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In a year of many highlights, | think my focus this
year needs to be on the work we have been doing
to support key groups within our community.

Homelessness within the city continues to be a
major challenge but I'm delighted to see that here
at Queens Cross we are leading from the front in
addressing this issue.

We were delighted for our youth homelessness
team who picked up a coommendation at this
year's UK Housing Awards. Their work with
young people has helped so many make the
sometimes difficult transition from being a young
person who is looked after, to an individual living
independently.

Without the support they provide, many more
young people in the area would be at risk of being
on the streets, a fact that was acknowledged by
the Cabinet Secretary for Coommunities and Local
Government, Aileen Campbell when she visited
our supported accommodation unit.

The financial pressures on providing much
needed extra support for our older citizens has
never been greater, so it has pleased me greatly
that we continue to provide a service that makes
life easier for those getting on in years.

Our Intervention Service has
not only secured funding for
another year but is proving
to be a model that other
organisations can follow in
helping older people live
independently for longer.

Finally, our service to help
people experiencing mental
health issues continues

to help people move from residential care to
independent living. A move that is not only best
for their quality of life, but also reduces what is a
significant outlay for the taxpayer.

To help local people access these services more
easily we have rebranded and amalgamated them
under one name - Queens Cross Wellbeing.

This is just one of the major changes we have
made over the past year to help improve the
quality of life for people living in Queens Cross. |
hope you enjoy reading about the others.

M, Loy

Marilyn Clewes,
Chair

OVERVIEW OF THE YEAR

Last year saw us make significant steps forward in
one of our most important projects to date.

Planning permission and funding is now in place
for the development of more than 600 new
homes at Hamiltonhill.

Glasgow City Council has given us the green
light to press on and turn the area into a new city
centre community. Most importantly from our
point of view the development will deliver 300
homes for rent.

In other developments we were delighted this
year to receive the Care Inspectorate’s top rating
for our work in helping to improve residents’
mental health.

Our Queens Cross Wellbeing for good mental
health supports both tenants and non-tenants in
the area and was graded as ‘excellent’. This is just
one of a trio of services we have amalgamated
under the Wellbeing brand.

In April, Queens Cross Workspace, our social
enterprise company, joined the Queens Cross

Group. I'm delighted we will
be working more closely

now than ever to build
opportunities for work,
business and training here in
the heart of our communities.

Overall our services continue
to perform well with

more than 92% of tenants
satisfied with our repairs service. On average we
completed emergency repairs within one hour
and 20 minutes of it being reported and more
than 93% of these were completed on the first
visit.

This is the high level of service people can expect
from us. | look forward to delivering these high
standards into the new homes we are building
over the next few years.

Shona Stephen
Chief Executive



INTRODUCTION

This report provides you with information about the Association’s services and
how we performed from April 2018 to March 2019.

OUR VISION

Excellent housing in vibrant communities

OUR VALUES
Respect

We see the positive in
everyone. We treat everyone
fairly regardless of age,

race, gender, sexuality or
background. We ask for
opinions even though we
might not like what we hear.
And we address people’s
concerns in any way we
realistically can.

~ Aspiration _ Integrity

We want the best for allour  What we say in public is the
current and future tenants. ~ same as we say behind the
We're not afraid to strive for = scenes. If we say something,
things that won't be easy - or we mean it. Our tenants can
try things that haven't been = count on us to solve their
done before. We seek out problems and make sound

opportunities and welcome ©  decisions.
change. If it doesn’t turn 5

out as planned we learn

and improve. And then we

try again.

OUR STRATEGIC AIMS

Build more desirable homes in popular Find more ways to ensure value for money

neighbourhoods

Continue to challenge poverty

Deliver more excellent services to suit our Put even more focus on community health

tenants’ lives

and wellbeing

Invest in our people to grow and develop Be ready for opportunities

their skills

HERE ARE SOME BASIC
FACTS AND FIGURES

Homes & Total House size | House | High | Tenement |4 in a | Other flat/ | Total
rent Rise block | maisonette
Total homes 4,335 1 apartment @) 100 34 @) 0 134
AVEIEZE S 2apartment| 16 | 775 | 1065 | 24 ne  |1,996
weekly rent
Rent increase 3.3% 3 apartment 62 830 684 104 120 1800
(1 April 2018)
Waiting list 1255 4 apartment 67 58 116 20 53 314
Homes let 301 - general | |5 apartment | 72 0 13 0 6 91
50 -
supported Total 217 | 1763 1912 148 295 4335




SERVICE
SATISFACTION

Our annual tenant survey told us that 87% of
tenants are satisfied with the overall service
we provide.

