift service by moving 
large household items from the bin areas 
to the kerbside.

The service also carries out weekly cleaning to 104 
closes including brushing and mopping common 
stairways and landings plus cleaning windows.
The team comprises full time estate caretakers, 
a painter and an estate handyperson. This is 
supplemented by a number of temporary staff, 
apprentices and trainees.

With its own apprenticeship scheme, and 
partnership working with local employment and 
training agencies, the Association is committed 
to offering work experience plus ‘on the job’ and 
college training to local people, particularly young 
people. 

The scale of the work carried out by the team now 
extends to tree felling and pruning of overgrown 
trees, as well as major cut a snd fill work to sloping 
landscaping to create stepped terraces.  In addition 
they now erect fences, establish shrub beds, lay 
slabs, paint railings, clear drain blockages including 
excavation where required and clear gutters.

The range of work carried out by the service is 

underpinned by the significant investment that 

the Association has made for vehicles, grass 

cutting equipment and associated plant, as well 

as specialist tools. In addition staff and trainees 

undergo extensive training to ensure safety for all.

Medical adaptations
The Association completed the following 
adaptation work in the year 2012/13:

• Wet Floor/Level Access Showers -6
• Handrails – 9
• Level Pathway -1
• Lowering Light switches -1
• Bathroom conversion -1

This work was grant funded by Glasgow City 
Council and cost £26,642

Levels of satisfaction with the repairs 
service
The Association’s staff conduct surveys by post 
and telephone following completion of a repair. 
Satisfaction surveys are an extremely important 
way to listen to the views of our tenants. Feedback 
from surveys enables the Association to liaise in 
detail with contractors to achieve improvements in 
performance levels.

We would like to thank all residents who returned 
their satisfaction survey. The Association will 
continue to encourage everyone who uses the 
repair service to make a return and help us to work 
more effectively on your behalf.

See details in Table 7 of levels of tenant 
satisfaction with different aspects of the 
Association’s repair service.

Table 7 - Satisfaction with the repairs service

Response sample(percentage of tenants who replied Very Good or Good 
to the following questions

2012/13 2011/12

Were the details of the repair taken courteously and efficiently by the staff 97% 99%

Was the tradesperson courteous 100% 100%

Was the quality of the work to your satisfaction 100% 95%

Was the home left clean and tidy 100% 99%

How was the appearance and the attitude of the tradesperson 100% 100%
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Equality and DiversityEquality and Diversity
The Association prides itself on 
promoting equality and diversity in all our 
activities. As our Management Committee 
take the key strategic decisions to inform 
priorities and work for the Association, 
it is therefore essential that they 
represent the demographic profi le of our 
shareholders and the Cadder community 
we serve.  To achieve this objective we 
will ensure that the decisions made by the 
Committee take into account the needs 
of the diverse range of people who live in 
our homes and/or use our services.

Our Management Committee is elected at 
the Annual General Meeting and to become a 
member you fi rstly have to be a shareholder of 
the Association.  It is vital that the Association 
has a ‘strong and diverse’ membership to ensure 
new members of the Committee have the 
appropriate skills and that collectively they are fully 
representative.

On assessment of the profi le of our Management 
Committee, Shareholders and Tenants, as listed in 
the following charts, we have identifi ed where we 
can improve the representation of the Committee 
and Shareholders.

Ethnic Origin

Ethnic Origin Management Committee Shareholders (Tenants only) Tenants
White Scottish 90% 95% 84%

White British 0% 1% 2%

White European / Other 0% 1% 4%

Pakistani 10% 0% 0%

Asian 0% 0% 1%

African / Black Other 0% 3% 7%

Other Ethnic Background 0% 0% 1%

Mixed Background 0% 0% 1%

Age 

Age Profi le Management Committee Shareholders (Tenants only) Tenants
16-25 0% 0% 9%

26-40 0% 8% 30%

41-50 40% 17% 21%

51-60 30% 27% 16%

61-75 30% 31% 17%

Over 75 0% 17% 7%

The fi gures show that the membership of the Management Committee is broadly in keeping with our 
shareholders where the majority are White Scottish in their origin.  Overall there is again broadly similar 
representation from Black and Minority Ethnic background on the Committee compared to our tenants.  
In view that 7% of our tenants are African / Black in their origin we should encourage membership to 
improve representation to the Association and the Committee. 

The Management Committee are not representative in the categories of persons aged 16-40.  We need 
to promote membership of the Association to people of this age group to also increase shareholders, 
which may improve Committee representation.

