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Service Disruption 
As we advised you on the 22 
September 2016, 14 staff 
members were taking industrial
action for a 4 day period following
the September weekend. 

Our office remained open
throughout providing a service 
to residents. 

Niall Gordon, Chief Executive

The strike action has come about following 
a review of Wishaw’s Terms and Conditions
carried out in January 2016 by Employers 
in Voluntary Housing ( EVH ).

The outcome of the review identified several
areas where the Terms & Conditions within
Wishaw were  historically in excess of those
agreed between EVH and Unite union 
throughout the housing sector.

The Board of Wishaw & District Housing 
Association approved the decision to align the Terms & Conditions with those agreed 
between the Unite and EVH with effect from April 1 2017. 

These additional benefits are : 

1. Private medical insurance : staff benefit from private medical insurance. 
2. Hours of work : staff benefit from only working a 34.5 hour week. 
3. Holiday entitlement : staff benefit from an additional 4 days annual leave. 

These are an extra cost to Residents and the Association. 

Staff have been unwilling to accept these and have indicated that they will take further
industrial action in the coming weeks : we will keep you notified as soon as the union 
advise us. 

In addition to the above service disruption, there has unfortunately also been misleading
and factually inaccurate information circulated about the Association through a press 
release by Gordon Casey of Unite. 

I would reiterate to all our customers that we remain committed to ensuring the best
service for residents and to ensure that rent levels are kept as low as possible. 

We will keep you informed as to any future service disruption. 



Donna Marie Beattie, Allocations Assistant
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Twenty Years’
Service On 
Housing Board
Wishaw & District Housing Association
said farewell to Irene Love, the Board’s 
longest serving member.

Chairman Liam McCabe, Vice-Chairman, 
Eddie Mullen and Finance and Corporate 
Services Manager, Rachel Osprey presented 
a gift of a pendant to Irene to mark her retirement after almost 20 years on the Board.

Eddie Mullen, who has also been on the Board for 19 years, said: “It has been a privilege to serve on the
Board with Irene.  She has always shown great dedication and commitment to Wishaw & District Housing
Association and she will be missed”

“Apart from the Housing Association, Irene has given years of service to the Wishaw community through the
various organisations and we are grateful to her”.

Chairman Liam McCabe added: “On behalf of the Board, I thank Irene for her service to the Association.
Her record of attendance at meetings is exemplary and her experience has been invaluable to the Board”.

Niall Gordon, Chief Executive

Wishaw & District Housing 
Association promotes the use of
AllPay Mobile Phone App
This App is an excellent tool which allows our residents
to pay their rent, property management or rechargeable
repairs anytime, anywhere.  It has proven successful
with our residents with the usage of the App doubling
in the last 3 months.

If you intend using this App you will require your 19
digit reference number which is displayed on the front
of your Allpay Card.  You only need to enter this 
number once to register your details.  If however you
have misplaced your card then please contact us and
we will order you a replacement.

It is simple to download and use and once you record
your details the information is securely saved.  If you
require any assistance in setting it up on your phone
please do not hesitate to contact us.

Don’t forget, if you have registered your mobile phone
number with us, you can send a text to 07529777345
quoting BAL and you will get your latest balance.



AUTUMN 2016               W ISHAW &  D ISTR ICT  HOUS ING  ASSOC IAT ION            PAGE  3

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 and the first quarter of
2016/17 (April to June 2016) is shown below:

Maintenance Team: 

�

�

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

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

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

�

During the year we identified a number of kitchens which did not provide enough storage space to
meet the standard. As these kitchens are very small we are unable to provide further storage therefore
the Association has obtained an exemption for these properties from the Scottish Housing Regulator.  

Indicator 7 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1  
2015/16 2015/16 2016/17

Percentage of stock 92.80% 97.70% 100% 87.23% 87.23%
meeting the Scottish Housing 
Quality Standard

Indicator 11 Scottish  SHN Peer    WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1  
2015/16 2015/16 2016/17

Average length of time taken to  5.90 hours 2.90 hours 0.54 hours 0.90 hours 0.92 hours
complete emergency repairs.

Indicator 12 Scottish  SHN Peer   WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1  
2015/16 2015/16 2016/17

Average length of time taken to 7.50 days 4.20 days 2.80 days 2.85 days 3.54 days
complete non-emergency repairs.

Indicator 13 Scottish  SHN Peer    WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1  
2015/16 2015/16 2016/17

Percentage of non-emergency 91.30% 94.50% 96.80% 99.10% 99.58%
repairs completed right first time
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Terry McKenna
Maintenance and Asset Manager

�

Are you ready for Winter?

Heating Your Home
We are all looking for ways to cut our heating costs and
make sure we are getting the best possible deal from
energy providers. The many different tariffs and charges
available can be quite confusing and if you find you are
getting lost in this particular maze our partners at AFTAR
can help you with energy advice and can also assist
with Internet skills development if you are nervous
about seeking out energy deals online. If you would like
some assistance from AFTAR call 01698 356777 to
make an appointment with an advisor.