We’re pleased with this result, but want to
keep improving every service.

| Very satisfied

B Fairly satisfied

Neither satisfied nor dissatisfied

I Fairly dissatisfied

1 Very dissatisfied

QUEENS CROSS HOUSING ASSOCIATION IS THE LARGEST
ORGANISATION THAT SITS WITHIN THE QUEENS CROSS
GROUP. THE OTHERS ARE:

On 1 April 2019, QC

Established by the A charity set up to support Workspace joined the
Association in 2005, local commmunity projects and Queens Cross Group.

the factoring company provides funding for those Workspace aims to
provides property who are disadvantaged or support the local economy,
mMmanagement services have particular needs. Last providing affordable

to around 2,500 year, the Foundation launched business space and
properties in the the Community Chest, a small targeting unemployment
Queens Cross and grant fund for local young and poverty across the

Maryhill areas. people. Queens Cross area.



YOURHOME .

85% of new tenants satisfied with their home.

M Very satisfied

M Fairly satisfied

"1 Neither satisfied nor dissatisfied

M Fairly dissatisfied

I Very dissatisfied

e e 6.64% scions 56

Time taken to 19-2 Evictions 4 due to
re-let properties days unpaid rent

Tenants satisfied with Tenancy offers
the standard of their 90% refused during | 39%
home when moving in the year
Tenants satisfied with Anti-social behaviour
the management of 85% cases resolved within 84%
their neighbourhood locally agreed targets

Void properties

aE;%%irgee; 27 empty for more than o
six months

Notices of Void properties at
proceedings issued 95 the year-end 14



REPAIRS & ADAPTATIONS

93% of tenants are satisfied with the _
repairs and maintenance service Average time to

complete non- 3.1 days

emergency repairs

ot frartme . 93.5%

Average number of
repairs completed 4.21
per home

Approved applications

for medical adaptations 98.6%

completed

B \Very satisfied M Fairly dissatisfied

Average time to | 44 6
B Fairly satisfied 1 Very dissatisfied : |

complete medical :

[ Neither satisfied nor adaptations days
dissatisfied :

Average time 1.3 Gas safety records

to complete an hours completed by 100%

emergency repair anniversary date

SCOTTISH HOUSING STANDARDS

The Scottish Housing Quality Standard (SHQS) is the Scottish Government’s
principal measure of housing quality in Scotland.

The SHQS is a set of five criteria which must all be met if the property is to pass SHQS. These criteria
comprise of 55 elements and nine sub-elements against which properties need to be measured.

Stock meeting the Sreray Effcieney

st onans  96.4%  sirdoscn 68%

2018/19 Housing (EESSH)*

: Stock di
Self-contained stock 3 6% olcasit#gneryyeeag 50%
m

exempt from SHQS

*The Energy Efficiency Standard for Social Housing (EESSH) is the Scottish Government Standard for energy efficiency.



BUILDING NEW AND
IMPROVING EXISTING

HOMES

Providing quality, affordable housing is central to what Queens Cross does.

A stable home is the basis for a stable life.

WE’RE PROUD OF

CEDAR renovations about to cross the
finish line

The project to renovate our three high-rise
blocks at St George’s Cross is nearly complete.

Old balconies have been transformed into
enclosed pods. Glazing panels allow the flats to
benefit from the heat of the sun and will reduce
the energy needed to heat the flats.

Internal renovation works including new lifts are
now complete, along with work to modernise
landing and other communal areas.

There will also be new community and
commercial space on the ground floor.

These renovations have taken longer than
expected and we regret the inconvenience this
has caused tenants.

£500,000 project converts offices to
homes for rent

We have brought five vacant commercial
properties in the area back into productive use -
as new homes.

The properties are undergoing a £500,000
refurbishment as part of our conversions
programme to meet the high demand for new
housing in the area.

The properties were formerly shops or local
housing offices that are no longer required.
They are generally main door properties which
provide the opportunity to create wheelchair
accessible and amenity housing for older
residents as well as mainstream tenancies.

Hamiltonhill

Funding is now in place to progress a new 600
home development at Hamiltonhill.

