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Chair’s Overview

As you will be aware, following the Strategic Review,
Wishaw & District Housing Association (WDHA) has
agreed to formally consult tenants on a merger with
another housing association.  This was based on the
findings of a strategic review of the options for 
the Association’s future after two years of high 
engagement with the Scottish Housing Regulator. 

Whilst there continues to be high levels of tenant satisfaction and good performance on services provided by
an excellent staff team, WDHA has been unable to maintain regulatory standards of governance and leadership,
relying on the support of five statutory appointees to the Board and a Statutory Manager. 

Wishaw and District Housing Association (WDHA) held this year’s AGM on the 11 September 2018 and at this
meeting there was a presentation by Sue Philpott (Statutory Manager) on the outcome of the recent Strategic
Review and the process that was to be followed that will, subject to tenant ballot, lead to WDHA merging with
another RSL in 2019. 

WDHA advertised for partner organisations in September and is in the process of reviewing the returns and 
assessing the best options for the organisation and its tenants. 

It is hoped that a preferred partner will be identified by January 2019, this will be followed by further in depth
assessment and due diligence of the proposed partners bid for our stock to ensure that this bid is the best fit
for the organisation and its tenants. 

Once this has been completed there will be two periods of consultation with tenants in March and April 2019.
This will be followed by a ballot of tenants around May 2019. 

WDHA have engaged with Tenant Information Services (TiS) to provide independent and, impartial information
and advice to tenants and other service users throughout this process.

I would like to thank all the Board members and staff who have assisted and supported the organisation in this
challenging period.  In particular Alastair Firth, Shirley Robison, Ryan O’Donnell and Karen Gribben who stood
down at the AGM. 

I would also welcome the appointment of 4 elected board members: Michelle Quinn, Grant Kennedy, Nicholas
McLaughlin and Jon Kiddie. 

We will continue to keep all our tenants and service users informed as we progress and will carry on liaising
with the Resident Involvement Team.

If you would like clarification on any issue of concerns please contact Niall Gordon at the office. 

Best wishes 
Brenda Higgins

W I S H AW  &  D I S T R I C T  H O U S I N G  A S S O C I A T I O N  
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Chief Executive review 2017/18

Welcome to our Annual Report on the Charter (ARC). 

2017/18 has been another challenging year for the Association in a number
of areas.  With the ongoing support of the Scottish Housing Regulator, the
5 appointees and Statutory Manager (Sue Philpott) the Association 
completed a feasibility study identifying potential plans for Main Street, 
improved its financial position and addressed some of the governance 
challenges identified within the SHR Regulation plan. 

However, the organisation was still exposed to significant risk through 
ongoing difficulties with governance and leadership, this resulted in the Scottish Housing Regulator requesting
that a Strategic Review be carried out. 

The outcome of the Strategic Review and the progress towards a merge is detailed by Brenda Higgins 
(Chairperson) in the Chairs Overview and in the autumn newsletter. 

Despite the above challenges, staff have maintained high levels of services and excellent outcomes that we are
required to deliver and to report to the Scottish Housing Regulator on an annual basis. Further details of these
are in this report and cover a variety of areas that include: collecting rental income, allocating houses, dealing
with enquiries from customers, reporting repairs. 

Through the indicators that we have published within our report you will see how effectively we deliver our
services and perform against other Associations both nationally and in our peer group.  These will also be 
reported in our regular newsletters that are sent out to all stakeholders. 

Finally, I would like to thank the management team and staff for their continued hard work, commitment and
support throughout the year. Also thanks to Brenda Higgins (Chairperson), Statutory Appointees, Statutory
Manager and all the Board members for the ongoing support and assistance in addressing the issues and risks
to the organisation. 

Below is a list of WDHA’s Main Achievements for 2017/18 which  were : 

3 Assisted 35% of tenants to pay rent by Direct debit.

3 Maintained arrears levels amongst the lowest within our peer group at 2.6%

3 Continued to have one of the highest performing void turnaround performances in the country at 4.7 days

3 Continued to demonstrate high levels of satisfaction across a number of key indicators.

3 Continued to support the AFTAR project: welfare advice for tenants.

3 Continued to support our Tenant Scrutiny Panel and reviewed key topics including ASB. 

3 Provision of Garden Care Scheme to 30 properties

3 Renewed 11 full heating systems including fitting energy efficient boilers.

3 Undertook annual gas safety checks and services to all our housing stock, ensuring 100% compliance with 

legislative requirements.

