Glasgow West Housing Association

2025/26
SERVICE
ENGAGEMENT
PLAN

At GWHA, we believe that listening to our tenants is the key to
delivering excellent services and shaping thriving communities.

Read onTs find) ol how you can gél tnwolved



g Our Tenant Engagement Plan for 2025/26 sets out the many ways you can get involved,
@ have your say, and help influence decisions that matter to you. From annual reports and
E rent consultations to newsletters, consumer panels, and our Annual Tenant's Conference,
&g there are opportunities throughout the year to receive information, share your views and
= contribute to the decisions that affect you.

Annual Report

- Annually: July

Corporate document reports the Chairperson’s review of the
year past, and a summary of core business performance.
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: | Newsletters
3 25th A““UC" - Bi-Annually: Spring
i Tenant and Winter
Share service
information and

publicise useful
Office Closure | Bect wiches to all our residente

Ry sevi | information.
gtaﬁ'ane/ Committee at GWHA

CONSULTATION ON 4.9% RENT INCREASE FOR 2025/26

As we plan for the year ahead, we're reviewing our budgets, anficipated costs, \
and proposed rent adjustments. Your input is a vital part of this process and R -
aligns with our vision to Shape Thriving Communities 3

Your rent directly supports the s’
. Respn

. Tenan services and initiati

mmmmﬁmnmuymum and Affordability. |

[= Inthe current economic cimate, fising costs out with our control impact both GWHA
@@ and our contractors. Influences include:

O Increased employer costs, including natonal insurance and living wage
commitments
@ «  Rising insurance premiums and material expenses «  Cost of materials

«  Higher utility costs (gas +14%, electricity +10%) R t It t'
Despite these challenges, we remain dedicated to making the best possible use of our e n co n S u a I 0 n

resources, prioritising the essential work we need to do while striving to achieve the

improvements we aspire to = Annua"y: throug hOUt
i 4

Phase 1 of the Kitchen and Bathroom (KBR) project: £2.2M (210 homes) e |
Phase 1 Cyclical Painting: £180K (42 closes) December = January
Preparations for a pilot external wall insulation project (£900k)
Consult tenants on
Brought forward Phase 2 KBR project: £1.8M (a further 176 homes due by Mar 25)

Rescheduled Phase 1 Stonework Programme: £2M (9 closes)
PR A ———— rent proposals for the

engagement)

e coming year.
zlnnew:‘ksM‘aln(:nme E;Z?:M = ® H Statutory
Cyclical Painting: £450k ' ' req u i rement-

Further details of our Investment Priorities in your area
Kitchens & Bathrooms: £7.9M 3 Y
are avaiable on our website.

Annual Report on t rter
(ARC) 2023/24 \

e pat In o
lasgowwestha.co.uk

oniaet us an 0141 331 8650 or email admin@gh

i #embers elected of aur Annual General
10 help thope our sarvices by providing valuable  Maesting. Responsible for governar y
isues. shandrds, regulatary and perfer

£6834 08224

Annual Report on the Charter (Landlord Report) =y D
- Annually: September :
Report performance against the Scottish Social Housing

Charter outcomes; including performance benchmarking

£9633  £87E7
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Whether it's through in-person events, online surveys, or direct conversations with our team,
your feedback plays a vital role in shaping our services.

'” ,q . ’ M A - Independent Continuous
: Monitoring
- Quarterly (ongoing)

Annual Tenant’s Conference
- Annually: January

Main engagement event providing opportunity to engage on topical
matters and represents the culmination of the annual rent Satisfaction surveys capturing

consultation. feedback on the satisfaction
questions within the Scottish
Social Housing Charter.

Consumer Panels

Social Media - Normally 3x per year
- Ongoing

Utilising list of ‘interested parties’, voluntary panels convened, with
9 consultation via meetings in office or remotely.
Topics agreed annually and confirmed via ‘end of year’ reporting, in
m consideration of service initiatives for the

coming year.

To help GWHA understand
tenant’s priorities and when/how
they want to engage.

» To participate in service reviews.
« To consider actions in response

to surveys and complaints.

* To help evaluate the services
tenants receive.

Accounts are active and utilised

to:

«  Promote ongoing
consultations and services.
Provide an option to
participate in consultations
through online survey.
Obtain feedback on
services.

Provide a direct link for

tenants to get in touch. Staff Surgeries (Blythswood Court)
- Monthly: Publicised via Newsletter/Social Media
Re-introduced as a pilot in response to resident feedback. Pilot
recently extended to 30/09/2025, subject to review thereafter.




2025/26 PLAN

In 2024, we hosted seven Community Engagement Events to provide tenants with opportunities to
share their views and help shape our services. Feedback from these events informed the
development of an action plan, which was presented for consultation at the Annual Tenant’s
Conference in January 2025. Implementation of this plan will continue throughout 2025/26,
ensuring that tenant priorities remain at the heart of service improvements. We are committed to
continuing this engagement and will repeat the Community Engagement Events in 2025/26,
offering further opportunities for tenants to influence and shape our services.

A

PUBLISH Annual Report Juh-2025-Jun 2025 Jun 2025
Annual Report on the Charter Sep 2025 Sep 2025
(Landlord Report)
Newsletters Spring: Apr 2025 Apr 2025
Winter: Dec 2025 Dec 2025
ACTIVITIES | Rent consultation Dec 2025 - Jan 2026 Jan 2026
Consumer Panels 1: Jul 2025: Service Quality | Jul 2025
% Guarantee
, , 2: Nov 2025: Corporate Deferred to
a lopic you ‘é e | | Bubiications Mar 2025
us lo cngage on.
/ F/Z— /éfmt,} / 3: 1BC Sep 2025
us - - Repairs call handling
feedback obtained via CEVs
Quarterly Satisfaction Surveys Q1: April = Jun 2025 Apr 2025
(independent continuous Q2: July — Sep 2025 Jul 2025
monitoring)
Q3: Oct - Dec 2025 Oct 2025
Q4: Jan — Mar 2026
Blythswood Court surgeries (Pilot) | Monthly (review Sep 2025) | Extended
Social Media Ongoing Ongoing
EVENTS Annual Tenant's Conference Jan 2026 Jan 2026

Community Engagement Events

Aug - Oct 2025

Complete
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