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Our Vision, Values & Strategic Objectives


Our Vision
       Excellent housing in vibrant communities.

Our Values

Respect
We see the positive in everyone, especially our tenants. We treat everyone fairly, regardless of age, race, gender, sexuality or background. We ask for opinions even if we know we might not like what we hear. And we address people’s concerns in any way we realistically can.
Integrity
What we say in public is the same as what we say behind the scenes. If we say we’ll do something, we mean it. Our tenants can count on us to solve their problems and make sound decisions.
Aspiration
We want the best for all our current and future tenants. We’re not afraid to strive for things that won’t be easy – or try things that haven’t been done before. We seek out opportunities and welcome change. If it doesn’t turn out as planned, we learn and improve again. And then we try again.

Our Strategic Objectives 2025 - 2030

1. To keep rents affordable 
2.   To invest in improving the quality of our tenants’ homes
3.  To maintain safe and attractive neighbourhoods
4.  To genuinely involve our customers 
5.  To attract and develop our future workforce
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1. Introduction


1.1 The vision for our Business Plan 2025-2030 is to have excellent housing in vibrant communities.  A key element to sustaining our vibrant and diverse neighbourhoods is creating an attractive and well-maintained environment.  

1.2 An attractive, clean and safe neighbourhood means a lot to our tenants and features highly in consultation feedback.  To achieve this, we recognise that it is important to have well maintained trees, shrubs, grassed areas and other forms of soft landscaping; it also means that graffiti, litter, rubbish and bulk waste are removed promptly.

1.3 Attractive neighbourhoods have a positive impact in many areas of our business

· desirable areas that people want to live in – making tenancies sustainable, properties easy to let with less voids and lost rent
· Improved value for money
· Improved resident satisfaction
· Reduced complaints and enquiries
· Pride in our neighbourhoods

2. [bookmark: Queens_Cross_Housing_Association_(QCHA)_][bookmark: 2._Aims_and_Objectives]Key Principles

2.1. The key principles of this policy are to:

· Ensure our tenants and residents live in well managed and maintained housing, providing a secure, safe, clean and tidy environment.

· Ensure that tenants are made aware of and accept their responsibilities in relation to the upkeep of their property and the surrounding area.

· Ensure that the Association protects its investment through the estate being maintained to a high standard.

· Develop and implement Neighbourhood Plans for each of our 4 neighbourhoods, ensuring that local needs are met.  Tenant input will be sought on these plans and regular consultation will take place.

· Maximise the value of repairs expenditure through a planned, reactive and cyclical maintenance programme to ensure the upkeep and maintenance of neighbourhoods.

· Work in partnership with other agencies who share the responsibility to manage our neighbourhoods; eg Cleansing;, Environmental Health, Police Scotland

· Carry out regular environmental quality audits of our neighbourhoods 

[bookmark: 3._Scope][bookmark: 4._Definitions]
3. [bookmark: 5._Legal_and_regulatory_framework]Legal and Regulatory Framework

3.1. The Scottish Secure Tenancy agreement details our responsibilities as the landlord and tenant responsibilities in relation to Estate Management, under Section 2 – Use of the House and Common Parts.

3.2. The Scottish Social Housing Charter sets standards and outcomes that describe the results that tenants and others who use their services can expect from social landlords.  The relevant standards and outcomes for the activity of estate management are listed below.  We will use these to measure our performance and also to be accountable to our customers.

· Charter Outcome 1 – Equalities

Social landlords perform in all aspects of their housing services so that:

Every tenant and other customer have their individual needs   recognised, is treated fairly and with respect, and receives fair access to housing and housing services.

	We will achieve this objective by processing any complaints and comments about our estate management services individually and record this.  This will be promptly investigated by the Housing Officer who will notify the complainer of the outcome.
	
	This outcome covers a range of actions that social landlords can take on their own and in partnership with others.  We have carried out an EIA to support this policy.

· Charter Outcome 2 – Communication

Social landlords manage their businesses so that:
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.

We will use visits, telephone calls, emails, our website, our customer app, social media, translators, interpreters and advocates where the customer wants this to ensure that everyone finds it easy to communicate with us using their chosen mode of communication.
· Charter Outcome 3 – Participation

Social landlords manage their businesses so that:
Tenants and other customers find it easy to participate in and influence their landlord’s decisions at a level they feel comfortable with.

We will use the communication methods outlined above to enable our customers to participate in and influence our decisions.  As well as this we will use focus groups and surveys and will work with residents’ groups in order for people to be able to influence our decisions.

· Charter Outcome 6 – Estate Management, Anti-Social Behaviour, Neighbour Nuisance and Tenancy Disputes

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

Where appropriate we will work with other agencies such as Glasgow City Council – Waste & Environmental Services, Community Safety, Police Scotland, Social Work, GHSCP etc to tackle issues which are of concern to our residents so that as far as possible they live in well maintained neighbourhoods and feel safe.  We have developed Neighbourhood Plans to promote community engagement, encourage residents to get involved and show our commitment to making our neighbourhoods the best they can be.
· Charter Outcome 11 – Tenancy Sustainment

Social landlords make sure that:

Tenants get the information they need on how to obtain support to remain in their home and ensure suitable support is available, including services provided directly by the landlord and by other organisations

We will offer advice and assistance to residents to help them maintain their tenancy by referring them to appropriate agencies or by organising support by us or other support services.

