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I N T R O D U C T I O N  F R O M  C H I E F  E X E C U T I V E

As I write, I am delighted to be able 
to announce that the remainder of the 
restrictions to our services have now 
been removed – including the opening of 
the office again to our tenants and other 
customers. At the same time, I’d like to 
reassure you that our team continue to take 
sensible precautions – whether that be in 
the office, out in our estates or if they are 
visiting you at home. 

Whilst the past two years have opened 
up new ways to reach our tenants, we are 
aware that opportunities to participate 
and get involved have been limited. I am 
incredibly proud of our teams and the 
work that they have undertaken to ensure 
Lanarkshire Housing Association has been 
there for the tenants that have needed 
us the most and to ensure our services 
continued throughout the pandemic.

I’m pleased to advise that in this edition of 
our newsletter, we’ll be outlining some of 
the exciting plans that we have to re-engage 
with you now that restrictions have eased. 
We intend to reconvene our Tenant Forum 
and also to introduce a Tenant Scrutiny 
Group to ensure Lanarkshire Housing 

Welcome to the Summer 2022 edition of the 
Lanarkshire Housing Association newsletter. 
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Association is accountable to our tenants 
in all that we do (see inside for more 
information and how to get involved).

We will also share with you, the results of 
our Tenant Satisfaction Survey that was 
carried out in February this year. 

Finally, we will also be carrying out a 
Lanarkshire Housing Association Tenant 
Census over the summer months using an 
external company called Research Resource. 
This information will be entirely confidential 
and will be invaluable in helping us to 
ensure we understand our tenants’ needs 
and priorities and we will use this to design 
our services in the coming months and 
years. There will be a variety of options to 
complete the survey - online, by post and 
by telephone and I would encourage you 
all to take a few moments to complete 
this. It really will help us to ensure we 
remain responsive to your needs and deliver 
services that are important to you.

I hope you have a great summer.

Simon McManus
Chief Executive  

We are pleased to announce that all 
restrictions that were put in place as a 
result of the global pandemic have now 
been removed – this includes the opening 
of our office to the public again. We would 
be happy to see you in person at our 
office between the hours of 9am and 5pm, 
Monday to Friday.

Lanarkshire Housing Association
191 Brandon Street
Motherwell, ML1 1RS

WO R K I N G  A R R A N G E M E N T S

Alternatively, you can contact us by 
telephone on 01698 269119 or email on 
enquiries@lanarkshireha.com 

We also continue to provide an 
emergency service out with normal 
office hours which can be reached by 
dialling our usual number 01698 269119.

Summer 2022 Edition 
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Our new Housing Services Director, Craig 
Russell, joined the Association in March 
2022 and is working closely with the Housing 
Services Team to ensure we are adapting 
our services to the changing environment we 
are working in and the changing needs and 
expectations of our tenants.

Craig has worked in housing for over 16 years 
and has experience with Registered Social 
Landlords (RSL’s) and Local Authorities. He 
is passionate about tenant engagement and 
in ensuring tenant voices are heard when 
delivering services and in ensuring there are 
meaningful opportunities for them to shape 
the services that affect them.

I N T R O D U C I N G  O U R  N E W  H O U S I N G  S E RV I C E S  D I R E C TO R

M E E T  T H E  H O U S I N G  S E RV I C E S  T E A M

“I’m excited to have joined Lanarkshire Housing 
Association at such an important time where 
now, more than ever, our role is much more 
than just a landlord. LHA has a long tradition of 
delivering responsive and supportive services to 
their tenants. 

I’m looking forward to working with the team to 
build on the already strong foundation in place. 
It will also be good to meet with many of you 
in the coming months and I would encourage 
any interested tenants to get in touch if you’d 
like to take part in the Tenant Forum or join our 
upcoming Tenant Scrutiny Group.”

T H E  H O U S I N G  S E RV I C E S  T E A M

The team are here to help you with 
any tenancy related matters. They 
are responsible for the allocation of 
our properties, collection of rent and 
service charges and the management 
of your estates. 

