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Our Promise to You

Your Promise to Us

Delivering exceptional customer care is a key priority for all staff and our
Service Quality Guarantee (SQG) sets out how we will do this consistently
throughout our organisation.

We will:

•  Provide courteous help, advice and assistance in all housing-related enquiries.

•  Act professionally, impartially and without discrimination.

•  Introduce ourselves when you contact us.

•  Always wear identity badges and maintain a professional appearance.

•  See you on time for any arranged appointment.

•  Let you know which team is handling your query, along with when and how you can expect a

response.

•  Aim to answer your query at the front line or signpost you to the correct department quickly.

•  Respond to all phone call enquiries within 2 working days and written enquiries within 

5 working days.

•  Ensure all complaints are handled in line with our Complaint Handling Procedure.

•  Welcome your views, complaints and comments and use any feedback you provide to learn

from your experience, and shape the services we deliver.

•  Provide information in a jargon-free format that is readily accessible for you, including the use

of interpreters where required.

•  Promote our service standards in any publications. 

We are committed to providing you with courteous, professional service at all times. In return,

we ask that our Staff, Committee, Contractors and Representatives are treated with the same

courtesy and respect. Where this standard is not upheld, we may need to take steps in line with

our Unacceptable Actions Policy, which could include changes to how we communicate or

provide services.
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Our Promise to You

Your Promise to Us

We will:

•  Provide you with a Tenancy Agreement and direct you to useful information, including the

Tenant Handbook, on our website.

•  Carry out a ‘Settle in Visit’ within 4 weeks of you moving in.

•  Respond to tenancy requests such as assignation or subletting within the statutory timescale

of 28 days, or sooner, in line with our policies.

•  Respond as quickly as possible to reports of anti-social behaviour, harassment, misconduct or

breach of tenancy, with the most serious cases within 2 working days.

•  Consult with you prior to making changes that will significantly impact the services you receive.

•  Support you in your Tenancy and, where appropriate, liaise with other agencies to help you

access support. 

You will:

•  Accept the responsibilities set out in your Tenancy Agreement, including looking after your

home and the common areas.

•  Be a good neighbour and respect the right of all residents to the peaceful enjoyment of

their homes.

•  Let us know if your home will be empty

for more than 28 days so we can keep

our records up to date and ensure

your tenancy is protected.

•  Advise us of any changes in your

household composition.

•  Give us a minimum of 28 days’

notice if you want to end your

Tenancy.

•  Not sub-let your tenancy

without our express

permission.
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Your Promise to Us

Rent Services
Our Promise to You

We will:

•  Provide a variety of ways to pay your

rent, including: direct debit, bank

transfer, AllPay card or by phone.

•  Send you a statement of your rent account

annually.

•  Give you a minimum of 28 days’ written notice

before changing the services you receive and/or

the amount you pay for rent and services.

•  Promptly advise you if there are arrears on your rent

account and assist you in addressing these, including advice through our Welfare

Rights Service.

•  We will only ever consider court action or eviction as a last resort, once all other avenues to

resolve the issue have been exhausted.

You will:

•  Treat your rent as a priority amongst your household bills.

•  Promptly advise Housing Benefit, Universal Credit or any other relevant agencies of

changes that affect the amount you are due to pay for rent.

•  Contact us immediately if you know you’ll be unable to pay your rent in full, on or before

the 28th day of each month.

•  Accept that our staff will be firm but fair when dealing with rent arrears.

•  Keep to repayment arrangements you have agreed with us.

•  Accept that a decision to take court action is in line with our policies and procedures.

£RentPaymentReceived
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Your Promise to Us

We will:

•  Provide housing information and advice on the housing options open to you. 

•  Ensure your application is assessed correctly and reflects your level of housing need.

•  Ensure our Housing Allocations Policy is accessible on our website, with hard copies available

upon request.

•  Process housing applications within 8 working days and confirm the outcome to you.

•  Work with Glasgow City Council to support homeless households into permanent homes. 

•  Aim to re-let empty homes as quickly as possible in line with our performance targets.

•  Annually review our housing waiting lists. 