Other simple measures you can take to save 
energy include:

• Draw blinds and curtains when the sun goes down 
to keep the heat in

• Close doors to keep the heat in rooms
• Keep radiators free from obstruction (clothes and 

furniture) to make sure all the heat comes 
into the room

Although the instinct is to batten down the hatches
and trap as much heat as possible in your home
please make sure your rooms are properly ventilated
through the use of the trickle vents on your windows,
or opening windows from time to time, particularly
in bedrooms while sleeping. This will help prevent a
build-up of warm, moist air that can lead to conden-
sation if left unchecked.

Frozen Pipes
Frozen pipes can cause a lot of disruption – from lack of
water and heating to water damage if the pipes burst –
so it is important to keep the water flowing. Keep the
heating on, even at a low temperature, during severe cold
weather to prevent pipes freezing up.

If pipes do freeze you can try to defrost them with a 
gentle heat from a low voltage fan heater or even a 
hair-drier. Do not use a gas heater as this fierce heat could
damage the pipes and cause a burst. Keep an eye on 

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 WDHA 
Average Group Average 2014/15 2015/16 Quarter 1  
2015/16 2015/16 2016/17

Percentage of repair  94.40% 97.40% 100% 100% 100%
appointments kept.

Indicator 15 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1  
2015/16 2015/16 2016/17

Percentage of properties that  99.80% 99.80% 99.7% 99.9% 100%
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 may have two 
services within a 12 month period. The figures above show the outcome of gas safety inspections 
completed in the third quarter of the year.

�

Our weather can be very unpredictable and although it has been unseasonably mild this year we
should all prepare for another cold, wet and windy winter season ahead. Such severe weather can
lead to all sorts of problems in and around the home. Here are some handy hints to help you deal
with whatever the winter throws at us…



AUTUMN 2016               W ISHAW &  D ISTR ICT  HOUS ING  ASSOC IAT ION            PAGE  5

Terry McKenna, Maintenance and Asset Manager

things as pipes defrost in case there is a leak, and be ready
to turn the water off as necessary.

If pipes do burst report this to the Association immediately
and turn off the water supply. Make sure you know where
your water stop tap is and how to turn off the water. Use
buckets and towels to contain water leakage as much as
possible to limit damage – the quicker you can turn the
water off the less damage there will be to the building
and to your own possessions.

Boiler and Heating Problems
Some boilers have a condensing pipe that drains to the
outside and the liquid in this pipe can freeze in extremely
low temperatures causing the boiler to shut down.  If this
happens pour warm water (not boiling water) over the
pipe and this will defrost the trapped liquid and allow the
boiler to fire up again.

If the pressure does drop in your boiler, top it up – it is
your responsibility to do this and your boiler instruction
manual will explain how to do this.  Make sure you have
your instruction manual handy prior to the winter. If you
can’t find your copy contact the Association and we will
forward a new copy to you. Alternatively, you can check
online – most of the boiler manufacturers have user 
instruction manuals on their websites.  

The pressure gauge on your boiler should sit between 1.5
and 2.0 when the boiler is running.  If the pressure keeps
dropping then there may be a leak in one of the heating
pipes.  Report this fault to the Association and we will 
attend as soon as we can.

Particularly cold temperatures can cause a drop in gas
pressure and, in extreme cases, can cut off your gas 
supply.  Unfortunately the Association can do nothing to
restore the gas supply and in these circumstances you
must contact Scotia Gas Networks on their National Gas
Emergency number 0800 111 999.

Leaking and Broken Gutters
and Downpipes
If you notice a leaking or broken gutter or rainwater pipe
report this to the Association straight away and we will 

attend as soon as we can. Until the fault is repaired please
be extra vigilant as the ground around the pipe may be
slippery. In particularly bad weather it may not be safe for
our contractors to attend to the repair straight away – for
example, if there is snow or ice on the ground or if there
are high winds. Be assured that we will attend to all 
reported repairs once it is safe to do so.

Snowy and Icy Paths
As a tenant it is your responsibility to clear snow or ice
from the paths and roadways around your house. If you
have an elderly neighbouror know someone who could 
use some help why not offer to clear their paths too?
Being a good neighbour and clearing paths of ice and
snow is the kind of practical step that most of us can take
during cold weather. A helping 
hand with this can make all the 
difference for people who may
be unable to clear their own 
paths, or who need to use local 
paths to access services.

The Council will clear main 
roads and does provide grit 
binsfor residents’ use on
minor roads and paths.

Failure of Power or Other Services
The utility companies in Scotland have well-tested plans in
place to deal with all kinds of events, but services can be
cut off from time to time. There are steps you can take
now that will help you cope with any loss of utilities in
over the winter months:

• A battery powered radio will help you stay in touch 
with the news following a power failure. 

