
THE SCOTTISH SOCIAL 
HOUSING CHARTER 2020

 ... How well are we doing?



We are pleased to present our seventh Charter Report to Tenants, a report on how we have 
performed as your landlord in 2019-20. 

The Scottish Social Housing Charter sets out certain standards that you, our tenants, can expect 
from us in the services we deliver and the way we deliver them. We are committed to providing 
an excellent service to all our customers and this report lets you know how we have performed in 
some key areas, compared with the Scottish average.

At Almond Housing Association we are proud of what we have achieved and the service that we 
provided in 2019-20 but we know that we can always improve. We strive to be the best – and 
your views and involvement are essential to make this possible. 

We hope that you find this report interesting and we welcome your feedback. If you have any 
comments, please get in touch.

Email us at: enquiries@almondha.org.uk 
Call us on: 01506 439 291

Write to us at:  
New Almond House, 44 Etive Walk, Craigshill, EH54 5AB

     Almond Housing Association               AlmondHousing

You can also find out more about how other landlords performed by visiting 
The Scottish Housing Regulator’s website at www.scottishhousingregulator.gov.uk

Dear tenants

 



Dear tenants Almond at a glance

2,498 homes

£86.36 average weekly rent

2.5% rent increase for 2019-20

£11,140,069 total rent due

143 tenancy offers made

69 medical adaptations completed

factoring services provided to 175 
properties





How satisfıed were you with... Scottish
Average

Our 
Performance

...our overall service?  
We carried out 1386 face-to-face interviews as part of our last tenant 
satisfaction survey. The information gathered from this survey will drive 
the creation of our new Customer Excellence Strategy which aims to 
review all aspects of our services to make things easier and more 

accessible for our tenants, applicants, and owners.

91%89.2%

...how well we kept you informed?  
We recognise the importance of keeping you informed of changes, 
improvements and developments within the organisation. We do this 
through our quarterly newsletter, Almondview, and by keeping our 
website updated. We also publish daily updates on our Facebook and 
Twitter pages.

93.7%92%

...the opportunity to have your say?  
We encourage you to get involved in shaping the direction of the 
organisation. One of many ways to do this is through the Tenant Focus 
Group or one of our Customer Review Groups who look at the various 
services we provide to tenants. You can also become a member of the 
Association and apply to join the Board of Management. We offer 
regular opportunities to take part in surveys and consultations. We always 
want to hear your views, so please get in touch with us at any time and 
let us know how we’re doing.      

93.9%87.2%



Supporting you in your home... Scottish
Average

Our 
Performance

…did we support you in order to sustain your tenancy? 
We will continue to provide a range of support services, including 
support with your finances through The Action Group and support with 
your tenancy through Housing Options Scotland.

95.9%89.1%

...did we adapt your home in a timely manner? 
We aim to complete all medical adaptations with speed and efficiency.  
We continue to closely monitor contractor performance to ensure you 
receive the benefits of this service.

16.9
days

41.5 
days

…were you happy with the quality of your home? 
Our main business is simple – we provide affordable and comfortable 
homes for people who want to rent them. Our focus remains on quality, 
value for money and a positive experience for our customers.

89%87.2%

…were you happy with the repairs service that you received? 
By continuing to improve our repairs service, working with our contractors 
and monitoring quality, we aim to improve satisfaction levels.

91.9%91.3%

...did we re-let properties in a timely manner? 
We always aim to re-let properties as quickly as possible, whilst still 
adhering to our Almond Lettable Standard and considering the need for 
balanced communities. 

17.7 
days

31.8 
days







Looking after your neighbourhood... Scottish
Average

Our 
Performance

...did we resolve your anti-social behaviour cases?  
There are a range of actions we can take on our own, and in partnership 
with the police and other agencies. Where we become involved, we aim 
to initiate action within three working days.

92.9%94.1%

...were you happy with how we managed the area where 

you live? We recognise that you want to live in an area where you feel 
safe and can take pride in your surroundings.  Our Housing Management 
Team ensure that our neighbourhoods are managed to a high standard.

87.4%87.5%

...did we respond to your complaint in full?* 
We aim to provide a fast, fair and considered response, as well as 
information on how and why we make certain decisions, and what action 
was taken.

*  These figures relate to stage 1 complaints. Only a minority of complaints 
reach stage 2 and require further investigation.

100%97.7%



...do you think your rent represents good value for money? 
We know that value for money is important to our customers, and we 
work hard to ensure our houses are real homes for those who live in 
them, with ongoing investment programmes, and a range of support 
services available.

80.5%83.6%

...how much rent did we collect? 
Your rent goes towards providing excellent services for all customers 
whilst demonstrating value for money. While we continue to collect rent to 
this level and keep arrears down, we will continue to invest in your homes 
and the communities you live in.

98.9%99.3%

Offering good value for money...

2019-2020 improvements

Scottish
Average

Our 
Performance

216 Boilers Replaced

35 Fences Replaced

805 Fire Detection Systems Upgraded

148 Doors Replaced

187 Windows Replaced

111 Cyclical Decoration





Please contact us if you want this document in Braille, large print, 
on a CD, or if you need the document translated into another language.

Skontaktuj siȩ z nami, jeś li chcesz ten dokument w alfabecie Braillé a, du.zy 
druk na CD, lub jeś li potrzebujesz tłumaczenia na inny jȩ zyk dokumentu.

Almond Housing Association Limited,  
New Almond House, 44 Etive Walk, Craigshill, Livingston  EH54 5AB

01506 439 291
enquiries@almondha.org.uk
www.almondha.org.uk 
     Almond Housing Association               AlmondHousing 
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Other formats and languages