They are also responsible for 
processing applications for North 
Lanarkshire Council’s Common 
Housing Register and dealing with any 
enquiries received from applicants. If 
you need assistance with any of these 
matters, or anything else in relation to 
your tenancy, please get in touch – the 
team are happy to help.

We will introduce our Property 
Services and Corporate Services Team 
in future editions of the newsletter so 
watch this space.

Many of you will know our dedicated 
Housing Team who have been with LHA for 
a number of years.

(L-R) Irene Savage, Housing Manager; Karen Mitchell, Housing Assistant; Avril Hawker, 
Housing Officer; Craig Russell, Housing Services Director; Alana Johnston, Clerical Assistant; 
Karen Ann Malone, Clerical Assistant; Leigh Dewar, Housing Assistant
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M A N A G E M E N T  O F  O U R  E S TAT E S

Allan Pollock joined Lanarkshire Housing 
Association last year as our new Estates 
Caretaker. You will no doubt have seen 
Allan out and about in your area – look 
out for the LHA van. He carries out regular 
inspections of our estates and common 
areas – carrying out litter picks as required 
and also some minor repairs to common 
areas e.g., changing lightbulbs. He also 
liaises with the Housing Services Team to 
highlight any issues he notices during his 
inspections.

I N T R O D U C I N G  O U R  N E W  E S TAT E S  CA R E TA K E R

We aim to keep our estates looking 
their best and to ensure they are a place 
that residents are proud to call home. 
Unfortunately, we continue to see an 
increased level of fly-tipping in our 
communal areas. Our staff have noticed this 
during their visits and a number of you have 
reported this to us directly.

F LY  T I P P I N G

D I S P O S A L  O F 
B U L K  H O U S E H O L D 
I T E M S

It is the responsibility of tenants to arrange the safe disposal of their own household 
rubbish either in the bins provided or at the local civic amenity sites.
Alternatively, you can arrange for a special uplift from your local authority as follows:-

North Lanarkshire    -   0345 143 0015
South Lanarkshire    -   0303 123 1020

Over the period of the pandemic, we have 
had no choice but to arrange to uplift items 
that have been discarded in common areas 
at a cost to the Association. Ultimately, this 
cost is met by tenant rental income – money 
which could be much better spent on other 
services.

If you are aware of anyone dumping 
rubbish, you can report this to us in 
confidence, and we will take appropriate 
action where we can.
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L A N D S CA P E  M A I N T E N A N C E

Whilst we are out on our inspections, we will not 
only be looking out for fly-tipping or gardens that are 
overgrown, we are also delighted to see gardens that 
have been well maintained and the tenant is displaying 
their green-fingered talents.

We are pleased to announce that our Garden 
Competition will be open to entries this year and 
tenants are encouraged to enter their own garden 
(or that of a neighbour). You can enter by emailing 
enquiries@lanarkshireha.com. Please include name, 
address, contact number and photographs.

Entries can be submitted up to and including Friday 12th 
August and the winning garden(s) will be featured in 
our Autumn newsletter – and the winning tenants will 
receive a prize. Here’s hoping for lots of sunshine and 
we can’t wait to see the results!

E S TAT E 
WA L K A B O U T S /
I N S P E C T I O N S

G A R D E N  C O M P E T I T I O N

Caledonian Maintenance 
Services has now taken 
over as our landscape 
maintenance contractor.

In addition to Allan’s regular estate 
visits, our housing team will return to 
carrying out inspections of common 
areas and closes now that restrictions 
have eased. It is our intention to 
offer the opportunity to our Tenant 
Scrutiny Group to get involved in these 
inspections and to offer their feedback 
on our work in this area (more 
information on page 10.)

In addition to this, we will be reaching 
out to tenants who we have had no 
contact with for a while to check in 
and offer support if required. 

Last year we had to deal with a backlog of grounds 
maintenance work across almost all areas because of COVID-
related restrictions: particularly grass cutting and trimming 
of hedges and shrubs. The main reason was the previous 
contractor’s challenges getting the personnel and vehicles 
they needed. The new contract should now be well underway, 
clearing any backlog.