4. [bookmark: 6._Responsibilities]Responsibilities

[bookmark: 7._Corporate_Use]4.1	The increasing multi-tenure of our estates means that services to tenants cannot be delivered in isolation from the wider community.  Therefore, we will continue to develop good working relationships with other agencies.  A multi – agency approach to estate management is vital to success and this policy places a strong emphasis on a proactive and supportive approach to estate management.  This includes Glasgow City Council – Bins & Recycling, Community Safety, Police Scotland etc.
4.2	Early Intervention and Prevention
· Prospective tenants will be advised of tenancy obligations and services provided during all pre let conversations and accompanied viewings.

· We will provide new tenants with a comprehensive summary of their responsibilities relating to estate management during the sign-up process.  New tenants will also be issued with a copy of their tenancy agreement in their preferred language to ensure ease of understanding.

· The Housing Officer will attempt to carry out a settling in visit to all new tenants within 6 weeks of the date their tenancy commenced and will remind tenants of their responsibilities and our expectations. It is also an opportunity for the Housing Officer to remind the tenant of what they can expect from the us as a landlord and to encourage the tenant to become involved with the association.

· We have a planned maintenance programme which ensures that the structural features of our homes are regularly surveyed and, as a result, become part of a programme of works to keep them in good condition and compliant with the Scottish Housing Quality Standards (SHQS).

4.4	Estate Inspections
· All our staff have a duty in the course of their day-to-day work to note any repairs and issues which pose a threat to health and safety and report them to the relevant team for action.

· All common closes and backcourts, and common gardens, and private gardens will be inspected on a regular basis by the Housing Officer.  The Housing Officer will ensure that they have carried out 100% inspection of their area each calendar month.  Additional time will be allocated to visiting property(s) where it is evident that tenants are not complying with the terms and conditions of their tenancy.  

· All staff, including contractors, have an obligation to report any issues/repairs that they identify to ensure that prompt action is taken to remedy the situation.  

· Where there is clear evidence that a person(s) is not complying with the terms and conditions of their tenancy agreement then further action will be pursued in line with our estate management process.  

· Properties and inspection dates will be confirmed and recorded using the QL Housing Management system and monthly reports will be issued to Neighbourhood Managers.  Staff will refer to the Estate Management Procedure and Guidance document.

· The recorded outcomes will be discussed between the Housing Officer and Neighbourhood Manager as part of the monthly patch review to ensure effective monitoring.

· Estate management activities are supported by Estate Caretakers, Handymen personnel, our Cleaning Contractor, and our Grounds Maintenance Contractor.

· Repairs required to our common areas, fences, buildings, and walls will be dealt with in line with our maintenance policies and procedures.

4.5	Cleaning of Common Areas
We have a contracted cleaning service for the weekly cleaning of communal stairs, corridors, main entrance (including controlled entry panel), pathways, windows and sweeping of backcourts within all our developments containing flats to ensure that these areas meet an acceptable standard.  This is monitored using a detailed specification and is also monitored using the contract management framework.
The cleaning contractor assists tenants with the upkeep of the common areas; however, tenants also have a responsibility to keep the area clean, clear of any personal items such as prams, bikes etc. and clear of any litter.  This is covered in the Scottish Secure Tenancy Agreement under Section 2 – Use of the House and Common Parts.
No property (such as bicycles, motorcycles, prams, wheelchairs, or mobility scooters) should be stored in the close. In the event of a fire, they restrict access for the fire service and can make it difficult for residents to get out of the building.  Queens Cross Housing Association also do not permit plants, curtains, decorations etc within our common areas as these are seen combustible material and do not meet our Fire Safety Regulations.

Our multi storey and deck access properties will be cleaned weekly by our estate caretaking teams or an appointed contractor (address dependant) 
	4.6	Grounds Maintenance – Backcourt & Open Space areas
We have appointed a grounds maintenance contractor who is responsible for maintaining common landscaping within our developments to ensure these areas meet an acceptable standard.  This contract is managed by the Community Caretaking Service Manager. The general duties of the ground maintenance contractor are noted below (please note that these duties may vary between each development):
· Communal grass areas will be cut on a fortnightly basis between April and October.

· Prepare and prune all shrubs within the common back courts and open spaces.

· Remove all litter from common back courts and open spaces and ensure that all leaves are removed from the area.

· Remove weeds and moss within the communal back court areas and pathways.

· Any work required to trees will be actioned as and when required by an appropriate tree surgeon.


4.7	Shared Gardens and Backcourts
Section 2 of the Tenancy Agreement confirms that tenants have a duty to ensure that they take reasonable care of their private or shared garden to keep it from becoming overgrown, untidy or causing a nuisance by leaving large items or dumping household items within the area. Tenants must not remove, destroy, or chop down any bushes, hedges, or trees without our written permission.
Written permission must also be sought for large items such as trampolines, sheds and large play items to be kept and agreement will also be sought from other residents who share the back court area.   
Barbeques should only be used in spaces that are away from the building or flammable items.