3 Carried out external painting to 180 properties.

3 Carried out periodic electrical testing and inspection to 141 properties.

3 Fitted new kitchens to 44 properties.  Including 6 that required modifications to the layout in order to meet 

The Scottish Housing Quality Standards for storage space.
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The performances that we are reporting on will be compared throughout this report with the Scottish average
as compiled by the Scottish Housing Regulator (SHR) and our peer group statistics (landlords of a similar size)
as compiled by the Scottish Housing Network (SHN).

When reading this report I would ask that you think about the following :
• Is the layout of the report good? 
• Does it contain the right information?
• Is there any information that you would like to see in the report?

Please feedback to us and help us develop it for next year.

If you have any questions regarding any of the indicators or achievements please contact the office and I will
endeavour to answer them. 

Thank You 
Niall Gordon, Chief Executive

...WDHA’s Main Achievements for 2017/18  were : 

3 We continued renewal of smoke alarms and CO detectors to properties when these 

became void.

3 Our enhanced methods of contact with residents through text and email has allowed us to

send repairs by text and email, rent account balances by text, rent statements by email, 

newsletters by email, satisfaction surveys by text, allocations offers by text.  These

communication methods have been well received by tenants.

3 We undertook stock condition surveys to 292 properties.  From this data we can 

extrapolate across our total stock profiles planned maintenance needs.  This gives us a 

clear understanding of the 30 year major component renewal costs.  It also outlines our 

Scottish Housing Quality Standard and Energy Efficiency Standard for Social Housing 

compliance status.

Annual Return on The Charter
From April 2013 all social landlords are required to 
collect and provide the Scottish Housing Regulator with
key information on their performance in achieving the
outcomes and standards in the Charter. 

The Charter has seven sections covering: 
• Equalities
• the customer/landlord relationship;
• housing quality and maintenance; 
• neighbourhood and community;
• access to housing and support; 
• getting good value from rents and service charges; 
• and other customers.

We will use landlords’ Annual Return on the Charter
(ARC) to report publicly on their progress in achieving
the Charter outcomes and standards and we will also
use this to inform our regulatory assessments. 

The ARC replaces the Annual Performance and Statistical
Return (APSR) from social landlords.  For each year 
ending on 31 March, social landlords must report their
performance in achieving or progressing towards the
Charter outcomes and standards to their tenants and
other service users who use their services: this must be
done by October.
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Indicators For Report

When reporting performance landlords should include:
• an assessment of performance in delivering each of the Charter outcomes and standards which are relevant to 

the landlord and drawing on the information provided to us in the ARC;
• relevant comparisons – these should, through time, include comparisons with previous years, with other 

Landlords and with national performance; and
• how and when the landlord intends to address areas for improvement.

Following on from consultation with tenants and tenant groups across Scotland the Scottish Housing Regulator
agreed that eighteen key indicators would form the basis of a landlords report that will be included in the report. 

LANDLORD PROFILE

Context 14 Total number of houses

Context 17 Total number of each apartment size and average weekly rent for each

Context 21 Percentage average weekly rent increase to be applied

SATISFACTION
Indicator 1 Percentage of tenants satisfied with the overall service provided by their landlord

Indicator 3
Percentage of tenants who feel their landlord is good at keeping them informed about their 
services and decisions
Percentage of 1st and 2nd stage complaints, including those related to equalities issues 
responded to in full in the last year, that were resolved by the landlord and also the 
percentage upheld

Indicator 4 & 5
Percentage of 1st and 2nd stage complaints responded to in full in the last year, within 
the Scottish Public Services Ombudsman (SPSO) Model Complaint Handling Procedure 
(CHP) timescales.

