


Chairperson’s

Report

The past year remained challenging due to external factors;
e COVID-19 recovery

* Brexit factors

* Cost of living

e War in Ukraine

Each of these factors on their own would present challenges,
together they made for a difficult year for the Association,
however we remain robust and remain a community anchor
organisation within the Drumchapel area.

We also said farewell to the Association’s only and original
Director, John Docherty who intimated in March his intention
to retire in June 2022 after serving the community of
Kingsridge Cleddans for 31 years. We wish John a long,
happy, and fulfilling retirement.

The Association are operating normally, and all staff have
returned to work from the office after following the various
COVID-19 restrictions over the previous 18 months and I,
on behalf of the Management Committee, would like to
thank all our customers for the patience and understanding
they have shown over this most unusual set of
circumstances.

MAINTENANCE

The maintenance of our housing stock remains an ongoing
priority and during the year we carried out reactive and
cyclical repairs to ensure our housing stock is maintained to
the highest standards.

In terms of reactive maintenance, we carried out:

e 217 Emergency Repairs
* 876 Non- Emergency Repairs

The average response time for completion of Emergency
Repairs was 2.96 hours and our average response time for
non-emergency repairs was 1.94 Days.

Effective maintenance of our housing stock will remain an
ongoing priority as we strive to provide a responsive and
cost- effective repairs service.

In terms of major repairs, we completed the renewal of
kitchens within the Inchfad Phase 4 development but had to
postpone a Windows and main door replacement in
properties within our Ladyloan Phase 1 development. This
has been rescheduled for the current financial year,
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HOUSING MANAGEMENT

During the year we re-let 11 properties and our average
re-let time was 13 days. Void rent loss for the year was
0.31%.

Arrears management remained an ongoing priority during
the year and

* Gross Rent Arrears at year end was reduced to 3.44%
* Rent collected as a percentage of total rent due was
100.44%

Our Welfare Benefits service continues to be well used and
our Benefits Adviser helped a number of tenants to claim
various benefits which resulted in financial gains totalling
£35,222.

FINANCIAL MANAGEMENT

We continued to exercise tight financial control in order to
ensure our long- term viability. All financial targets were met
or exceeded, and our financial ratio indicators are
comparable with or better than other registered social
landlords. Prudent financial control will remain central to
our philosophy at all times.

During the year the Association repaid the outstanding
loans and consequently | am pleased to report that the
Association is debt free which means more of our resources
can rightfully be channelled into providing the services and
maintaining our properties.

GOVERNANCE

The Association strives to comply with Regulatory Standards
of Governance and Financial Management to ensure it is fit
for purpose and delivers intended actions and outcome for
service users. We produced a Governance Framework Action
Plan Document which outlined the range, type, and
frequency of reports that Management Committee members
would receive during the year.

During the course of the year, we reviewed 12 policies and
instructed an Internal Audit on the Standards of Governance
and Financial Management. We also received and approved
a range of performance reports relating to Housing
Management, Maintenance, Financial Management and
Procurement. All Regulatory Returns were submitted on
time.

We provided our 3rd Annual Assurance Statement to
The Scottish Housing Regulator in October 2021.

SUMMARY

The achievements of the Association depend on the hard
work of Management Committee Members, the
co-operation and participation of our tenants and the hard
work and professionalism of our staff. | would like to take
this opportunity to thank everyone for their hard work and
effort over the past year.

We have been striving to increase membership of the
Association and our Management Committee and are
keen to attract new members who would like to
become involved and contribute to the future work of
the Association.






The Customer/Landlord Relationship

Equalities, Communication and Participation

Our Results:

Percentage of tenants satisfied with the overall service provided by their landlord
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Kingsridge Cleddans DRUMCOG Average National Average
Housing Association

Percentage of tenants satisfied with the opportunities given to them to participate in the Landlord’s decision-
making processes.
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Percentage of tenants who feel that their landlord is good about keeping them informed about
their services and decisions.
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applicants on our list are actively seeking housing and
to take account of changing needs and circumstances.

It is a requirement of the Charter that every tenant and We strive to ensure we provide all our services in

other customer have their individual needs recognised, accordance with the Equality Act and reference to the
is treated fairly and with respect, and receives fair Human Rights Act by not discriminating against any
access to housing and housing services. group or individual characteristic.