We thank everyone for their patience and understanding while 
our service adapted after the last 2 year’s unique demands.
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It is important that you pay your rent in 
full and on time. Rental income is the main 
source of income for the Association and 
ensures we are able to maintain your home 
and deliver our services to you.

LHA has been part of a long-standing partnership with 
Motherwell and Wishaw Citizen’s Advice Bureau (CAB) 
and a number of other local landlords. The AFTAR (Advice 
for Tenants and Residents) project has been an invaluable 
support for many of our tenants and we are delighted CAB 
have been successful in obtaining funding for a further 2.5 
years from July.

The project offers free, impartial advice and assistance 
on issues such as money management, debt and welfare 
benefits advice, energy advice and digital inclusion.

Some Key AFTAR Stats (over past 2 years)

LHA Tenants Supported - 304 appointments

Issues Assisted with - 573

Digital Inclusion - 112 tenants supported

Client Financial Gain - £321,742

Energy Advice - £7000 in financial gain/debt assistance

Your rent is due on 2nd of each month and you can pay 
using the undernoted methods:-

• Direct Debit, Standing Order or Cheque

• With a Rent Card at any Post Office, Paypoint or Phone 
(by calling the Allpay payment line on 0330 041 6497)

• An Allpay payment app is also available to download 

to your smart phone or other device.

PAY I N G  YO U R  R E N T

A F TA R  P R O J E C T

We understand that pressures on household incomes are 
greater now than they have been for a number of years. With 
increases in fuel and food costs (amongst other increases) and 
incomes not rising in line with inflation, you may be finding it 
hard to make ends meet.

If you are struggling financially, please don’t suffer alone. Get 
in touch with our team and we will do all we can to assist 
you. We were successful in obtaining over £24,000 from North 
Lanarkshire Council’s Tenant Grant Fund to assist tenants 
with rent arrears that accrued as a result of the Coronavirus 
pandemic.

H OW  TO  PAY  YO U R  R E N T
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We know that energy prices are particularly high at the moment and 
whilst LHA’s properties are generally very energy efficient, every little 
helps to keep bills down.

Through the AFTAR partnership, we have secured access to a number 
of energy efficiency measures (including energy efficient bulbs and 
radiator reflectors). Please contact us if you would like any of these – 
they will be issued on a first come, first served basis.

If you would like a referral for advice on energy bills and usage, 
please contact us and we can refer you to the AFTAR project for 
support. Contact us on 01698 269119 

Unfortunately, the cost pressures being experienced by our tenants are 
also affecting our organisation. It is therefore an ongoing challenge to 
ensure that we keep rent increases to a minimum whilst ensuring we 
can still repair and maintain your homes and invest in our stock.

We have demonstrated this in the past (e.g a rent freeze in 2020/21 and 
a 2% increase for 2021/22). We are committed this year to carry out a 
review of the affordability of our rents using the SFHA Affordability tool 
kit and will work with our Tenant Forum/Tenant Scrutiny Group to help 
inform discussions around our annual rent review for 2022/23.

E N E R G Y  E F F I C I E N C Y

R E N T  A F F O R DA B I L I T Y

The Scottish Child Payment is for parents or carers on low 
incomes who have a child under 6. It is a payment of £20 a 
week for each eligible child under 6 and is paid every 4 weeks 
by Social Security Scotland.

To claim – contact mygov.
scot or call Social Security 
Scotland on 
0800 182 2222

D I D  YO U  K N OW

At LHA, we are committed to keeping our rents 
affordable and work hard to ensure that our 
services offer value for money to our tenants. 
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INDICATORS
LHA 2022 
RESULTS

LHA 2018 
RESULTS

SCOTTISH AVERAGE 
2020/21

Taking everything into account, how satisfied or dissatisfied are you with the overall service 
provided by Lanarkshire HA

95.20% 95% 90%

How good or poor do you feel Lanarkshire HA is at keeping you informed about their 
services and decisions?

98.10% 98% 93%

How satisfied or dissatisfied are you with opportunities given to you to participate in LHA’s 
decision making processes?