Tenure

Tenure Management Committee Cadder Housing Association  

Tenants 50% 62%

Owner-Occupiers 10% 38%

Other 40% 0%

Disability

Disability Management Committee Shareholders (Tenants only) Tenants

Yes 60% 21% 13%

No / Not Known 40% 79% 87%

The Management Committee members have a higher level of disability compared with the % of shareholders 
and tenants. This will ensure the needs of disabled people are taken into account in our decision making.

Gender

Gender Management Committee Shareholders (Tenants only) Tenants
Male 40% 61% 36%

Female 60% 39% 64%

The Management Committee is representative of the gender of our tenants.  The Association has to 
encourage membership to female residents.

There are a comparable proportion of Committee members who are tenants against the share of 
properties in the Association’s ownership.  Owner-occupiers are under represented on the Committee.

In summary, we would welcome interest from 
any tenant or resident interested in becoming a 
member of the Association or the Management 
Committee.  We would specifi cally like to hear 
from the following people to enhance the diversity 
of the membership and the Committee, if they are:

• Aged 16-40 years;
• Black or Minority Ethnic (BME) background or 

European National;
• Female gender;
• Owner-occupiers
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Community Energy Saving ProgrammeCommunity Energy Saving Programme

Cadder has been transformed 
through the recent Community 
Energy Saving Programme and the 
attractive array of colour, referred 
to in the community as Caddermory 
or the Cadder Rainbow.

The C.E.S.P project has improved the look 
of the area, whilst making our tenants’ 
homes warm and comfortable which has 
reduced ever increasing fuel bills. The 
C.E.S.P project included a full range of 
improvements including:

 Insulated Render System            

 Gas Central Heating Systems and Boilers

 Double Glazing Windows and Doors

 UPVC Facias, soffits and downpipes

 Loft insulation

 Canopies

 External Painting 
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Estate Caretaking Service
All residents will be aware of our ‘in house’ 
estate caretaking service, which was reviewed 
and restructured in 2005 to attend to the upkeep 
and maintenance of backcourts, common areas 
and open spaces.  This was in response to major 
dissatisfaction about the quality and performance 
of the contractors the Association paid to deliver 
these services.  Our estate caretaking service gave 
us the opportunity to employ local people in our 
work, which added much added value to these 
services in our objective ‘to improve the quality of 
life for local people, where employment is seen as 
the main route out of poverty and deprivation.

8 years on from the restructuring of the estate 
caretaking service and developing the scope of 
our direct labour services to painting, handyperson 
services we have provided more than 250 work 
and training placements to long term unemployed 
people. In addition, we have created nearly 
20 modern apprentices through mainly estate 
caretaking, but also in administration clerical 
positions and trade posts.  The latter is where 
we supported apprentices who had been made 
redundant in their 3rd or 4th year to secure their 
trade qualifi cation.

We continue 
to work 
closely with 
employment 
agencies 
such as Jobs 
and Business 
Glasgow, 
Action for 
Children to provide employment opportunities 
through our work.

We continue to explore ways to improve our 
services to our tenants and other customers and 
in the year we purchased a unit in the Balmore 
Industrial Estate.  We will re-locate our estate 
caretakers from the community centre, which will 
free up more space in the centre for community 
events and activities.  This new unit will be the 
base for our direct labour services, but we feel 
will give us the opportunity to do more to benefi t 
Cadder’s people and improve our area.  We will 
extend our direct labour services in the coming 
year to include trade positions (joiner, plumber, 
electrician and handyperson service), which is in 
direct response from our tenants’ where they are 
dissatisfi ed with aspects of our repairs service.

Cadder Community Centre 
It is now 3 years on since the Association and the 
community saved our community centre from 
closure.   We have been developing plans for 
a new community centre in Cadder, as well as 
identifying the potential funders who will support 
this new development.

In the year we had seen the opportunity to work 
closely with the City Council’s Education Services 
where they have plans to refurbish Cadder 
Primary School through a city-wide initiative for 
unimproved primary schools.  We explored this 
opportunity and there was an optimistic outlook 
from the Association and the Council that we 
could combine our respective plans and deliver an 
exciting community school for Cadder.  Regretfully, 
this was not possible due mainly to timing and 
funding arrangements of our projects.  The 
Association’s Committee decided to revert to its 
initial plan to site our new proposed community 
centre on its existing location as we could not 
compromise our funding opportunities to pursue 
this partnership opportunity, as our principal aim is 
to build a new community centre for the benefi t of 
the community and its people.

