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Our key achievement in the year has been 
the completion of our first new build housing 
development at Tresta Road and this has 
provided high quality homes to our new tenants.  
I feel extremely proud every time I see our new 
development where it has transformed the west 
gateway  to our community, in particular our 
feature ‘Welcome to Cadder’ wall welcoming 
everyone to Cadder.

We have a continued focus on improving our 
service and our tenants’ homes and I am delighted 
we are making progress in our major repairs 
programme with the installation of new kitchens 
and verandah door screens.  Tenant Safety 
is a priority to us and we have commenced a 
programme of electrical safety inspections and 
installation of smoke alarms to ensure our tenants’ 
homes are safe for them and their families.

I spoke about the events of Coronavirus, which 
forced the closure of office and community centre 
during the lockdown period.  I know it has been 
a challenging time for everyone and I am pleased 

we have been able to maintain our key services 
to support our tenants with rent, repair and 
other tenancy and estate matters.  I would like to 
personally thank our Trade / Estates staff for their 
work to ensure we maintained our tenants’ homes 
and the community during the lockdown period.

We have again set a challenging programme of 
work for 2020-21 (See page 14) to manage the 
Association efficiently and effectively and achieve 
good outcomes for our tenants, owner-occupiers 
and other customers.

I would like to thank all the Management 
Committee and staff for their sterling work in our 
work, service and achievements in the year. 

I welcome you to our 
Annual Report to March 
2020, and whilst we have 
made good progress in 
our work and service 
in the last year, it is 
tinged by the events at 
the year end, where we 
had to close our office 
and community centre 
due to the Coronavirus 
situation.

Linda Brown
Chairperson of Cadder Housing Association

Chairperson’s Report
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Summary Year to 
31 Mar 2020

£

Year to 
31 Mar 2019

£
Total Income 3,628,502 3,126,127
Total Expenditure (3,207,985) (2,558,616)
Surplus/ (Deficit) 420,517 656,204

Pension Actuarial losses 409,000 (283,000)
Total Comprehensive Income 829,517 373,204

Rents

Deferred Income - 
Grants

Community Centre

Factoring Income

Grant Income

Bank Interest

Other Income

Services

Major Repairs and 
Maintenance

Property 
Depreciation

Wider Action & 
Other Activities

Unwinding of 
Liabilities

Housing 
Management

Bad Debts

Factoring 
Expenditure

Loan Interest

Community Centre

 Year to 
 31 Mar 2020 

 Year to 
 31 Mar 2019 

Income  £  £ 
Rents 3,138,554 2,870,787
Factoring Income 23,659 22,422
Bank Interest 8,717 4,517
Deferred Income - Grants 158,564 84,618
Grant Income 72,073 82,902
Other Income 72,201 1,018
Community Centre 154,734 148,556

3,628,502   3,214,820 

 Year to 
 31 Mar 2020 

 Year to 
 31 Mar 2019 

Expenditure  £  £ 
Services          140,117        114,895 
Housing Management   1,060,821         922,324 
Major Repairs and Maintenance       750,324   503,345 
Bad Debts            54,256              32,126 
Property Depreciation    624,663         470,182 
Factoring Expenditure 28,251    32,184 
Wider Action & Other Activities    104,691 70,975 
Loan Interest 178,707    149,054 
Unwinding of Liabilities -   -   
Community Centre 266,155 263,531 

3,207,985 2,558,616 
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What	does	the	Association	Spend	its	money	on?	