£40 milllion has been secured from M&G
Investments to deliver the project that will
include 300 social housing homes.

As part of the development this investment will
deliver new park and green space along with
community and commercial developments that
will transform long-term vacant and derelict
land.

The money will also allow us to restructure
existing debt, freeing up more money to explore
other development opportunities in the area.

Ground works on site have now started and the
site is set to be complete by 2023.

e et




WE’RE WORKING ON

Fire detection programme

Over the coming year all of our homes will be
compliant with new fire detection legislation
ahead of the government deadline.

Each home will be fitted with extra detectors
that are interlinked to help keep tenants safe.

e

WL

‘..q_
4 2

Burnbank development

We are progressing plans to build a development
for older people in Burnbank Gardens, in
partnership with Glasgow West Housing
Association.

We are now at the pre-planning permission
stage and have been meeting with residents and
community groups to explain our proposals.

Green Infrastructure Fund delivers for Hamiltonhill

To help us deliver 300 new social housing units
at Hamiltonhill we successfully secured a £1.6
million grant from the new Scottish Natural
Heritage led Green Infrastructure Fund.

The money will help complete our masterplan for
the area by funding a new park, play parks, two
new squares and a community garden, as well as

planting more than 500 trees across eight miles
of new cycle and pedestrian friendly streets.

A secondary function of the park will be as a
drainage resource for the wider development,
storing and cleaning surface rainwater in
specially built natural tanks before dispersing it
into the Forth and Clyde Canal.



DELIVERING

EXCELLENT SERVICES

Our promise is to deliver first class services to you, in a way that suits you, when

you want them.

WE’RE PROUD OF

High tenant satisfaction for new Queens
Cross service

A pilot scheme for supported housing tenants
that helps with odd jobs is to be continued after
receiving 100% positive feedback.

Over the past year our six-strong ‘Home Team’
has been taking on a variety of household tasks,
not normally covered by tenancy agreements,
for people who receive a housing support
service and do not have friends or family nearby
to lend a hand.

During the pilot the team completed 199 jobs
ranging from helping to remove large items
of furniture, changing light bulbs and smoke-
detector batteries, to hanging curtains and
retuning TVs.

A total of 134 customers used the service over
the period, and a survey by the association
reported a 100% satisfaction rate, with 100% of
tenants also saying they would recormmend the
service to someone else.

Estate Caretaking Guide

Last year we completed a new Estate Caretaking
Guide that was delivered to tenants who receive
caretaking services.

The guide outlines how the service helps keep
properties safe, clean and in good condition and
what tenants can expect.

Estate caretakers carry out a range of duties to
keep environments clean and safe. It’s an around-
the-clock service with the exact work carried out
dependent on your neighbourhood.

CCTV coverage complete

Dundasvale now has a CCTV system covering
public areas. This means all our neighbourhoods
have comprehensive coverage linked back to our
Firhill Hub.

This frees up our caretakers for other tasks.

Earlier this year we were able to increase the
number of night time security patrols carried out
and expanded the areas covered. This helps keep
our sites and communities safe.




WE’RE WORKING ON

We will be extending the internal CCTV systems
in some of our Queens Cross Wellbeing service
buildings and linking the systems back to the
CCTV hub.

Our Board has now agreed that a ‘Quality
Promise’ will be made to all tenants.

This will outline what standards they can expect
from the association in areas such as energy
efficiency, health and safety, maintenance
standards and customer care.

The innovative work we do with young homeless
people has been rewarded at the UK Housing
Awards in London.

Our youth homelessness service received a
highly commended award, in the Homelessness
Project of the Year category.

Working with 53 vulnerable young people aged
16-25, the service provides suitable, secure
accommodation and offers 24/7 support.

Young people are helped with maximising their
income, personal development and health and
wellbeing.

During a visit to the service Communities

This year we will be starting a pilot to help
people coming to us from a homelessness
background to get their tenancy off to the best
possible start.

This will involve ensuring they can access a
suitable furniture package and move in quickly
to a safe, comfortable home.

We are actively involved in discussions with
partners across the city about our role in helping
to tackle homelessness in Glasgow and how we
can support people who have been homeless to
settle in to their new home as quickly as possible.

Secretary, Aileen Campbell (pictured above),
said:

‘We know that homelessness is often the fault

of systems, and that’s especially true for young
people who experience homelessness after living
in care, or suffering adverse experiences in early
life.