We have a good understanding of the profile of our We also subscribe to Happy to Translate, which is an
tenants and applicants on our housing list. award-winning not-for-profit initiative which uses an

At 31st March 2022. we had 130 applicants on our easily recognised logo and incorporates specialist tools
housing list and of this number, 12 were applicants to help people whose first language is not English.
from ethnic minorities. We review our housing list This helps ensure that there are no impediments to
annually, by month of registration to ensure all prevent anyone receiving information on our services.

Scottish Public Service Ombudsman (SPS0)

Model Complaints Handling

Percentage of 1st and 2nd stage non equalities complaints responded to in full last year that were resolved by the
Association and also the average time in working days to respond to complaints.

Kingsridge Cleddans

Housing Association DRUMCOG National Total
Number of stage 1
complaints received 1 116
Average time taken to
provide a full response
working days 3 3 6
Number of stage 2
complaints received 0 11
Average time taken to
provide a full response
working days 0 31 27

Comments on the customer/

landlord relationship

The Association commissioned the Knowledge partnership to undertake a tenant satisfaction survey to assess
satisfaction levels of tenants in relation to services such as repairs, information provision, housing quality etc. in
2019. (Another survey was carried out during August/September 2022 by Research Resource and will be reported
elsewhere).

The research involved quantitative and qualitative feedback gathered from tenants by means of an interview
administered questionnaire. A total of 160 tenants (61%) survey sample took part in the survey during the
fieldwork period (August and September 2019)

The research indicated that a substantial majority of tenants are very or fairly satisfied with the overall service they

receive from the Association. Aside from being satisfied overall, the majority of tenants are also satisfied with most
aspects of the service provided.









Number of times Gas Safety check not met.
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Percentage of tenants who have had repairs or maintenance carried out in the
last 12 months satisfied with the repairs and maintenance service
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Housing Association

Medical Adaptations
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Households waiting
for adaptations

Average time to
complete adaptations
- days

Total cost of
adaptations
completed







Neighbourhood and Community

This includes estate management, anti-social behaviour, neighbour nuisance, and tenancy disputes.
The Charter states that Registered Social Landlords, working in partnership with other agencies, help
to ensure that:

Tenants and other customers live in well-maintained neighbourhoods where they feel safe.

The number of cases of anti-social behaviour reported in the reporting year and number resolved.
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Percentage of tenants satisfied with the landlord contribution to
management of neighbourhood
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Average length of time taken to re-let properties in the last year.

Kingsridge
Cleddans Housing
Association

DRUMCOG
Average

Nati |
Natoal | 59 6 Days

Properties Re-let 2021-22

Applicant Group Kingsridge Cleddans DRUMCOG figure National Figures
Housing Association

Number of lets to

existing tenants 2 25 10,087
Number of lets to direct

Housing List Applicants 4 79 19,919
Number of lets to

Homeless Applicants 5 25 11,387
Number of

Mutual Exchanges 0 11 3,097
Totals 11 140 44,490

Tenancy Sustainment

Indicator Kingsridge Cleddans DRUMCOG National
Housing Association Average Average
% of tenancies 100% 96.55% 89.9%

sustained for more
than a year (Direct
Housing list applicants)

% of tenancies 100% 100% 94.2%
sustained for more

than a year (existing

tenants)

% of tenancies 100% 86.67% 90.2%
sustained for more

than a year (Homeless

/nominations from

Local Authority)
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Getting value from rents
and service charges

Value for money
The Charter sets out a requirement for Social Landlords to manage all aspects of their businesses so that:

Tenant’s, owners and other customers receive services that provide continually improving value for the rent and
other charges they pay.

Housing pssociation O 1 = D0
DRUMCOG Average 84_ 5 5%
National Average 8 2 5 5%

toveie association dn00.44%
DRUMCOG Average 100 - 13%
National Average 9 9 . 3%













Key Performance Targets 2022 - 2023

Performance Indicator Target 2022 - 2023
Gross Rent Arrears as a percentage of rent due 3.5%
Void Rent Loss Less than 1%
Average length of time taken to complete Within 4 Hours

Emergency Repairs

Average length of time taken to complete Within 3 working days
Non-emergency repairs

Percentage of reactive repairs completed Right First Time 100%

Percentage of properties which had gas safety check completed  100%
By anniversary date

Number of days taken to re-let properties 10 Days
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