You will:

•  Provide accurate and up-to-date information about your housing circumstances.

•  Answer all questions fully to enable us to properly assess your housing application.

•  Understand that housing demand is extremely high, and although we will assess your

application fairly and consistently, it may not always result in an offer of housing.

•  Give proper consideration to any offers made and indicate your decision within 24 hours

of viewing a property.

•  Maximise your rehousing opportunities by

applying to other housing agencies.
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Your Promise to Us

We will:

•  Respond to Emergency Repairs within 6 hours, Urgent Repairs within 3 working days and

Routine Repairs within 10 working days.

•  Review the performance of our contractors monthly.

•  Quality inspect 10% of all completed work orders.  

•  Inspect 100% of reported cases of damp and mould.

•  Respond to any written alterations requests within one month as per the

alterations and improvements policy. 

•  Consider compensation for improvements, where these

were approved in advance and receipts are submitted.

•  Advise you when you will be responsible for paying for a

repair.

•  Advise you of the Statutory Right to Repair standards,

including when you may be eligible for compensation.

You will:

•  Report repairs directly to our contractor as soon as they occur.

•  Give us accurate information about the repair and let us know suitable times for access.

•  Provide access when we need to carry out repairs, inspections, or safety checks.

•  Use our “out-of-hours” service for emergencies only.

•  Report damp and mould concerns immediately.

•  Pay for repairs that are your responsibility.

•  Inform us promptly if you are concerned about the quality of a repair.
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When carrying out repairs and maintenance in your home, 
our contractors will:

They will:
•  Provide expected arrival updates if any delay is anticipated. 

•  Ensure any agreed follow up works will be actioned timeously.

•  Leave a no access card at the property if you are not at home.

•  Introduce themselves to you and display a branded photo identity card.

•  Speak in a polite and courteous manner.

•  Explain the nature and purpose of the visit and ensure that this matches your expectations.

•  Explain how long it will take for the work to be completed. 

•  Wear appropriate PPE for the works, including overshoe protection for floor coverings.

•  Inform you if they have to leave and return to the property, e.g. to collect materials, and agree

estimated time of return.

•  Inform you when the work is complete.

You will:
•  Allow access to the property to enable works to be carried out.

•  Keep appointments and refrain from

rescheduling where possible.

•  Treat service providers with courtesy and

respect.

•  Refrain from smoking in the vicinity of

service providers.

•  Keep any pets in another room and away

from the job being carried out.

•  Tell us about any concerns or dissatisfaction

as soon as possible to allow us to

investigate and resolve.

Your Promise to our Contractors

Repairs & Maintenance
Services (continued)
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Your Promise to Us

Major Works &
Investment Services

Our Promise to You

We will:

•  Engage with all property owners to progress common area repairs and investment.

•  Provide clear information about works in your home, explain your responsibilities, and take

account of your preferences where possible.

•  Provide ongoing maintenance programmes that reflect the guidelines set out in the Scottish

Housing Quality Standard (SHQS) and Energy Efficiency Standard for Social Housing (EESSH).

•  Demonstrate value for money through our procurement for contractors and services.

•  Publish the programme of works annually and engage with you to keep you informed with

progress.

•  Provide a minimum of 5 days’ notice for information gathering surveys and 6 weeks’ notice for

planned works.

•  Do our best to minimise disruption.

•  Leave your home safe, tidy and with power at the end of each working day. 

You will:

•  Provide reasonable access for surveys and

subsequent works in accordance with the

terms of your Tenancy Agreement.

•  Let us know in advance if an appointment

needs to be rearranged.

•  Make sure your home is ready for any

works, e.g. by lifting carpets and removing

personal items from the area of work.

•  Be responsible for redecoration works

following any major works to your home.
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Our Promise to You

Your Promise to Us

We will:

•  Carry out regular inspections of common areas and investigate any issues identified.

•  Respond to instances where household waste has been incorrectly disposed.

•  Work in partnership with third party agencies to ensure your area is safe and maintained to a

reasonable standard of cleanliness.