‘We want to ensure that nobody leaves care into
homelessness.

‘That’'s why | welcome the excellent work of the
youth homelessness team at Queens Cross to
provide safe and secure accommodation for
vulnerable people’

11
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INVESTING IN OUR PEOPLE

People matter to us whether its tenants or our staff. We are a people focused
organisation that will always put individuals first.

WE’RE PROUD OF

Helping people stay in their homes

Our tenancy sustainment team have built up a
range of contacts and partners to ensure that
when people are struggling to manage their
tenancy we can help find them the support they
need.

They have worked particularly successfully with
the Glasgow ‘Housing Options for Older People’
team to help people who are stuck in hospital
and cannot be discharged because their home is
unsuitable.

North West Partnership

NorthWest
Partners

Building Communities

We have teamed up with our colleagues at
Maryhill Housing Association to share staff
resources to deliver our long-term regeneration
projects more effectively.

Nine staff are now co-located and collaborating
on a programme of new housing developments
across North West Glasgow.

We have also created a new post of graduate
development trainee to support this new joined
up approach to regeneration.

Celebrating our apprentices

Four modern apprentices started at Queens
Cross last year.

18-year-old Liam joined us as an apprentice
electrician after leaving school.

I'm enjoying the variety of the role, doing
different things and learning on the job and in
college every day. I'd like to stay at Queens Cross
but I'll take it as it comes.

‘I wouldn’'t go out my way to move to another
organisation.

Similarly, trainee plumber Lee Campbell started
at Queens Cross at the same time as Liam.

He has aspirations of starting up his own
plumbing company one day.

| like learning about the different areas of
plumbing and I'm enjoying working in a different
environment from school.

I'd like to be kept on by Queens Cross after my
apprenticeship. One day in the future I'd love to
start my own plumbing company.’

Total number
of staff

198

Percentage of !
days lost through
sickness absence

5.8%



WE’RE WORKING ON

Social regeneration team builds stronger
neighbourhoods

Our social regeneration team runs a busy
programme of weekly activities to help build
stronger communities.

Activities delivered over the past year include
computer coding classes for children, cyber
seniors, an intergenerational project that helps
older people develop digital skills, English classes
for non-native speakers, health and wellbeing
groups, activities for older people and kids clubs
- including our popular school holiday activities.

The team are working to secure new grant
funding to support the wide range of community
activities they offer.

Volunteers strengthen Queens Cross
community

The range of non-housing related activities
we organise would not be possible without
volunteers.

Last year our volunteers delivered 7040 hours
of their time to help make Queens Cross the
community that residents can be proud of.

This is equivalent to over £60,000 worth of
labour.

Volunteering allows us to deliver a much

bigger and better programme of activities than
would otherwise be possible. The kindness and
commitment of volunteers makes Queens Cross
a better place to live.

We are working on better training and support
for volunteers and increasing the range of
opportunities to help make Queens Cross a great
place to volunteer.

Case study: Our Health & Wellbeing
activities build local skills

One of our National Lottery funded projects
has really ‘hit the nail on the head’ by
helping tenants learn new skills by recycling
waste wood.

Five local people took part in a six-

week woodwork skills course run by

local community enterprise Boomerang
Woodworking. The group produced a
variety of garden boxes, pots, chests and
trellis frames that will all be donated to local
community gardens and care homes.

The latest NHS Health and Social Care
Partnership (HSCP) North West survey
found that in this area of the city people
were far more likely to feel isolated or
lonely.

We run activities ranging from walking
football to singing groups, cooking and
gardening classes, to digital skills for

older people and mindfulness and yoga.

All of which gives tenants and residents
opportunities to get out, socialise, and meet
new people.

Good at keeping

customers informed 88%

about services
and decisions

Satisfied with

opportunities to 87%

participate in
decision making

13



CHALLENGING POVERTY

Although one of the most popular neighbourhoods in the city Queens Cross still has
too many people on low incomes struggling to live day to day. We have the tools to

help do something about that.

WE’RE PROUD OF

Queens Cross Workspace

Queens Cross Workspace has now been
welcomed into the wider Queens Cross Group.

Workspace provide business space where
around 500 people are employed in the local
area. Their investment programme will help
create more local employment opportunities.