96.20% 99% 88%

Overall, how satisfied or dissatisfied are you with the quality of your home? 79.40% 90.30% 88%

Thinking about the LAST time you had repairs or maintenance carried out, how satisfied or 
dissatisfied were you with the repairs and maintenance service provided by LHA

89.70% 95% 90%

Overall, how satisfied or dissatisfied are you with your landlord’s contribution to the 
maintenance of the neighbourhood you live in?

85.50% 93% 86%

Taking into account the accommodation and the services your landlord provides, to what 
extent do you think that the rent for this property represents good value for money

88.50% 90% 83%

BETTER THAN LHA 2018 AND 
SCOTTISH AVERAGE

BETTER THAN SCOTTISH AVERAGE BUT 
REDUCTION FROM LHA 2018

BELOW LHA 2018 AND
 BELOW SCOTTISH AVERAGE

Whilst we are happy that overall satisfaction with the service we have 
provided has improved (particularly given the restrictions of the past 2 years), 
we were disappointed that satisfaction had dropped in some key areas. We 
have developed a detailed action plan with measures to improve these moving 
forward and many of the features being introduced in this section will help to 
improve these results.

We will keep progress under constant review to ensure we are offering the best 
possible service to our tenants

T E N A N T  E N G A G E M E N T  S P OT L I G H T

2 0 2 2  T E N A N T  S AT I S FA C T I O N  S U RV E Y  R E S U LT S
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Engaging with our tenants and offering them opportunities to 
participate in our decision-making processes is an important 
priority for us. 

We are keen to hear your views and want to offer opportunities 
to get involved in a variety of ways that suit you. This can range 
from an interest in completing occasional surveys to becoming 
an active member of our Tenant Scrutiny Group.

Like all landlords, much of our tenant participation work was 
halted as a result of Coronavirus restrictions but we are keen to 
re-engage with you.

Next Steps……

T E N A N T  PA RT I C I PAT I O N  U P DAT E

T E N A N T  F O R U M

We will be contacting previous members 
of our tenant forum with a view to 
reconvening this group and to take ideas 
for topics to cover at the next meeting. 

If you are interested in joining our Tenant 
Forum please get in touch on 01698 269119 
or at enquiries@lanarkshireha.com. 

We want to hear from you!

To take our tenant engagement to 
the next level, we will be working 
with the Tenant Information 
Service (TIS) to set up a Tenant 
Scrutiny Group. 

Scrutiny is about being able to ask landlords questions based on 
clear information and data, such as: why is a service delivered in a 
particular way; why are particular timescales in place; how much is 
this costing; can costs be reduced while still providing a good level 
of service; could we do this better or differently? The answers to 
these and similar questions should lead to recommendations that 
result in change and improvement.

T E N A N T  S C R U T I N Y  PA N E L 

 Sharon Donohoe, Development Director, TIS says 

“Tenant participation and Scrutiny gives 
tenants and customers’ greater influence 
on housing standards and service 
delivery, along with the ability to hold 
their landlords to account. It provides an 
opportunity to develop partnership working 
between tenants, customers and landlords 
to deliver excellent services. It is also 
a right for all Housing Association and 
Council tenants in Scotland”

TIS will support the group to decide which areas of LHA’s business 
they would like to scrutinise and will also assist them in making 
recommendations for change/improvement. We’d love you to get 
involved. If you are interested or would like more information, 
please contact us on enquiries@lanarkshireha.com. 



Making a Difference 11

Summer 2022 Edition 

In particular, we are keen to improve our digital services. This will include updating 
our website and developing a social media presence. We are keen to hear your 
suggestions about what you’d like us to post about or share online. It could include 
information on how we are performing, activities or initiatives we are involved in or 
anything else you would like to hear about. Let us know your thoughts. 

We’ll be starting with a Facebook page - search for Lanarkshire 
Housing Association and give us a ‘like’.