•  Closely monitor services provided by our contractors to ensure common areas are always

maintained to an acceptable standard.

•  Enforce parking safety issues where appropriate, in line with our Policy, Procedures and Fair

Usage Statement. 

You will:

•  Dispose of household waste responsibly in line with Glasgow City Council and GWHA

guidelines. 

•  Keep common areas clean and clear of personal belongings

such as bikes and prams.

•  Report common area repairs as soon as they occur, such

as faulty close lighting.

•  Keep close doors secure at all times.

•  Inform Glasgow City Council of missed bin collections.

•  Report bulk waste collection to our offices and

ensure it is kept within your property until

collection.

•  Park vehicles safely within designated areas,

respectfully observing any direction

provided to you.
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Our Promise to You

Annual Gas Servicing

Your Promise to Us

We will:

•  Carry out an annual safety check on each appliance and/ or flue that we provide.

•  Give reasonable notice of these checks and agree a suitable time for access. 

•  Appoint competent Gas Safe registered installers for maintenance and annual safety checks.

•  Keep a record of each safety 

check for a minimum of 2 years.

•  Provide a copy of the safety 

check to you within 28 days of 

the check being completed and 

to any new tenant before they 

move in.

•  Ensure all gas equipment

(including any appliance left by 

a previous tenant) is safe or 

otherwise removed before it is

re-let.

You will:

•  Allow access to your property after reasonable notice to enable us to carry out

maintenance or safety checks. 

•  Immediately inform GWHA or our contractor of any repairs required to your gas

appliances.

•  Report any smell of gas to the National Gas Emergency Services immediately on 0800 111

999 and turn off gas at the emergency control valve beside the meter, if possible.

•  Help us keep your home safe by not altering gas meters or heating equipment.
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Our Promise to You

Your Promise to Us

We will:

•  Comply with all health and safety legislation.

•  Let you know when we will be carrying out any works and provide

reasonable flexibility to accommodate access.

•  Ensure properties are fire-safe and promote fire

prevention advice.

•  Ensure water hygiene (legionella safety) through

appropriate contractor procurement and works.

•  Carry out asbestos checks and follow-up works if

required, as well as providing information of any

known asbestos in your home.

You will:

•  Agree a suitable time for access to your home for safety surveys, inspections and works.

•  Safely use all electrical and gas appliances.

•  Follow advice given in relation to water hygiene and safety.

•  Follow advice given in relation to asbestos containing materials.

•  Contact us if you become aware of something that appears unsafe or

that you have a concern about.

•  Observe the fire safety and prevention advice given.

•  Refrain from use of portable gas bottles.

•  Refer to our alterations policy before undertaking any work in your home.



GWEN Services
Our Promise to You

Your Promise to Us

ENTERPRISES
L I M I T E D

We will:

•  We will ensure our services align with The Property Factors (Scotland) Act 2011 Code of

Conduct, and our Written Statement of Services. 

•  Provide factoring services that are good quality and value for money. 

•  Provide quarterly factoring invoices.

•  Ensure that you benefit from a competitive building insurance rate.

•  Regularly inspect the common areas of the properties and encourage all residents to

contribute to the upkeep and maintenance of the common areas. 

•  Consult with you prior to instructing Common Repairs in line with timescales and guidance

outlined in our Written Statement of Services.

•  Seek your feedback on our cyclical and long-term maintenance programmes.

•  Provide payment facilities that are flexible, convenient and efficient.

•  Utilise our Debt Recovery Policy and processes as appropriate.

•  Hold an annual Homeowner Conference.

You will:

•  Take your turn at cleaning the stairs,

where services are not in place.

•  Keep common areas clean and clear of

personal belongings such as bikes and prams.

•  Promptly pay factoring invoices.

•  Engage with us when we write to you about

essential common repairs to your home.
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News

Office Closure
Our office at 5 Royal Crescent will close from4pm on Friday 20 December 2024 untilFriday 3 January 2025. 
The office will reopen on Monday 6 January2025 at 9am.  