Regeneration & Wider RoleRegeneration & Wider Role
The Association has procured the services of a 
new Architect and design team to further develop 
the design of the community centre to ensure it 
is in keeping with the needs and wants of local 
residents and users of the centre.  We estimate 
the new community centre will cost in excess of 
£2million and we have employed a Regeneration 
Consultant to secure the funds to deliver the new 
community centre.  The cost of these Consultants 
has been funded by the Big Lottery, where they 
have given a grant to the Association to assist us 
to develop our proposal towards a bid for nearly 
£1 million from their ‘Growing Community Assets 
fund’.  This application will be submitted in early 
2014 with a decision in the spring 2014.

We will convene an open day in the autumn 
2013 to present the proposed plans on the new 
community centre and to continue to consult with 
local residents and users to the centre on activities 
and services they would like to see in the new 
centre, and importantly can these be delivered in 
the design of the new centre.  

Finally, as outlined by the Association’s Chairperson 
in her report we require local people to volunteer 
to participate in a group to further discuss these 
plans, as well as the programme of activities from 
the existing and new proposed centre.  Going 
forward, volunteers and employment opportunities 
will be a key requirement in ensuring we can deliver 
a full programme of activities in the centre.  This will 
ensure we can keep costs affordable, whilst being 
fi nancially viable and sustainable in long term. 

Other regeneration and development 
opportunities
In last year’s report we highlighted other 
development and regeneration opportunities in 
Cadder, which included the following:

Cadder Primary School
As noted above we were unable to take 
forward a partnership opportunity with the City 
Council’s Education Services to complement 
their refurbishment of Cadder Primary School 
with our proposed new Community Centre.  
We are committed to supporting the Council’s 
refurbishment of the school and exploring any 
regeneration opportunities and funding to enhance 
this project, which will benefi t the pupils and local 
residents.  We will be keeping in contact with 
Education Services to get an update on their plans 
and timescales to refurbish Cadder Primary School.

The site of the former St Agnes Primary 
School

This site is currently being marketed by City 
Property for sale. We are keeping a watching brief 
on developments on the site, but our main goal is 
to direct our resources towards the development 
of the Cadder Community Centre.

Energy Effi ciency

On pages 14 and 15 the report shows the 
transformation of Cadder through the Community 
Energy Savings Programme.  However, we are 
fully aware that many owner-occupiers in cottage 
and terraced properties did not participate in this 
scheme.  Our aim is to continue to explore funding 
opportunities to enable these owners to refurbish 
and ensure their properties are modern and 
energy costs are affordable to them also.

The Association continues to make good progress in undertaking wider role and regeneration activities to enhance its role as a landlord and factor.  
Our aim is to improve the quality of life and living conditions including the general environment for Cadder’s people and our area.

Committed to Regenerating Cadder



 Undertake a review of key business planning 
documents e.g. Internal Management Plan, 
Corporate Risk Register;

 Carry out a stock Condition Survey to inform 
future investment plans and the review of the 
Business Plan;

 Complete the review of the Association’s Staff 
Structure aimed at further improving the scope 
and quality of services provided to our tenants 
and other customers;

 Commence the review of an Asset Management 
Strategy to assess the sustainability of the 
Association’s housing stock; 

 Work in partnership with our tenants and 
external agencies to support tenants to mitigate 
the impact of the UK Government’s  welfare 
reforms i.e. Bedroom Tax and Universal Credit;

 Implement the Scottish Government’s Social 
Housing Charter to meet outcomes and service 
standards in the delivery of the housing service;

 Review Pension arrangements to mitigate the 

risk of increased pension contributions for the 
Association;

 Establish internal audit services to 
independently assess key areas of the work;

 Maintain our Investors in People accreditation 
to demonstrate our commitment to develop 
and build the capacity of our people to meet 
organisational goals, as well as their job 
requirement and career aspirations;

 Develop a website to improve our communication 
with our tenants and other customers;

 Improve marketing of the area;

 Further develop proposals and pursue funding 
opportunities to deliver a new Community 
Centre in Cadder;

 Improve our management of Health & Safety and 
undertake an audit by an external H&S specialist;

 Commence a programme of satisfaction surveys 
of tenants on the Scottish Housing Charter 
outcomes and indicators, as well as survey 
residents on the C.E.S.P project
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• in our management of the Association to 
ensure high quality services are provided to 
our tenants and other customers;

• To meet our statutory and regulatory 
requirements as a housing association

• Our management and maintenance of our 
properties and the local area.