Indicator 6
Percentage of tenants satisfied with the opportunities given to them to participate in their 
landlord’s decision making processes

NEIGHBOURHOOD AND COMMUNITY

Indicator 19 Percentage of anti-social behaviour cases reported in the last year which were 

resolved within locally agreed targets

HOUSING QUALITY AND MAINTENANCE 
Indicator 7 Percentage of stock meeting the Scottish Housing Quality Standard
Indicator 9 Percentage of tenants satisfied with the standard of their home when moving in
Indicator 10 Percentage of tenants satisfied with the quality of their home
Indicator 11 Average length of time taken to complete emergency repairs
Indicator 12 Average length of time taken to complete non-emergency repairs
Indicator 13 Percentage of reactive repairs carried out in the last year completed right first time
Indicator 14 Repairs appointment system Y/N

If ‘Y’ Percentage of repairs appointments kept
Indicator 15 Percentage of properties that require a gas safety record which had a gas safety check and 

record completed by the anniversary date.
Indicator 16 Percentage of tenants who have had repairs or maintenance carried out in the last 12 months 

satisfied with the repairs and maintenance service
Indicator 17 Percentage of tenants satisfied with the management of the neighbourhood they live in.
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Equalities
(1) Equalities

Customer/Landlord Relationship
(2) Communication
(3) Participation

Housing Quality & Maintenance
(4) Quality of Housing
(5) Repairs, Maintenance and Improvement

Neighbourhood & Community
(6) Estate Management, Anti-social Behaviour, Neighbour Nuisance and Tenancy Disputes

Access To Housing & Support
(7,8,9) Housing Options
(10) Access to Social Housing
(11) Tenancy Sustainment

Getting Value From Rents & Service Charges
(13) Value for Money
(14,15) Rents and Service Charges

The Association is required to report on performance against the Charter each year and, although the Charter was 

introduced in April 2012, the first report was not due until 2014.

This report aims to outline the progress and a chievements made by Wishaw and District Association in meeting the 

requirements of The Scottish Social Housing Charter for the year 2017/18.

The Scottish Social Housing Charter – what is it?
The Scottish Government introduced The Scottish Social Housing Charter on 1 April 2012 with a view to improving

the quality and value of the services that social landlords provide.  The Charter contains a total of 16 outcomes and 

standards that social landlords should aim to achieve (although outcomes 12 and 16 [relating to homelessness

duties and the management of sites for gypsies/travellers] do not actually apply to the Association) and these are

listed below:

GETTING GOOD VALUE FROM RENTS AND SERVICE CHARGES

Indicator 29 Percentage of tenants who feel that the rent for their property represents value for money.

Indicator 30 Rent collected as a percentage of total rent due in the reporting year

Indicator 31 Gross rent arrears (all tenants) as at 31 March each year as a percentage of rent due for

the reporting year

Indicator 32 Average annual management fee per factored property

Indicator 33 Percentage of factored owners satisfied with the factoring service they receive

Indicator 34 Percentage of rent lost through properties being empty in the last year

Indicator 35 Average length of time taken to re-let properties in the last year

ACCESS TO HOUSING AND SUPPORT

Indicator 21 Percentage of lettable houses that became vacant in the last year
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Overview
Context 14 WDHA WDHA SHN Scottish 

Target Average Average 

Total number of houses No Target 973 N/A N/A

Comments

Context 21 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage average weekly rent increase to be applied No Target 3.5% 3.08% 3.21%

Comments WDHA increase being applied in 2017/18 was higher than the average for all Scottish 

Housing Associations by 0.3%. 

Context 17 WDHA WDHA SHN Scottish 
Target Average Average 

Total number of each apartment size and 
average weekly rent for each

2apt No Target £66.67 £69.60 £73.33

3 apt No Target £74.04 £74.19 £74.94

4 apt No Target £81.46 £84.11 £81.37

5 apt No Target £85.99 £94.03 £90.39

Total average rent No Target £72.67 £76.25 £76.23

Comments The details above show that all of our properties have lower rents than our peer group and

the national average.  Our overall average weekly rent (£72.67) is lower than our peer 

group (£76.25) and the national average (£76.23). The annual rent debit was £3,770,185.



8

W I S H AW  &  D I S T R I C T  H O U S I N G  A S S O C I A T I O N  

Customer / Landlord Relationships

In respect of Wishaw and District Housing Association‘s performance relative to these indicators, the following
are details of our performance in 2017/18.  Throughout we will give detail of what the specific outcomes and 
standards are, comparisons with our peer groups and the Scottish average, and an indication of what action we
are taking where improvements are required.