Our concierge teams
at Blythswood Court
and St Vincent
Terrace will be
available from 7am
till 7pm throughout
the festive period.
Please refer to the
office socials, website
or attached Glasgow
West HA Calendar in
the event of an
emergency arising
when the office is
closed. 

up����
www.gwha.org.uk 

Winter 2024

Bes� ��s	�
 to ��� 
ur ��
�de��st	i
 F�s���e S��so� �r�� ��l ��eStaff ��� C
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25th AnnualTenant
Conference
Thursday 16th January 2025 at6pm at the Pyramid in Anderston We are pleased to invite you to our ATC. Online access will be available through Microsoft Teams for those wishing

to attend virtually.  We encourage you to take part in this important event to hear feedback on our recent
Community Engagement Events and to share your views on the rent proposals. All attendees will be entered into a prize draw. More information, including how to RSVP will be included 
with your invitation which you will receive over the festive period.  

Included in this Winter edition:   Glasgow West HA Calendar 2025 • Insert: Rent Consultation 2025/26

        

www.gwha.org.uk
Spring 2025 

Newsup����

HOMES ARE OUR PURPOSE;
SERVICE AND SUSTAINABILITY

OUR PRIORITY

A
nnual Report

2023-2024

Sav� ��� da��!
This year’s Annual General Meeting will be held 

on Wednesday 25 June at 6.30pm.

Invitations will be sent to shareholding members at the

beginning of June and will confirm all the event details,

including the venue and arrangements for joining online 

if you are unable to attend in person.

If you would like to find out more about membership, 

please call Carol Nicol on 0141 331 6650 or email

admin@glasgowwestha.co.uk.

Annual
Report
Our Annual Report 2024/25

will be available at our AGM. 

Copies will also be available

from late June from our

office, your concierge station,

or to view online at

www.gwha.org.uk

GWHA’s 47th AGM

Office Closure
Our offices at 5 Royal Crescent will be closed during 

the following 2025 public holidays: 

•  Friday 18 April  & Monday 21 April 

•  Monday 5 May 

•  Friday 23 May & Monday 26 May 

•  Friday 18 July & Monday 21 July 

•  Friday 26 September & Monday 29 September 

In the event of an emergency during office closure please refer to the office

answer phone message or visit our website: www.gwha.org.uk. Our

Blythswood Court (BWC) and St Vincent Terrace (SVT) concierge teams will be

available from 7am – 7pm. Our Hyndland concierge team is available to

residents from 7am-3.30pm from Monday to Friday. 

Effective 7th April, Prime Security Services will be on site at Blythswood Court

from 7pm to 7am, 7 days per week. Whilst on shift the Operatives will

complete regular safety patrols and monitor CCTV cameras.

Should you require any further information please contact our estates team on

estates@glasgowwestha.co.uk.
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Service Engagement Plan
Our engagement plan sets out the ways in which you can get involved, have your

say and help influence decisions that matter to you. This is published annually on

our website.

Annual Tenant Conference (ATC)
All tenants are invited to attend our ATC and are encouraged to comment and

provide feedback on our priorities, including the proposed rent increase, repairs

and improvement programmes and housing services and activities.

We also issue evaluation forms to determine the success of the event and take on

any feedback that could improve future events.

Satisfaction Surveys
Independent surveyors carry out tenant satisfaction surveys for us throughout the

year. The survey assesses the views of a representative sample of tenants in all

areas of our service provision.

We also carry out homeowner satisfaction surveys to gain feedback on

satisfaction with GWEn’s factoring service.

Newsletters
Our Newsletter is one of the main sources

of general information for you about our

current and future 

activities.

We also highlight 

opportunities to 

get involved in 

our current 

consultations and 

update you on the 

latest that is 

happening in 

your community.
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SERVICE AND SUSTAINABILITY

OUR PRIORITY

A
nnual Report

2024-2025

        

Consumer Panels/
Subject Specific Consultations
We hold Consumer Panel meetings throughout the year which enables you and

other members of the community to give feedback on our policy and service

reviews.

Website and Social Media
Our website and social media channels are kept up to date with all the latest

changes to services, ongoing consultations, how to access services and updates

from community organisations. Our website also has information about your

tenancy and how to contact us.