Helping tenants through benefit changes

Last year Glasgow moved to a Universal Credit
full service.

This is a huge change for our tenants who are
on benefits. Our Financial Inclusion Team helped
many individuals through the maze of preparing
for this change.

In 2018/19, the team dealt with 28 Universal
Credit claims, securing funds totalling £24,994.

Children’s Holiday Food Programme -
Combat Holiday Hunger
We succeeded in getting £8299 of funding

from Glasgow City Council’s Holiday Food
programme.

This funding was used to increase and enhance
our summer youth activity programme.

Specifically the funding allowed us to pay
for lunches and snacks for all young people
attending all our school holiday programme
activities throughout the summer.

The funding also helped to pay for quality
activities and experiences such as sports
coaching, science sessions, arts and crafts
sessions and day trips.

Digital Inclusion expansion

Over the past year our computer suite at
Westercommon joined the John Wheatley
Learning Network.

This means that we now have 12 computers
connected to Glasgow Kelvin College, creating
new opportunities for community based learning
on our doorstep.

We supported 26 young people to complete
Community Achievement Awards SQF level 4
and also City & Guilds Entry Level 3 accreditation
in Online Basics, to help increase their chances of
finding a job.

Queens
Cross

Grants up to :
£150 for children —
and young people

aged 1-25 years

e looke,
.F‘?"T—'Mw' Ve
Piaaa 2%

TFeme o

il P

We fund

= Equipment for an event = Evening classes, courses or
or activity extra tuition
* Clubs, clagses or group « Skilis development
mambership fees « Clothing e.g. for job interview,
= Trips and travel winter coat, shoes

For young people aged 25 yean
and under living o sttending

schiood in Guesns Cross Housing
Ansocimion's srea of operation.

Gl In touich on
Tal: 04 580 7435
Emall; communitychest s gcha.omuuk

The Crenimumity it by imded will
SuppBirt from Quedns Troad Mouiling
Bnereitiain el Chaswrs o Wiiluoaes

G

K1 cucenscrosstousing W aGueensCrossHa




WE’RE WORKING ON

More than 350 people have been helped by
Queens Cross Community Chest funding since
it was launched last year by the Association and
Garscube Community Foundation.

The total spend since the fund was launched is
£24,388.

The Community Chest is a small grants scheme
designed to help pay for skills development and
extra-curricular opportunities for young people
aged under 25 living in the area.

We are working to identify new funders and
increase the funds available so that this year’s
Community Chest can reach even more young
people.

Hannah Clarkson is a local young person who
applied to Queens Cross Community Fund
to help pay for club memlbership fees to help
participate competitively in kayaking.

Hannah, aged 14, said: ‘Receiving funding from
the Community Chest, made me feel recognised
and supported by my local community. | felt
that people were proud of me and | was being
rewarded. The money awarded enables me to
continue to pursue my dreams.

15



16

HEALTH AND WELLBEING

Providing a home for tenants is only part of our job. We need to ensure that our
tenants are supported to live happy healthy lives.

WE’RE PROUD OF

New Wellbeing Service for Queens Cross

A new combined
service is improving
access to extra
support for older
people, young
homeless and
people experiencing
mental health issues in northwest Glasgow.

Queens
Cross
Wellbeing

We have merged all three services around one
new brand - Queens Cross Wellbeing.

Wellbeing: housing first for young people,
combines the association’s current Council for
Homeless Young People (CHYP), which offers
supported accormmodation for young people,
and their Fire Station Project that offers outreach
housing support. All in all around 50 young
people are offered support to help them live
stable, independent lives.

Wellbeing: for people age 60+ is the new name
for the extra support Queens Cross provides
for older people. This includes support to

help people who have been ill or in hospital

to readjust to living on their own again. It is a
service open to everyone in the Queens Cross
area, not just tenants.

Wellbeing: for good mental health, is the

new name for the service supporting people
experiencing or recovering from mental health
related issues.

Community Connector

Our Wellbeing: service for people age 60+ is
now supported by a new Community Connector.

The Connector works with our older tenants
using a good conversation approach to help
service users focus on their strengths and build
their confidence.

More than 100 older people used the service
over the course of the year.




WE’RE WORKING ON

Health and Wellbeing sessions prove
popular

In 2018/2019 we delivered 265 separate sessions
of health and wellbeing.