 
	Year	to		 	Year	to		

	

	31	Mar	
2020		

	31	Mar	
2019		

Expenditure	 	£		 	£		

Services	
													
140,117		

													
114,895		

Housing	Management	
									
1,060,821		

													
922,324		

Major	Repairs	and	Maintenance	
													
750,324		

													
503,345		

Bad	Debts	
															
54,256		

															
32,126		

Property	Depreciation	
													
624,663		

													
470,182		

Factoring	Expenditure	
															
28,251		

															
32,184		

Wider	Action	&	Other	Activities	
													
104,691		

															
70,975		

Loan	Interest	
													
178,707		

													
149,054		

Unwinding	of	Liabilities	
																								
-				

																								
-				

Community	Centre	
													
266,155		

													
263,531		

	

									
3,207,985		

									
2,558,616		

	

	

Income	2019/20	

Rents	 Factoring	Income	 Bank	Interest	

Deferred	Income	-	Grants	 Grant	Income	 Other	Income	

Community	Centre	
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Overview	of	Financial	Performance	

The	Association	generated	a	surplus	for	the	financial	year	to	31	March	2020	of	£420,517.	The	surplus	
has	decreased	by	£235,687	compared	to	the	previous	year	to	31	March	2019	which	had	a	surplus	of	
£656,204.	The	decrease	reflects	the	investment	made	in	the	Association’s	properties.	Expenditure	
on	Planned	and	Reactive	Maintenance	increased	by	£246,980,	Depreciation	increased	by	£154,481.	
These	additional	costs	were	offset	by	increased	rental	income	of	£267,767,	which	includes	rental	
income	from	the	new	development	completed	on	the	site	of	the	old	St	Agnes	school	site	on	Tresta	
Road.	

The	Association	has	continued	its	programme	of	kitchen	and	bathroom	replacements	with	81	
installations	in	the	year.	The	Association	also	commenced	the	replaced	of	the	veranda	windows	in	its	
properties	with	72	installation	completed	during	the	year.	The	costs	of	the	improvements	are	spread	
over	a	number	of	years	and	are	reflected	in	the	Property	Depreciation	charge.		

The	new	development	at	Tresta	Road	was	completed	in	the	year	on	May	2019	with	all	the	new	
properties	now	occupied	by	tenants.	The	cost	of	the	development	was	£5.85	million	and	part	funded	
by	Scottish	Housing	Grants	of	£3.69m.		

At	the	end	of	the	year	the	Association	had	a	balance	of	£2.8m	in	cash	and	short	term	investments	
and	Net	Assets	of	£7.8m.		

Expenditure	2019/20	

Services	 Housing	Management	

Major	Repairs	and	Maintenance	 Bad	Debts	

Property	Depreciabon	 Factoring	Expenditure	

Wider	Acbon	&	Other	Acbvibes	 Loan	Interest	

Unwinding	of	Liabilibes	 Community	Centre	

Financial Highlights 2019/20

What does the Association Spend its money on?

Where does the Association's income come from?
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Overview 
of Financial 
Performance

Summary

The Association has continued its programme of kitchen and 
bathroom replacements with 81 installations in the year. The 
Association also commenced the replaced of the veranda 
windows in its properties with 72 installation completed during 
the year. The costs of the improvements are spread over a number 
of years and are reflected in the Property Depreciation charge. 

The new development at Tresta Road was completed in May 2019 
with all the new properties now occupied by tenants. The cost of the 
development was £5.85 million and part funded by Scottish Housing 
Grants of £3.69m. 

At the end of the year the Association had a balance of £2.8m in cash 
and short term investments and Net Assets of £7.8m. 

Financial Highlights 2019/20

The Association generated a surplus for 
the financial year to 31 March 2020 of 
£420,517. The surplus has decreased by 
£235,687 compared to the previous year 
to 31 March 2019 which had a surplus 
of £656,204. The decrease reflects the 
investment made in the Association’s 
properties. Expenditure on Planned and 
Reactive Maintenance increased by £246,980, 
Depreciation increased by £154,481. These 
additional costs were offset by increased 
rental income of £267,767, which includes 
rental income from the new development 
completed on the site of the old St Agnes 
school on Tresta Road.
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Managing Your Home & Neighbourhood 

We recognise that how we manage your tenancy and neighbourhood is really 
important to you and over the past 12 months our Customer Services Team 
have continued to deliver our tenants and owners with front line services 
which  includes the collection of rent and factoring monies; allocation of 
housing; managing anti-social behaviour; benefits advice and management 
of the estate. Our customers are at the heart of all that we do and we aim to 
deliver an excellent service and make a difference at all times. 