Performance Monitoring
We carry out the following continuous

monitoring/  reporting which helps

assess our performance against the

Service Quality Guarantee:

•  Annual submission of Annual Return

on the Charter (ARC) report to the

Scottish Housing Regulator.

•  Publication of Annual 

Report on the Charter

and Annual Report.

•  Biannual reports to 

our Management 

Committee, with recommendations

for service improvement.

•  Updates on performance reported at Annual Tenant

Conference, Annual General Meeting and via newsletter.

•  Participation in benchmarking groups.

HOMES ARE OUR PURPOSE;

SERVICE AND SUSTAINABILITY

OUR PRIORITY

A
nnual Report

2024-2025

        

Annual Report on the Charter(ARC) 2023/24
This annual report on the Scottish Social Housing Charter (SSHC) contains information about our performance
during 2023/24, including how we compare with the average performance of all registered social landlords
(RSLs), all social landlords (SLs) in Scotland and a benchmarking group known as the Quality Efficiency Forum
(QEF) which consists of 20 housing associations, including GWHA. For further information about the SSHC, or to read the Scottish Housing Regulator’s 2023/24 Landlord Report for
GWHA, visit www.scottishhousingregulator.gov.uk.  To comment on this report, or for more details on how to take part in our decision-making processes, please
contact us on 0141 331 6650 or email admin@glasgowwestha.co.uk.  GWHA Consumer Panel

Tenant groups that are formed a few times a yearto help shape our services by providing valuablefeedback on topical issues.

Management Committee
Shareholding Members elected at our Annual GeneralMeeting. Responsible for governance, policies, servicestandards, regulatory and performance compliance.In this report we use traffic light indicators to illustrate our most recent performance.Peer Group are performing

better than GWHA
GWHA’s performance is within
the Peer Group parameters

GWHA’s performance is better than
(or equal to) Peer Group

Tenement Flats
675 (45.3%)

Deck Access
325 (21.8%)

Multi-Storey
315 (21.2%)

Other Flats*
117 (7.9%)

High Rise
55 (3.7%)

Houses
2 (0.1%)

Stock Profile

*’Other Flats’ includes: Mezzanine, Maisonette, Townhouse & 1 Up, 1 DownStock by Area Average Weekly Rent

69%
12%

12%
7%

� Anderston/
     Finnieston
� Hillhead
� Hyndland
� St George’s
     Cross

Total Rent Due: £7,218,262.24 Average Rent Increase: 6.7%

Bedsit 58 £71.59

N
ot Reported

£88.36 £82.24
1 Bed 807 £88.87 £96.33 £87.87
2 Bed 504 £105.38 £97.65 £90.29
3 Bed 104 £124.43 £107.46 £98.30
4+ Bed 13 £134.65 £118.66 £108.29
Average
Rent 1486 £104.98 £99.71 £91.81

No. GWHA QEF All RSLs All SLs

Quality and Efficiency Forum (QEF), Registered social landlord (RSLs), All social landlords (SLs)

        



Glasgow West Housing Association Limited
5 Royal Crescent • Glasgow G3 7SL

Tel: 0141 331 6650 • Email: admin@glasgowwestha.co.uk

Website: www.gwha.org.uk

facebook.com/glasgowwestha          @glasgowwestha

Registered with the Scottish Housing Regulator HEP 126. Registered as a Scottish Charity SC001667.

Registered under the Co-operative and Community Benefit Societies Act 2014 :1955.

Contact us…
If you want to discuss anything in this document, contact us
through one of the options below.

Call 0141 331 6650

Email admin@glasgowwestha.co.uk

Complete the contact form at www.gwha.org.uk

In writing at:
5 Royal Crescent Glasgow G3 7SL

If you wish to make a complaint, please refer to our Complaints Handling

Guide on our website or contact us for a hard copy. Your suggestions and

complaints are important to us, as they help us improve the services we

provide.

You can also find us on social media for all our latest service updates!

facebook.com/glasgowwestha               @glasgowwestha 