These included a diverse range of activities such
as yoga, woodwork, mindfulness, gardening
sessions, singing groups, easy exercise

classes and walking groups. Over 200 people
participated in these sessions.

The team are actively pursuing funding and
partnerships to expand the range and number of
opportunities over the coming 12 months.

New technology to help older people’s
service

This year we will continue to roll out new
technology that supports older people to live
independently at home.

The Alertacall system already allows tenants
to check in at the touch of a button and allows

staff to focus their time on those who need more

support.

Electric car hire scheme

In a bid to cut down pollution in the area
two new electric vehicles have been
provided for hire which local residents,
tenants and businesses can hire for personal
use.

The cars can be hired for as long or as little
as needed.

The project, in partnership with Co-Wheels
Car Club, aims to give residents a cheaper
alternative to car ownership and helps keep
the air cleaner.
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Every penny of your rent counts. That’s why we strive to use your money to get
the biggest return in services for our tenants.

WE’RE PROUD OF

Tenants can find out when their homes will be
upgraded thanks to a new five-year investment
programme just published on our website.

This is the first time the full, five year investment
plan has been made available to customers.
Tenants can now see when work on heating
systems, kitchens, bathrooms, windows and
roofs are scheduled to take place over the period
from 2019 to 2024. Door entry systems, commmon
area and environmental works are also included.

WE’RE WORKING ON

A transformation of public spaces at Woodside
is now starting to take shape.

Design work is underway and consultants to
deliver the project have now been appointed.

More details of how the new spaces including
green space, walk and cycle ways, play and
recreation areas, will look, will become available
over the months to come.

Our new Older People’s Health and Wellbeing
Activities co-ordinator Donna Maclean has
brought fresh energy to our approach to tackling
social isolation and improving mental and
physical health.

Tenants are able to see what work is planned for
their home at gcha.org.uk

We have now launched a new app that improves
access to our services.

A number of services are now available on a self-
service basis, all day, every day.

Tenants are now able to log in to their own
account, report a repair, pay their rent and get
the very latest information about our services.

Nearly 600 tenants have signed up so far.

Donna has built on traditional activities for
older people to offer tea dances and walking
football as well as accredited learning courses in
partnership with Clyde College.

Over the past year 50 people completed courses
on a variety of topics including ‘How to lead
guided walks’, ‘First Aid’ and ‘Food & Hygiene’.

Our summer programme of activities
featured six weeks of activities to keep
children living in the neighbourhood
occupied over the school holidays.

Childcare and the cost of buying
extra food can place stress on families
during holiday periods. Our holiday
programme was popular with children
and families alike.

In total, 85 children registered with the

summer programme, 180 lunches were
served at Westercommon and 628
lunches were served at Windsor Hall.

‘In a small way, our summer

programme has helped to tackle () N
the stark holiday hunger problem in

our part of the city. There were 97

holiday hunger programmes delivered

by a range of organisations across

Glasgow, said Social Regeneration ==
Manager, Jamie Ballantine.



WHERE YOUR £ WENT IN 2018/19

The pie chart shows the share of the association’s
cash spent on both capital and major investments
and revenue in the year, across each service area

or activity.

W Housing and Estate
Services

| Furnishing and Other
Services

| Reactive and Cyclical
Repairs

W Wwiderroe &R

B Development & £1.608.40
Refurbishment

| Housing Support

M Factoring &
Workspace o

M Major Repairs 2%
and Component
Replacement £586,988

M Net Interest 3%

Income in the year: =2 [.&1M
rents and

£19m service charges
£1.3m factoring
£1.5m other income

What we spent in the year: £18.1m

With any surplus carried forward for
future investment

£5.5m
£6.Im
£1.6m
£2.9m
£1.4m
£0.6m

Cyclical and
Reactive Repairs

Managing homes
and estate services

Housing Support

Refurbishing
Existing Homes

Interest costs

Community
Activities

£1,398,699

Rent collected as a

% of total rent due
(including rent overdue
from previous year)
Gross rent arrears

as a percentage of
rent due

Tenant arrears
written off at year
end

Households for
which we receive
housing costs direct
Value of direct
housing cost
payment received

Percentage of rent
due lost through
properties being

empty during the last
year

19



VALUE FOR MONEY

How we are doing in meeting this key objective.

What’s value for money?

For Queens Cross value for money isn’t about
choosing the cheapest service or product; it

means doing the right things, the right way and

at the right cost.