• To pursue regeneration opportunities to 
improve the quality of life and living conditions 
of Cadder’s people;

• We continue to be fi nancially viable and a 
sustainable organisation;

Complaints Handling Procedure
This new complaints system was implemented 
at the end of the year and is aimed at attending 
to the majority of complaints at the frontline 
within 5 working days.  There will also be more 
complex complaints that require further or detailed 
investigation and these will be attended at Stage 
2 of the procedure and within 20 working days.  
Thereafter, if tenants or other customers continue 
to be aggrieved they can progress their complaint 
through the Ombudsman.

We will record all complaints and monitor these 
to inform a review of services and activities.  We 
will also report the fi ndings from complaints to the 
Association’s Management Committee, to tenants 
and other customers through our newsletter, and 
to the Scottish Housing Regulator.

Continuous Monitoring
We have appointed an independent survey 
company, Management Information Scotland (MIS) 
to conduct a questionnaire survey of our tenants 
on a quarterly basis over the next 3 years.  MIS 

will survey approximately 40 tenants each quarter, 
therefore over the 3 year period we will have asked 
75% of our tenants their views of the Association 
and our main services and activities.

The questionnaire will include the following 
questions:

• How satisfi ed or dissatisfi ed are you with the 
overall service provided by Cadder Housing 
Association?

• How good or poor do you feel Cadder Housing 
Association is at keeping you informed about 
their services and decisions?

• Overall, how satisfi ed or dissatisfi ed are you with 
the quality of your home?

• How satisfi ed or dissatisfi ed were you with the 
repairs and maintenance service?

• Taking into account the accommodation and the 
services your landlord provides, to what extent 
do you think that the rent for this property 
represents good or poor value for money?

Again, we will report these fi ndings to the 
stakeholders listed above.

The Association undertakes an annual review of its plans to ensure we prioritise tasks to continually improve our work, particularly;

Some of the key tasks we have prioritised in the year are to:

A key objective of the Association is to continually improve 
in all our services and activities.  We can only achieve this 
goal if we listen to our tenants and other customers and we 
are committed to building on our strengths and attending to 
areas of weakness.

In the year we have established systems to gauge tenants and other 
customers’ views of our service, fi rstly, we adopted the Scottish Public 
Sector Ombudsman’s Complaints Handling Procedure and secondly, 
we introduced continuous monitoring of residents satisfaction with key 
aspects of our service.

Customer Services Review Group
The Association would like to establish a 
group of tenants and other customers to 
assess and discuss key areas of our services 
and activities. We expect that this group 
will meet 3 or 4 times throughout the year 
where they will learn more about our work 
and review our service and performance.  In 
turn the Association will look at this group 
as another forum to listen and learn from 
their views of stakeholders on our services.

We will publish an article in our autumn 
newsletter and inform tenants and other 
customers how they can get involved in our 
work. 



Staff & Committee
The membership of the Committee of Management during the year to 31 March 2013 were as follows:
Margaret Alexander Committee Member  Casual Appointment – January 2013
Pat Arnold Committee Member  Resigned – January 2013 
Frank Balloch Committee Member  Resigned – August 2012
Linda Brown Chairperson
John Delaney Committee Member  Co-optee – January 2013 
Elizabeth Doherty Secretary
Jacqui Hunter Committee Member
Richard Hunter Committee Member
Ruby Hunter Vice Chairperson
George Matthew Committee Member  Resigned – September 2012
Margaret McDade Committee Member  
Robert Sutherland Committee Member
Bailie M. Razaq Committee Member

The Association’s Staff Team in the year to 31 March 2013 were as follows:
Kenny Mollins Director  Appointed July 2012
Agnes Dickinson Finance Officer
John McShane Acting Housing Manager 
Elaine Haldane Housing Officer
Julie Kelly Housing Officer
Sandra McPhee Housing Assistant
Jean Wingate Housing Assistant
Kevin McAllan Technical Services Manager
Bruce Strathearn Technical Services Officer
Linda Niven Technical Services Assistant
John Smith  Maintenance Clerical Assistant
Ted Traynor Senior Estate Caretaker
John Paul Armstrong Estate Caretaker
John Melvin Estate Caretaker
Gerry Hendrick Estate Caretaker

Cadder Housing 
Association

66 Skirsa Street
Glasgow
 G23 5BA

Tel: 0141 945 3282
 Fax: 0141 948 0163  

E-mail: enquiry@
cadderhousing.co.uk
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