The outcomes for the Customer / Landlord relationship are as follows :

1. Equalities

Social landlords perform all aspects of their housing services so that:
3 every tenant and other customer has their individual needs recognised, is treated fairly and with respect, and 

receives fair access to housing and housing services

2. Communication

Social landlords manage their businesses so that:
3 tenants and other customers find it easy to communicate with their landlord and get the information they need

about their landlord, how and why it makes decisions and the services it provides

3. Participation

Social landlords manage their businesses so that:
3 tenants and other customers find it easy to participate in and influence their landlord’s decisions at a 

level they feel comfortable with. 

In 2017 WDHA undertook a comprehensive customer satisfaction survey of tenants, the key findings that emerged
from this survey were extremely positive: 

• Overall satisfaction rose to 94% from 90% three years ago;

• 97% of all tenants felt that WDHA was good at keeping them informed about their services and decisions;

• 93% of tenants were satisfied with the opportunities given to them to participate, up 24% from our 
survey three years ago;

• 96% of tenants are satisfied with the repairs service
that is provided;

• 85% of tenants were satisfied with the overall quality
of their home, which is down from 87% in 2014. 

• 96% of tenants were satisfied with the management 
of the neighbourhoods that they live in up from 85% 
only a few years ago.

• Overall 74% of tenants felt that the rent that they pay 
represented value for money, which is down slightly 
from 2014.
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Customer / Landlord Relationships...

While we are very happy with the results of the tenant 
satisfaction survey we also recognise that there is room for
improvement, particularly with the indicators where 
satisfaction decreased since 2014.

We will be reviewing these outcomes and making efforts to 
address the issues that tenants feel are effecting them. We 
will do this via consultation with tenants and the Resident 
Involvement Team in the forthcoming months and years ahead.  
If you are interested in playing a part in shaping the services 
that WDHA deliver, please get in touch with us.

Indicator 1 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of tenants satisfied with the overall service No Target 94.2% 91.9% 90.4%

Comments We are in the top performing landlords within Scotland’s Housing Network benchmarking 
group for landlords of any size.  We are comfortably above the Scottish average and above
that of our peers of a similar size.  We continue to try and improve upon this score by 
delivering services that are right for you.

94.2%
WDHA

91.9%
SHN 

Average

90.4%
Scottish
Average

In respect of our achievements towards the indicators our performance is as follows:  

Indicator 3 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of tenants who feel their landlord is good at
keeping them informed about their services and outcomes 

No Target 96.7% 95.6% 91.7%

Comments The Association always endeavours to ensure that tenants and service users are made aware 
of the work we do, why we do it and how it may effect tenants and the homes that they live 
in.  We are happy to see continued increase regarding this indicator and we will continue to
provide you with information about how we will be delivering services in the future.

% of Tenants who feel their Landlord is 

Good at Keeping Them Informed About Their 

Services and Outcomes:96.7%
WDHA

95.6%
SHN 

Average

91.7%
Scottish
Average

% of Tenants Satisfied with the Overall Service:
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93.2%
WDHA

90.7%
SHN 

Average

85.9%
Scottish
Average

Indicator 6 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of tenants satisfied with the opportunities given to

them to participate in their landlord’s decision making processes
No Target 93.2% 90.7% 85.9%

Comments We are now in the top performing SHN landlords of any size, for this indicator, which is a 
great achievement.  Since our last survey in 2014 we have worked hard to make sure 
tenant’s voices are heard and that their opinions continue to help shape the services 
we deliver. 

% of Tenants Satisfied with the Opportunities

Given to Them to Participate in Their 

Landlord's Decision Making Process :

Indicator 4 &5 WDHA WDHA WDHA
COMPLAINTS RECEIVED IN REPORTING YEAR 2015/16 2016/17 2017/18 

No. of Equalities Complaints 0 0 0

No. of Stage 1 Complaints 15 7 12

% of Stage 1 Complaints Upheld 2 2 6

No. of Stage 1 Complaints responded to in full in the reporting year. 15 7 12

% of Stage 1 Responded to in Time 10 5 12

No. of Stage 2 Complaints 2 0 2

% of Stage 2 Complaints Upheld 1 0 0

No. of Stage 2 Complaints responded to in full in the reporting year 2 0 2

% of Stage 2 Responded to in Time 1 0 2

1st and 2nd Stage Complaints:
Wishaw & District Housing Association’s Complaints Procedure is based on the model 
published by the Scottish Public Services Ombudsman and regulated by both them and the
Scottish Housing Regulator 

There are two stages within the complaints process; a stage 1 complaint which we try to
resolve immediately or within 5 working days; and a stage 2 complaint, which is usually more
serious, and as such, may require more investigation, stage 2 complaints are expected to be
resolved within 20 working days.  