• Keep mobile phones and lap top computers fully 
charged, so you will have use of battery power for a 
short time at least if there is a power cut. 

• Make a list of all the telephone numbers you might 
need, and keep them handy. Here are a few to get 
you started.

o National Gas Emergency Service 
(if you smell gas): 0800 111 999

o Scottish Power Energy Networks (central and 
southern Scotland): 0800 092 92 90

o Scottish Water: 0800 0778 778

Further advice on preparing for winter can be found on
the Scottish Government website:
www.readyscotland.org
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Alan Richardson, Housing Officer

To keep you regularly advised of our performance, we 
have provided you with updated information to the end 
of the first quarter i.e. June 2016 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

Our performance in arrears collection has consistently improved over the last 2 years and arrears have further
reduced this financial year.  Our current collection rate is better than the Scottish average and the average of
our peer group housing associations in the Scottish Housing Network (SHN).

Our rent loss through properties being re-let has continued to reduce over the last 2 years and is better than
the Scottish average and our peer group average.

Our performance has continued to improve on the time taken to re-let our properties.  This has a knock on
effect on reducing rent loss to the Association during the re-let process.

We are pleased to report that our performance continues to improve.

Tenancy Services -
How are we performing this year?

Indicator 31 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1 
2015/16 2015/16 2016/17

Gross rent arrears as a 5.3% 3.6% 2.70% 2.28% 2.15% 
percentage of rent due

Indicator 34 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1 
2015/16 2015/16 2016/17

Percentage of rent lost through
properties being empty 1.0% 0.22% 0.12% 0.09% 0.12%

Indicator 35 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1 
2015/16 2015/16 2016/17

Average length of time taken to 35.4 days 11.87 days 6.7 days 4.96 days 3.9 days 
re-let properties in the last year

Indicator 19 Scottish  SHN Peer  WDHA WDHA WDHA 
Average Group Average 2014/15 2015/16 Quarter 1 
2015/16 2015/16 2016/17

Percentage of anti-social behaviour 86.6% 91.5% 91.7% 97.4% 100%
cases resolved within locally
agreed targets in the last year.

Tenancy Team

�

�

�

�
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Are you thinking of moving onto pastures new?
If so you need to let us know!

If you wish to leave your home there are certain
procedures you must follow in order to end your
tenancy legally.

First and foremost you must give us at least
28-days written notice.

You must also sign Termination of Tenancy Forms
which we can pop in the post, you can collect
them from our office or alternatively you can print
them directly off our web-site :

http://www.wishawdha.org.uk/ending-your-ten-
ancy-wishaw-and-district-housing-association-ter-
mination.html

These forms must be signed by the tenant, any
joint tenants or alternatively your partner even if
they are not a tenant.

When your written notice is received it will be 
followed up in writing by us.

The letter you receive will confirm the date your
tenancy will end.  It will also let you know if
you have an outstanding rent balance or other
outstanding costs, such as a rechargeable repair,
and any outstanding sums should be paid prior to
your tenancy coming to an end.

Our Maintenance Officer will visit your home in
order to carry out an inspection; the date they will
call will also be stated in the letter.

During the inspection the Maintenance Officer will
advise you of any work that you would be required
to do prior to you leaving and this will be 
confirmed in writing by the Maintenance Officer.
We would ask that you leave the property in a
clean and tidy condition with all furniture removed
and any work asked by the Maintenance Officer
carried out.

The property will be further inspected when you
hand the keys in.

Any work that you fail to carry out will be done by
our contractors and then billed to you.

To avoid unnecessary costs please ensure any work
is attended to prior to your tenancy ending.

All keys for the property should be handed into
our office by 12 noon on the day your 
tenancy ends.

Please remember to include any keys or fobs for
door entry systems, bin stores, external stores or
car parks.

If you have any questions relating to ending your
tenancy please do not hesitate to contact our 
office where a member of staff will be happy to
answer any questions you may have.

There is also a more detailed information leaflet
that you can obtain from the office or from our
web-site.

Tracey Fyfe, Allocations Officer
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If You are local, get vocal come along to our Surgeries
Surgeries

Event Date Details

Coltness 17.11.16 Coltness Community Centre 

10.00am - 11:00am

Craigneuk 16.11.16 Jim Foley Community Centre 

14:00pm – 15:00pm 

Harthill 17.11.16 Community Education Centre

09:30am – 10:30am

Muirhouse 15.11.16 Isa Money Community Centre

09:30am – 10:30am

Newmains 16.11.16 Newmains Community Trust Centre 

10:00am – 11:00am

Shotts 17.11.16 Shotts Housing Office

11:00am – 12:00noon

Alone we can do so little, together we can do so much
Resident Involvement Team

Event Date Details

Resident Involvement  Dates to Association Offices, 55 Kirk Road  
Team be confirmed 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 Association Offices,

55 Kirk Road

6:00pm

25.10.16 08.11.16

22.11.16 24.01.17

14.02.17 28.02.17

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



Getting involved in a tenants and 
residents group does not suit everyone.
If you are a Wishaw and District Housing 
Association tenant you can register your interest
with us and we will send you information and
contact you to invite you to meet with us or to ask
you for views.