D I G I TA L  E N G A G E M E N T

One of the first 
areas we are 
hoping to work 
with tenants on 
is around how 
we communicate 
with you

This will be an opportunity for us to better plan and target our 
service provision in the future and will help inform our refreshed 
Housing Plan 2022-27. In addition to this, we will ask questions 
around the 9 protected characteristics as required by the Scottish 
Housing Regulator (SHR) and in line with Scottish Federation of 
Housing Association (SFHA) guidance. It is important we gather 
information around equalities to ensure we meet our legal 
obligations and that we can tailor our services to any specific needs. 

We have secured the services of Research Resource who are one of 
the leading providers in this area for the housing sector. They will 
carry out the survey on our behalf and results will be anonymised 
meaning the results will not be linked to individual tenants.

T E N A N T  C E N S U S

Over the summer months, 
we will be carrying 
out an exercise to help 
us better understand 
our tenant profile as 
well as your needs and 
aspirations. 

WE NEED  TO  HEAR  YOUR  V I EWS 
PLEASE  COMPLETE  OUR  SURVEY

Research Resource will be contacting you in July and August 
by text or email (if you have provided us with these details). 
They will also issue a postal survey and contact you by 
telephone. We would be grateful if you could take a few 
moments to complete the survey as ultimately it will help us 
ensure our services meet your needs and that we understand 
what is important to you. We will report back to you in a 
future newsletter on the anonymised results and, more 
importantly, how we will use them to change our services.
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Every year, all RSL’s must complete a return to the Scottish Housing 
Regulator on how they have performed against the standards set out in 
the Scottish Social Housing Charter. Submissions were due by the end 
of May and LHA completed our return in advance of this deadline.

This return tells you how we performed in areas such as rent collection, 
time taken to carry out repairs, time taken to let our properties and how 
satisfied our tenants are with the services we provide.

A N N UA L  R E T U R N  O N  T H E  C H A RT E R
The Scottish Secure Tenants (Right to Repair) Regulations 
2002 give Scottish Secure Tenants and Short Scottish 
Secure Tenants the right to have certain small urgent 
repairs, called qualifying repairs, carried out by their 
landlord within a given time-scale. This is called the Right 
to Repair scheme.

If our usual contractor does not start a qualifying repair 
within the time limit set, you can tell another contractor 
from our list to carry out the repair. You cannot use a 
contractor who is not on our list. The other contractor will 
then tell us that you have asked them to carry out the repair. 
If this happens we will pay you £15 compensation for the 
inconvenience. 

When a repair is reported you will be issued with a receipt 
advising you whether it is a qualifying repair.

Our list of contractors prepared to carry out qualifying 
repairs is:

R I G H T  TO  R E PA I R

Gas Call Services Gas repairs 0141 766 3333

Vincent Coyle Gas repairs 01236 764357

Charles Mann Gas repairs 07802 448301

Rodgers & Johnston Other repairs 01698 733022

Cargill Property Maintenance Other repairs 01698 833465

We reported some strong results in many areas despite the challenges 
of the past year. There were some areas where we could have done 
better, and we will be producing a detailed Charter Performance Report 
for tenants later in the summer. It will provide detailed analysis of this 
year’s results compared to our previous performance and also that of 
our peers. This will also be a document we would be keen to work with 
our Tenant Scrutiny Group on to ensure it is engaging and informative 
for our tenants. We look forward to hearing their ideas and feedback.

Lanarkshire Housing Association Limited
191 Brandon Street, Motherwell, ML1 1RS

Telephone (01698) 269119 
www.lanarkshireha.com

Registered Society under the Co-operative and Community Benefit Societies Act 2014: Reg. No 1941R(S)
Registered as a Scottish Charity: Reg. No. (SC042523)
Registered with the Scottish Housing Regulator: Social Landlord No. 202
Registered under the Property Factors (Scotland) Act 2011: Reg. No. PF000275
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In June, our Housing Services Sub-Committee (HSSC) approved our new 
Allocations Policy. This was necessary to take account of changes to the 
legislation on how we prioritise applications and let our properties. 

Our Housing Team will be working in the coming months to manage the 
switch-over to the new policy. If you, or a member of your household 
have an application with us, we will contact you to confirm if there are 
any changes to your points. If you have any questions in the meantime, 
please just get in touch with the team.

A L L O CAT I O N S  P O L I C Y