Whist there are defined timescales for each stage, there are occasions in which these are 
not achieved while we conduct a proper investigation of the complaint in order to reach a
suitable outcome.

Not all complaints that are made are upheld by the Association, however we value them all
equally as they provide us with an insight into where our services aren’t perhaps working as
they should be and which we can then use to make improvements to how we work.
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Housing Quality and Maintenance

We undertook a stock condition survey to 
ensure we have up to date information on
the condition of our housing stock, the 
survey was carried out by the John Martin
Partnership on behalf of the Association.  
We have used this information to help 
identify, plan and prioritise future repairs
and component replacements over a 30
year timescale.

Social landlords manage their businesses so that:
3 tenants’ homes, as a minimum, meet the Scottish Housing

Quality Standard (SHQS) by April 2015 and continue to 
meet it thereafter, and when they are allocated, are 
always clean, tidy and in a good state of repair.

Social landlords manage their businesses so that:
3 tenants’ homes are well maintained, with repairs and 

improvements carried out when required, and tenants are
given reasonable choices about when work is done.

Indicator 7 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of stock meeting the Scottish 
Housing Quality Standard. No Target 87.56% 94.4% 94.2%

Comments We fail to fully meet the standard as some traditional built properties lack the SHQS 
storage space requirement for kitchens cupboards.  Some kitchens are very small and due 
to the layout space we are unable to provide extra storage. The Association has obtained 
exemptions from the Scottish Housing Regulator.   

Indicator 9 WDHA WDHA SHN Scottish 
Target Average Average 

Satisfied with standard of home when moving in No Target 89.9% 90.2% 90.0%

Comments Our performance has greatly improved from last year’s previous of 77%.

Indicator 10 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of existing tenants satisfied No Target 84.6% 88.4% 87.9%
with the quality of their home.

Comments                   These results are taken from our tenant satisfaction
survey, which was carried out in January 2017. 
Tenant satisfaction surveys are carried out 
every 3 years.

Indicator 11 WDHA WDHA SHN Scottish 
Target Average Average 

Average length of time to complete
emergency repairs

2.0 hours 1.03 hours 2.5 hours 4.08 hours

Comments                    Our performance ranked us 2nd in our peer group the best being 1.2 hours

We increased satisfaction from 77% last year to 89.9% which brings us on a par with the sectors average.

We were the best perform
ing

landlord in our pe
er group of 29 oth

er landlords on th
e

length of time taken to complete an emergency repair.

We respond on aver
age in 1.03 hours

 compared to

the sector averag
e of 4.08 hours.
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Indicator 13 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of reactive repairs carried out
in the last year completed right first time

97% 96.6 % 93.5% 92.2%

Comments Our performance ranked 2nd out of 29 in our peer group the best performer achieved 
100% repairs complete right first time.

Indicator 14 WDHA WDHA SHN Scottish 
Target Average Average 

Repairs appointment system in place. 
Percentage of repairs appointments kept.

100% 97.38% 95.68% 95.45%

Comments Our peer group who run an appointment system showed an average of 98.1%. Our performance
this year has just dipped below this benchmark, but we are still above the Scottish average.

Indicator 15 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of properties that had a gas safety 100% 100% 99.8% 99.8%
record renewed by anniversary date

Comments                All our properties had their gas safety certificate renewed by the anniversary date. 

Indicator 16 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of tenants who have had repairs and
maintenance carried out in the last 12 months No Target 95.98% 92.18% 92.13%
satisfied with the service

Comments Our peer group average was 94% for overall satisfaction. Our performance is above this 
peer and sector averages.

Indicator 12 WDHA WDHA SHN Scottish 
Target Average Average 

Average length of time to complete
non-emergency repairs

U-2 days 2.62 days 6.56 days 6.38 days
R-10 days

Comments Our performance in this area ranked 3rd out of 29 against our peers.