Maintaining & 
Improving Your Home

Anti Social Complaints received in the year

100%
 

of all complaints 
have been resolved 

within the target 
timescales 

Category C Category B

CATEGORY A   
Very serious 
complaint 
involving drug 
dealing, serious 
ASB 

CATEGORY B  
Serious matters 
involving youth 
disorder, consistent 
and sustained 
complaints

CATEGORY C 
Minor complaints 
such a low level 
noise
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Managing Your Home & Neighbourhood 

93 

Properties 
received for 

re-letting

£17,930
Former 

Tenant Arrears

£135,660
Current Tenant  
Non-Technical  

Rent Arears

114 

Estate 
Management 
Complaints

The majority of these 
complaints involved 
dog fouling, refuse 
bags being left on 

landings and incorrect 
use of controlled 

entry doors. 

Welfare Rights
Overall Gains - 

£624,456 
Av. Gain - £1,089
Appointments – 

573
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130 

Properties 
re-let

92%
 

of all new tenancies 
which began the 

previous year were 
still running a year 

later

77 

Waiting 
Lists2 

Other

21 

Homeless

30 

Transfers

Factoring 
services for

408 

properties



Annual Report 9

Maintaining & Improving Your Home

In what has been a very challenging year end, 
we have continued to deliver a repairs and 
maintenance service despite having to operate in 
extremely difficult circumstances. As in previous 
years, investment in our property portfolio has 
continued and our repairs and maintenance team 
has consistently delivered a high-quality repairs 
service, maintaining the standards set in previous 
years. We will continue to invest in our assets and 
in our repairs service in the next year and in future 
years in order to ensure we continue to deliver the 
high-quality services we have in the past.

2,260
 reactive 

repairs 
completed

1,520
 non-emergency 

repairs 
completed

740
 emergency 

repairs 
completed

Average 
response time 
for emergency 

repairs was

2.24
 hours

 9
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Maintaining & Improving Your Home

Non-emergency 
repairs were 

completed on an 
average of

3.33 days

We installed

81 
Kitchens

this year

130 
voids 

completed
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Maintaining & Improving Your Home

We Electrically 
Tested

116 
Properties

this year

We installed

14 
Bathrooms

this year

We installed

298 
Smoke 

Detectors
this year
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The Association continue to welcome complaints from our tenants and service users 
which help us to improve all our services to our tenants and service users as well as the 
services provided by our contractors. 

The chart shown details the number of complaints received by category for 2019/20

Maintenance - Re-active Repairs

Maintenance - Planned or Major Repairs

Maintenance - Factoring

Maintenance - General Service

Housing Services - Estate Management

Housing Services - Arrears

Housing Services - General Service

Finance

0 5 10 15 20 25 30

Complaints

For the reporting year of 2019-20, 
the Association received a total of 77 
complaints compared to 91 complaints 
that were received during 2018-19.

The complaints are broken down as follows:
Stage 1 (dealt with frontline) 69

Stage 2 (Investigation) 8

Stage 1 from 01/04/2019 Stage 2 from 01/04/2019

27

17

1

10

9

2

2

1

2

2

0

2

2

0

0

0

During the reporting year, 77 were responded to in full with 
complaints either being ‘Upheld’ or ‘Not Upheld’. Below gives a 
breakdown of the complaint outcomes at Stage 1 and Stage 2.

Stage 1 
Complaints 

Upheld

37
Stage 2 

Complaints 
Upheld

4
Stage 1 

Complaints  
Not Upheld

32
Stage 2 

Complaints  
Not Upheld

4
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During the year the Association continues to receive positive feedback from our 
customers on the services that we are providing.