Working with HouseMark Scotland, we compare

our performance with thirty one Scottish

Housing Management
This is how we manage and let homes,

collect rents, engage with tenants and deal
with anti-social behaviour.

Our housing management costs are higher
than the national average. They have risen since
2017/18 with arrears and tenancy management
being the main contributing factor.

The Association’s investment in frontline housing
staff to meet the demands of welfare reform are
reflected in this cost profile.

Alongside the cost of service, the effectiveness
in delivering services reflected by arrears
management, arrears write off figures and void
re-let times shows we are making progress with
these suggesting some return on this level of
investment.

We do however want to reduce the overall cost
per property whilst aiming to maintain our good
performance. We will do this through reviewing
our processes and through continued stock
growth.

Queens Cross 2018/19 cost:
£651 per property

Queens Cross 2017/18 cost:
£602 per property

Queens Cross 2016/17 cost :
£597 per property

Group median* cost:
£466 per property

A A

housing associations similar to ourselves in size,
structure and/or location.

How did we do in 2018-19?

Here are some of this year’s key results showing
comparisons to our benchmark group and our
results for the previous two years.

Responsive Repairs and Empty Homes
This is how we fix emergency and routine

problems reported by tenants and prepare
empty homes for new tenants.

Our costs have increased slightly since last
year as a result of an increase in average
responsive repair costs.

Our performance across a range of
mMeasures such as repair response

times, repairs completed first time and
satisfaction with repairs continues to be
amongst the top performers and indicative
of a high quality service.

Queens Cross 2018/19 cost:
£822 per property

Queens Cross 2017/18 cost:
£757 per property

Queens Cross 2016/17 cost:
£712 per property

Group median* cost:
£828 per property




Planned Maintenance
We have a programme of investment
in our homes (e.g. replacing kitchens

and bathrooms) and carry out cyclical
maintenance such as servicing boilers or
outside paintwork.

The Association’s major investment
programmes at Westercommon and Cedar
are either complete or nearing completion
so the overall planned maintenance cost per
property in the year is lower than the last
two years.

The Association’s spending in this area this
year is lower than the median figure. This
follows several years of intensive investment
where our spending has been significantly
higher than the median. It is the nature of
these projects that the total expenditure
can vary from year-to-year.

Queens Cross 2018/19 cost:
£739 per property

Queens Cross 2017/18 cost:
£1,983 per property
Queens Cross 2016/17 cost:
£2,803 per property

Group median cost:
£877 per property

the median is 6 i.e. the fourth number in the list of 7 numbers.

al .

*Median: The median is the middle figure or number in a list of numbers. For example, in the data set {1, 3, 3, 6, 7, 8, 9},

Overheads
In order to keep the organisation working
effectively as a good business, we have

mMany support functions managing our
office, our information and communications
technology (ICT), our finances and the
management of our staff.

There has been a decrease in the overheads
as we have made internal savings across
support services and contracts. We have
made savings on our print and IT network
costs and have reviewed contracts such as
the office cleaning provision.

Support services including finance and
other central support costs are lower than
the group median.

The association continues to have higher
than average costs for premises reflecting
the range of local offices, facilities and
other community facilities in the area
although these have reduced as we
rationalised these costs. Overall we are
slightly over the median for this measure.

Queens Cross 2018/19: 12.8%
Queens Cross 2017/18: 14.2%
Queens Cross 2016/17: 13.4%
Group median: 12.2%
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FACTORING SERVICE

FACTORING SURVEY REVEALS GROWING SATISFACTION

Queens Cross Factoring provides insurance, such as the introduction of a new app. This gives
management and maintenance services to customer access to a range of services and
private properties, paid for by the owners. resources 24/7.

Our Factoring Service has just completed a Customer feedback has been very positive about
customer survey that found 81% of people were this new way of interacting with the service, so
satisfied with customer service. far more than 400 customers have signed up to

This has gone up from 67% in 2016. use it.

The growth in confidence in the service is thanks
to innovative approaches to service delivery

We provided factoring services to nearly 2500
properties last year.

Number homes Customers

- ctored 2,481 satisfied with QCF 67.93%

as their factor

factoring property

A |
Income from Services £1.28m manag\e/i‘rzgtefaegng:r £123-64




GET IN TOUCH, GET INVOLVED

JOIN THE ASSOCIATION

Just £1is all it takes to become a member of the
Association. You then have a real say in how we
are run. You can stand for election, attend the
Annual General Meeting and vote to appoint
Board members.