When we contact you, it is then up to you to 
decide if you want to get involved with us. 
Tenants and Residents Associations may also 
occasionally invite you to events they are holding.

Wishaw and District Housing Association are 
committed to involving tenants in the work that
we do.

Our interested tenants register allows us to offer
tenants an opportunity to get involved on an 
individual basis.

What is the 
interested tenants register?
The interested register is simply a list of tenants
who have expressed an interest in housing issues
and who have a willingness to be consulted by 
the Association.

To join the register simply contact the office in 
person, text or email and we will let you know
what the next steps are.
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Join Our Interested Tenants Register

Wishaw & District Housing Association
Resident Involvement Team
Over the past two years tenants and residents of
Wishaw & District Housing Association have been
active in reviewing and assessing the services 
provided by the Association.  This summer has
been no exception.

Customers of the Association have been 
concentrating on two main areas.  The first was to
change their name from the Customer Scrutiny
Panel to something which reflects the partnership
working and the positive achievements of the group.

Now known as “Resident Involvement Team” the
group are currently working to design their own
logo and identity.  They look forward to sharing
their logo with you in the coming months.

The Resident Involvement Team has been gathering
information to review, understand and influence
the current kitchen replacement programme. 
This has involved finding out more about how 
contracts are awarded, the role of the Quantity
Surveyor and achieving value for money.

Finally, the Resident Involvement Team is delighted
to welcome three new members to the group. If
you are a tenant, resident receiving a service from
the Association, a member or an applicant you too
can get involved.  The aim of the Resident 
Involvement Team is to review the housing 
services provided by the Association and make
recommendations for change and improvement.

If you would like to know more about or get 
involved in the Resident Involvement Team, 
please contact the Wishaw & District Housing 
Association Office.
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Happy to Translate
Wishaw & District Housing Association has recently become a 
member of Happy to Translate (HTT). The initiative has been around
since 2006 and was originally funded by the Scottish Government to
provide support for organisations to ensure their services are 
available to those who speak little or no English. Since then, HTT 
continues to grow its membership and the unique logo is widely
recognised by those requiring language assistance. 

As a member of HTT, the Association displays the logo and is provided with
tools that staff are trained to use to help identify a service user’s language. This
ensures that we are able to provide the same level of service to all our tenants
and clients and make effective and efficient use of language service provision
through professional language companies. Language service provision can be
over the telephone, face-to-face or British Sign Language (BSL) interpreting or 
written translation.

HTT currently has over eighty members from across Scotland and a small 
number in England. In addition to housing associations like ours, members 
include contractors, regulatory bodies like the Care Inspectorate, Scottish 
Housing Regulator and OSCR and local authorities like City of Edinburgh 
Council and also the Scottish Parliament.

Membership of HTT brings benefits to the organisation, our tenants and staff. It
is in line with our equality and diversity policy and ensures the Association 
complies with legislation by providing equal access to our information and 
services. Displaying the logo means that those with little or no English will have
the confidence to approach us and enquire about our services, knowing that
their language needs will be met. Staff trained in HTT procedures will have the
skills to assist service users from different cultures, which increases confidence
and improves customer service. 

If you have any questions about how the Association uses HTT
please contact Anne Michelle Currie.
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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.

Working with 
the Local Community

Anne Michelle Currie, 
Corporate Services Officer

Wishaw and District Housing Association has 
recently provided Deborah Pickering, from Wishaw,
valuable work experience and a chance to work in
an office environment. The skills Deborah gained
during her time with us could potentially improve
her future employment prospects.  From her time
with us Deborah commented:

“As an older person in the process of completely
changing careers, the opportunity to gain some 
experience in the Wishaw & District Housing 
Association offices has been fantastic. I’ve had the 
opportunity to learn new skills and gain valuable, 
if brief, experience within the administrative 
environment I want to work in. I’m now more 
convinced than ever that I have made the right 
decision to change paths thanks to the experience
gained and the great people I got to work 
alongside for the past few weeks. Thank you!”

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.

Staff training

Our office will c
lose in the 

morning of the
 last Wednesda

y of

each month to 
enable our staf

f to 

attend training
 sessions.  This 

is 

important as w
e need to ensur

e all 

staff keep up-to
-date with the 

changing envir
onment.   

Our opening hours on the last

Wednesday of the month will

now be from 12.30pm -4.30pm.