The best performer achieved a return of 2.32 days.

We had an ex
cellent respo

nse

time of 2.62 da
ys to complete 

non-emergency rep
airs for tena

nts.. 

This greatly
 surpasses t

he sector 

average of 6
.38 days.

At 96.6% we just missed our target by 0.4%, however, we are still above the sectors average of 92.2%.

100% of properties had a gas safety 
record 

renewed by the anniversary date. Our peer group

also had 100%.
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Neighbourhood & Community

Indicator 17 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of tenants satisfied with the management
No Target 96% 92.4% 88%

of the neighbourhood they live in

Comments                    

46%
(179 tenants)

52%
(202 tenants)

2%
(10 tenants)

Social landlords working in partnership with other agencies to help to ensure that:
3 Tenants and other customers live in well maintained neighbourhoods where they feel safe.

We are delighted to see that the overwhelming majority of tenants are satisfied with WDHAs
management of the neighbourhoods they live in.  We have worked hard over the past 
number of years with the Resident Involvement Team to improve this area of service delivery.

OF THE 391 TENANTS WHO ANSWERED THE QUESTION “Overall, how satisfied or dissatisfied are you with your 

landlord’s management of the neighbourhood you live in?”:

202 tenants who said they were Very Satisfied

179 tenants who said they were Fairly Satisfied

10 tenants who said they were 

Neither Satisfied Nor Dissatisfied
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Indicator 19 WDHA WDHA SHN Scottish 
Target Average Average 

Number of cases resolved within locally 
agreed targets in the last year

No Target 73.4% 90.7% 87.8%

Comments                    

For every 100 of our homes, 5.03 cases of anti-social behaviour were 
reported in the last year, 73.4% of whichwere resolved within targets agreed locally, compared to the Scottish average of 87.8%.

Access to Housing and Support

While our performance is not as high as last year we have dealt with nearly double the
number of complaints of anti-social behaviour.  We set ourselves challenging timescales 
to respond and resolve complaints of this nature and we can’t always get the resolution 
all parties want. 

Indicator 21 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of lettable houses that 
No Target 8.5% 7% 8.5%

became vacant in the last year

Comments                    
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Getting Good Value from Rents and Service Charges

Tenants and sharing owners were consulted
on the rent increase for 2017/18. Information
on how rental income is used by us was
provided and we also sought views on issues
including what services our tenants consider
important and rent increase options to pay for
these services. The Board approved an annual
increase of 3.5%.

Indicator 29 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of tenants who feel that the rent for their
property represents value for money No Target 74.1% 85.2% 83.1%

Comments The percentage of our tenants whose views on whether the rent for their home represents 
value for money fell from 81% in 2014 to 74.1% in the 2017 survey. We are also below our 
peers and the national average and have work to do to improve tenant’s opinions of value 
for money.

% of Tenants Who Feel the Rent for Their 

Property Represents Value for Money:

Social landlords manage all aspects of their businesses so that:
3 tenants, owners and other customers receive services that provide continually improving value for the 

rent and other charges they pay.

Social landlords set rents and service charges in consultation with their tenants and other customers so that:
3 a balance is struck between the level of services provided, the cost of the services, and how far current

and prospective tenants and other customers can afford them.
3 tenants get clear information on how rent and other money is spent, including any details of individual 

items of expenditure above thresholds agreed between landlords and tenants.

74.1%
WDHA

85.2%
SHN

Average

83.1%
Scottish
Average



£43.72
WDHA

£66.25
SHN

Average

£86.79
Scottish
Average
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Rent collected from Tenants as a % of Total Rent Due:

Indicator 30 WDHA WDHA SHN Scottish 
Target Average Average 

Rent collected from tenants as a percentage of 

total rent due in the reporting year.
No Target 96.5% 99.9% 99.3%

Comments We have demonstrated again this year our ability to recover and collect rent from our 

service users and across the business.

96.5%
WDHA

99.9%
SHN

Average

99.3%
Scottish
Average

Indicator 31 WDHA WDHA SHN Scottish 
Target Average Average 

Gross rent arrears percentage of rent due No Target 2.65% 3.7% 5.1%

Comments Our arrears figure is one of the strongest in our peer group and we continue to pursue all 
tenants who are in arrears, whilst also offering advice and assistance to those who are
encountering difficult situations.