JOIN THE BOARD

We are always looking for tenants to get
involved in how we are managed by joining our
Board. Two thirds of Board seats are reserved
for tenants. Training and support is provided for
anyone interested.

OUR BOARD

Marilyn Clewes
Chair

Sadie Gordon
Vice Chair

David Horner
Vice Chair

Margaret Glass
Community Board Member

Anne Ramsey
Community Board Member

Christine Thomson
Community Board Member

Bronwyn Wyper
Community Board Member

Andrew Burns
Independent Board Member

lan Elrick
Independent Board Member

John Mcintyre
Independent Board Member

COMMUNITY INVOLVEMENT

GROUPS

Get to the heart of shaping your
community by joining one of our
Community Involvement Groups. They

are the sounding board for how we
develop and improve our four local
neighbourhoods: Dundasvale, Queens
Cross, Woodside and Westercommon/
EIaallie]alalll

RESIDENTS TASK FORCE

We are always on the lookout for more people
to get involved with the Residents Task Force.
Members are either tenants or local residents
who get involved in helping us improve services
and the way we work. Training and support is
provided.

VOLUNTEERING

We have lots of opportunities for people to
get involved in volunteering. Whether you
want to brush up skills to help you back into
the workforce, or just want to give back to the
community, we have something to suit.

COMPLAINTS AND COMPLIMENTS

We want to hear from you whatever you think
of our services. All complaints are investigated
fully, but we are also keen to hear of positive
experiences of our services.

All the feedback you give us, good and bad,
helps us improve our services.

Number of
complaints

Number of
compliments

st stage
complaints upheld

2nd stage
complaints upheld

Complaints
responded to in full

Complaints responded
within timescales
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WANT ANOTHER VERSION OF THIS DOCUMENT?

If you would like this information in another language, in large print, Braille, Easy Read,
on tape or disk or in British Sign Language (BSL), please ask us. You can call us on
0808 143 2002 or email contactus@agcha.org.uk

B AS B S B PR HAIE . SR S FREDR, BB, B R AER
wEDes R . EE PO E TG, WAL EATLIE0E 08081432002, HA MM F
contactus@qgcha.org.uk
HIRE AR R HAEE S - SRR FREIR ~ 305 X ~ SIS - SISk BIRERT BT
B SUHEIRE I TS SRR o AHIELE 0808 143 2002, HEEE
contactus@qgcha.org.uk
e (2 ) Agd) se) AN (ol o Aady 3408 gy de gahae ol (g AT Aaly Gl slaall o2 e J geanll 3y 5 S 1)
Lilul e 5l 0808 143 2002 (sle Juai¥) cliSay 138 Lia bl o sla U8 (BSL) dlday sall 331 dsly sl c a5l a5
contactus@qgcha.org.uk :s 5SY 2l e
Jesli chcg Panstwo uzyskac informacje w innym jezyku, wielkg czcionkg, alfabetem Braille’a,
w formacie Easy Read, na tasmie lub dysku bgdz w Brytyjskim Jezyku Migowym prosze
skontaktowac sie z nami telefonicznie na numer 0808 143 2002 lub wysta¢ wiadomosc¢ na

contactus@qcha.org.uk

A 3T feg Freardt (o 99 796, it (Bud), 598, Ay @ &8 UFs @8 a4s, 2, fgrd ur
fgfen Afes Bged (2 87 D) B feg Tdt € I 3 fur 39 3 A3 &8 318 JJ| I A3 &8
96 $99 0808143 2002 3 1% &3 1 fag A contactus@qcha.org.uk 3 € HS W)
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LS Sy 0808 143 2002 e 0sd e 0 S Sl o (Flye ol si s (e () o) ) @28
- e ) contactus@agcha.org.uk (s

GET IN TOUCH Queens

For all opportunities to get involved with us, please: Cross
Housing

Call 0808 143 2002 Association

Visit www.gcha.org.uk

Email contactus@qgcha.org.uk

Follow www.twitter.com/QueensCrossHA

Like www.facebook.com/QueensCrossHousing

Write Queens Cross Housing Association, 45 Firhill Road, Glasgow G20 7BE
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