Some recent compliments the Association has received:

Compliments

“I appreciate 
all that Cadder 
Housing do for 

our community”

“The 
caretakers 

continue to do 
a great job”

“When on the 
phone staff 
are always 

very kind and 
compassionate”
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 ■ To undertake the following cyclical and 
major repair works:

 » 26 new kitchens (reduction from 93 
due to suspension of the kitchen 
programme to January 2021 due to 
Covid19)

 » 111 new verandah screens
 » 380 smoke alarms & C02 detectors
 » 130 electrical inspections as part of 

our 5 year programme.
 » Gutter cleaning to all tenement 

properties
 ■ To independently assess the 

affordability of our tenants’ rents
 ■ To complete the best value review of 

our Trade Team.
 ■ To tender the following contracts to 

achieve best value for money:
 » I.C.T contract
 » Gutter cleaning contract
 » Legal services 
 » Joinery and electrical materials for 

our Trade Team

 ■ To undertake a Residents Satisfaction 
Survey to seek the views of tenants and 
owner-occupiers on our service, home 
& neighbourhood and regeneration in 
Cadder.

 ■ To commence a stock condition survey 
to inform our future investment plans 
to improve our tenants’ homes and our 
properties.

 ■ Review our Rules to take account of the 
regulatory requirements in the Scottish 
Housing Regulator’s Regulatory 
Framework.

 ■ To achieve the Governance 
Improvement Plan to improve our 
governance of the Association and 
regulatory status with the Scottish 
Housing Regulator.

Looking Ahead 2020-21

The Association is continually looking at how we can improve our service to our 
tenants and other customers.  We have reviewed our work programme in 2020-21 to 
take account of the impact of Covid19 and we aim to achieve the following key goals:
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Management Committee
Linda Brown Chairperson
Gerry O’Donnell Vice-Chair
Jamila Flynn Secretary
Elizabeth Doherty
Helen McNab
Kristina Bowie
Claire McGraw
Valerie Davies
Linda Thomson
Stewart MacKenzie

Staff
Kenny Mollins Director
Gerry Casey Finance & Corporate Services Manager
Sandra McPhee Corporate Services Officer
Barry Wolfe Finance Assistant
John McShane Customer Services Manager
Julie Kelly Customer Services Team Leader
Elaine Haldane Customer Services Officer
Lyndsey Callander Customer Services  Co-ordinator
Kirsty Scott Customer Services Co-ordinator
Elaine Bannerman Customer Services Co-ordinator 
(Temporary)
Stephen McHarg Customer Services Administrator
Doreen Milne Financial Inclusion Co-ordinator

Carrie Smith Welfare Rights Officer/Finance Access
Craig Doyle Welfare Rights Officer (Temporary)
Derek Ralston Technical Services Officer (Temporary)
Linda Niven Repairs Co-ordinator
Debbie Martin Repairs Administrator
Carley Neilson Receptionist (Left January 2020)
Gerry Hendrick Handyperson
Scott Kerr Electrician
Calum Stewart Joiner
Mark Collins Multi-Trade Plasterer
Allan MacKenzie Storeperson / labourer
Jamie Campbell Chargehand Estate Caretaker 
(Temporary)
Ronnie Noonan Estate Caretaker
David Cunningham Estate Caretaker
Kyle Dragsnes Estate Caretaker
Bryan Shaw Apprentice Estate Caretaker
George Johnstone Apprentice Estate Caretaker
Ryan Quinn Apprentice Estate Caretaker
Brandon Llyod Apprentice Estate Caretaker
Jack Boyle Apprentice Estate Caretaker
Douglas Mack Apprentice Estate Caretaker
Margaret Howieson Community Centre Operative
Alan McDermott Community Centre Operative
John Chambers Community Centre Operative
Angela Haldane Community Café Cook

Management Committee and Staff



Cadder Housing Association, 
20 Fara Street, Glasgow, G23 5AE

Telephone:  0141 945 3282 
Email:  enquiry@cadderhousing.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