If there is a boundary dispute due to the property being jointly owned by Queens Cross Housing Association and private owners, please refer to section 4.8 below for guidance.
         4.8	Boundary Dispute
A boundary dispute is defined as a dispute between the owners or occupiers of neighbouring properties.  

This may take many forms but usually causes parties to query boundary lines or the construction of a new boundary between properties.  Examples can include but are not exclusive to, the positioning of fences, rights of access, the positioning of overhanging tree’s, the location of pipes and drains or the encroachment of foliage.

Boundary disputes usually involve issues both of legal interpretation and of surveying judgement.  Adjoining owners should bear in mind that, in order to investigate these matters properly, legal and surveying advice may well be required, and that the cost of obtaining such advice is frequently out of proportion to the value of the land at issue. 

As a social landlord with mixed tenure properties, we are, in most occasions, the majority owner of the properties so a boundary dispute would not be applicable.  However, there may be occasion that a boundary dispute is raised between QCHA and an owner occupier in a neighbouring property.

4.8.1	Managing a Boundary Dispute

If there is a dispute about the location of the boundary, or there is reason to believe that there might be one, neither party should interfere with any physical feature which might be a boundary feature, or with any land (or anything on the land) which the other party claims to be theirs, until after the dispute has been resolved.  

Both parties (and any professional advisers) should avoid doing anything else which might unnecessarily exacerbate the relationship between the parties, and/or which might increase costs unnecessarily.

In the first instance QCHA and QCHA Factoring Group will refer to the title deeds and any decision or outcome will be based upon the information contained within the deeds.

If the boundary dispute is in relation to land ownership between QCHA and the Local Authority or other landowner, staff will refer to the Glasgow City Council landownership via the following link(s)

https://glasgowgis.maps.arcgis.com/apps/webappviewer/index.html?id=8029d7500cb4445498a5bdc8aae9ffb7

Public Gallery (arcgis.com)

In the event that the information contained with the title deeds or within the Local Authority landownership register is challenged or further disputed as being inaccurate or incorrect, then the matter would be referred to QCHA Solicitors for resolution.


4.9	Bulk Uplift & Refuse Collection
Residents are responsible for ensuring that their refuse and recyclable material is disposed of safely, tidily, and securely wrapped in the containers provided by Glasgow City Council.  Any resident found to be in breach of this requirement will be actioned in accordance with section 2 of the Scottish Secure Tenancy Agreement and, if applicable, the association’s Anti-Social Behaviour Policy.
Guidance is given to residents concerning rubbish disposal – including garden waste, bulk items, and ordinary household waste.  This guidance is also be made available in other languages when required.  
Large household items should not be placed within any common area, including the back court and public walkway as this will classed as fly tipping and action would be taken accordingly.
Glasgow City Council has a responsibility for the uplift of large household items and items which may be regarded as hazardous.  Tenants are responsible for arranging the uplift of such items and must adhere to the requirements of Glasgow City Council in doing so.  Glasgow City Council charges for this service and the liability for this payment is with the individual requesting the service.
Any item that is not disposed of in the correct manner will be classified as fly tipping and could result in an enforcement action or a fixed penalty notice being issued.
[bookmark: 8._Responses_to_breach_of_policy]5.0 		Customer Involvement

5.1.	The opinion of local residents on estate management issues will be sought on a regular basis and residents are encouraged to report issues as and when they occur.  The main method of seeking feedback is with targeted surveys to each resident looking for local concerns, complaints or issues that relate specifically to estate and environmental management.
	
5.2		This will be managed in line with the Neighbourhood Plans and will be done using the CX Feedback system.

6.0	 	        Monitoring & Review

    6.1		Responsibility for estate management does sits across all teams within the Association and the majority of estate management tasks are carried out as routine operational duties.

6.2		To ensure a consistent approach for monitoring and reporting outcomes, the contract management framework will be used to monitor estate management contracts.

6.3		A performance report will be submitted to the Board on an annual                 basis

    6.4		This policy will be reviewed in 2030 to bring it into line with the Business Plan or sooner if there are any legislative changes.


7.0              Related Policies & Documents

· QCHA Business Plan 2025-30
· QCHA Tenant Participation Strategy
· QCHA Anti Social Behaviour Policy




















Contact Us


[image: ]
45 Firhill Road, Glasgow, G20 7BE
Telephone
0808 143 2002

Email
contactus@qcha.org.uk

Visit
www.qcha.org.uk







Need another version of this document?


We can provide this document in different formats. If you would like a copy of this document in another language, in large print, in Easy Read, on audio tape, on video in British Sign Language (BSL), on CD or in Braille, please ask us:
Telephone: 0808 143 2002
Email: contactus@qcha.org.uk
You can also download this document from our website at www.qcha.org.uk[image: J:\Business Strategy\Communications\Brand Development\QCHA Logos\Letter footer - mono with text.jpg]
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