Indicator 32 WDHA WDHA SHN Scottish 
Target Average Average 

Average annual management fee per factored property No Target £43.72 £66.25 £86.79

Comments Our average factoring management fees of £43.72 per year is one of the lowest in our

peer group and almost half the Scottish average of £86.79.

Average Annual Management Fee per Factored Property:



74.2%
WDHA

73.8%
SHN

Average

66.2%
Scottish
Average
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Getting Good Value from Rents and Service Charges...

Indicator 33 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of factored owners satisfied with the 
factoring service they receive No Target 74.2% 73.8% 66.2%

Comments We continue to deliver a wide range of services to both sharing owners and factoring 
customers.  We will carry out a wide ranging survey of these service users in the
forthcoming years to determine if we are delivering the right services for them.

Indicator 34 WDHA WDHA SHN Scottish 
Target Average Average 

Percentage of rent lost through properties 
being empty in the last year

0.20% 0.1% 0.2% 0.7%

Comments We continue to be one of the best performing landlords in this area.

% of Factored Owners Satisfied with the 
Factoring Service they Receive:

0.1%
WDHA

0.2%
SHN

Average
0.7%

Scottish
Average

% of rent lost through properties being empty in the last year:

We did not collec
t 0.1% of rent due 

because homes were empty, compared to 

the Scottish av
erage of 0.7% and our peer

group average 
of 0.2%

4.7 days
WDHA

11.2 days
SHN 

Average
30.7 days
Scottish
Average

We took an averag
e of 4.7 days to 

re-let homes, compared to the Sco
ttish 

average of 30.7 

Average length of time taken to relet properties in the last year:

Indicator 35 WDHA WDHA SHN Scottish 
Target Average Average 

Average length of time taken to  
relet properties in the last year

3 days 4.7 days 11.2 days 30.7 days 

Comments We are one of the highest performers within our SHN peer group for this indicator.
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How Every £1 was Spent 2017/18

W I S H AW  &  D I S T R I C T  H O U S I N G  A S S O C I A T I O N  

Wishaw & District Housing Association retains surpluses to spend on funding improvements on properties today

and in future years. The Association will continue to improve its financial strength to assist with this investment in

our housing stock and improve and expand the services we offer to our tenants and residents. Attaining value for

money remains a priority for Wishaw & District Housing Association.

Salary and Pension 

Costs £0.21p

Planned and Cyclical Programmed Costs 

Reactive Repairs and Maintenance

Loan Interest and Capital Repayment

Other Admin Costs

Wider Action Activities 

Salary and Pension Costs

Planned and Cyclical 

Programmed Costs £0.14p

Reactive Repairs and

Maintenance £0.09p

Loan Interest and 

Capital Repayments

£0.33p

Other Admin Costs

£0.19p

£1.00

Wider Action 

Activities 

£0.04p
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Wishaw & District
Housing Association 
Board Members

Brenda Higgins      Chairperson

Andrea Paterson    Vice Chairperson

Grant Kennedy

Jonathan Kiddie

Nicholas McLaughlin

Barry Mullan

Michelle Quinn

Beth Reilly

Scot Smith

Cllr Jim Hume (NLC Rep)



Wishaw & District Housing Association,  55 Kirk Road Wishaw ML2 7BL

Tel: 01698-377200       Text: 07529-777345       www.wishawdha.org.uk

This report is available in any language or format 
you require. Please contact the office for details.

Feedback
Do you like the layout of the report?

Does it contain the right information?

Is there information that you would like to see in the report?

You can feed back to us in the following ways:

•  Complete the enclosed paper survey

•  Complete our on-line survey at

https://www.surveymonkey.co.uk/r/ARCFeedback2017-18

•  Via email assoc@wishawdha.org.uk

•  Via text message 07529-777345

•  On-line via the noticeboard section of our website 

https://wishawdha.org.uk/complaints/comments-suggestions/

WANT TO KNOW MORE

To find out more about the Charter and what it means

for you, please visit :

• https://www.scottishhousingregulator.gov.uk/

Print and Design: Europrint, Glasgow 0141 774 7873

assoc@wishawdha.org.uk @WishawDHA


