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Message from 
Loretto Housing’s 
Chair 

Loretto Housing

Providing quality, affordable housing 
and creating great communities 
people are proud to live in – that’s 
what we’re all about at Loretto 
Housing. But we are also committed 
to supporting the people who live in 
our neighbourhoods so that they can 
get the most out of their lives.

Over the past year we continued 
to build more homes and to invest 
in our existing properties, making 
sure all our stock remains warm 
and comfortable.   

Becoming part of Wheatley Group 
has allowed us to expand our 
range of services which offer extra 
support to families and individuals.  
We’ve helped people into jobs 
and training, provided money and 
fuel advice, offered support to get 
online and help with furniture. 
With welfare reform still having an 
impact on many of our tenants, 
that lifeline support is more 
important than ever. 

Here are some of the highlights  
of our year 2014 – 15.

Michael Burns
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Annual Highlights 2014 – 15

Building more affordable houses 
We built 49 modern, energy-efficient 
homes in Springburn in Glasgow.

The homes, a mix of one, two 
and three-bedroomed flats, at 
Huntershill Court are designed 
to cut tenants’ fuel bills and give 
them a better quality of life. Four  
of the new homes are designed  
for wheelchair users. 

Loretto tenant Irene Wilson moved 
into her new two-bedroom flat 
in December with her two-year-
old twins Tommy and Erin. She 
said: “I just love my new home. 
I had been living in temporary 
accommodation and it’s so much 
better than what I’ve been used to. 
There so much space, the view is 
beautiful and the size of the rooms 
is great.” 

Loretto Housing also started 
building 76 more homes in 
2014 – 15, most of which will be 
complete by the end of 2015. This 
includes 26 homes in Hallglen in 
Falkirk and new ‘amenity’ housing, 
comprising 21 homes, in Mosspark 
in Glasgow.

From an office to a new home  
We also turned an old office space 
into three new homes for Loretto 
tenants.

The building at Back Sneddon 
Street, in Paisley, was a base for 
a Loretto Care project. Now it 
has been transformed into three 
spacious homes. Work carried out 
at a former Loretto Care office in 
North Lanarkshire also resulted in 
a new three bedroom home for 
social rent.

We built 49 modern, energy-efficient homes  
in Springburn in Glasgow
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Keeping our homes modern 
We continue to invest in our existing 
properties to keep them warm, dry 
and attractive for tenants. 

In the past year Loretto Housing 
has spent £1.3m on capital 
investment maintaining the  
quality of our existing homes. 

The work carried out included:

//  Heating and window replacement 
at Loretto and Lourdes Court 

//  Completion of refurbishment  
at St John’s Court

//  Bathroom replacements at  
East Kilbride and Blantyre 

//  Boiler replacements at Keppochill 
Road in Springburn and in Linwood 

Round-the-clock services 
Autumn 2014 saw the launch of  
24 hour customer service for 
Loretto Housing tenants. 

While the phone number for 
customers remains the same,  
all calls now go to Wheatley 
Group’s Customer Service Centre 
which is available round the 
clock, 365 days a year. The highly-
trained advisors can deal with all 
routine enquiries and, if they can’t 
answer customer queries straight 
away, will arrange for a call back 
from the right person. 

The customer service advisors deal 
with 70 calls a day, on average, 
from Loretto Housing customers.

Performance on the up 
Every year, Loretto Housing reports 
its performance to the Scottish 
Housing Regulator. This is called 
the Annual Return on the Charter 
(ARC) and lets the organisation 
see how it compares to other 
registered social landlords. 

Loretto Housing’s performance in 
2014 – 15 has improved significantly, 
with 35% of performance 
indicators now in the top quartile. 
This is an increase of 10 percentage 
points on last year’s results, and 
means Loretto Housing is one 
of the top performing housing 
associations in Scotland.

While our results show progress, we 
still have improvements to make 
to meet the aim of consistent top 
quartile performance.

Key improvements in performance 
include:

//  Reactive repairs right first time (up 
more than 20 percentage points)

//  Tenant satisfaction with 
the management of the 
neighbourhood they live in  
(up 9 percentage points)

//  Tenancy sustainment (up  
10 percentage points)

//  Gas safety – 100%

//  Average number of days to 
complete medical adaptations 
(down from 103 days to 69 days)

spent on capital investment 
in the past year

£1.3m
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There was some increase in the 
time taken to complete emergency 
repairs towards the end of the 
year as we changed contractor. 
City Building has now taken over 
the repairs service to Loretto 
customers with appointment slots 
now being offered. We hope the 
new service will result in increased 
customer satisfaction and 
improved performance.

Support for customers 
We know communities need support, 
and this year we’ve introduced a wide 
range of services to help make our 
tenants lives better.

We are committed to providing 
tenants with support which meets 
their individual needs. As part of 
Wheatley Group, Loretto now has 
access to a range of services which 
provide additional help to people 
in our communities. That includes 
accessing jobs and training, putting 
food on the table, furnishing their 
homes, going online and getting 
expert advice on benefits, money 
and budgeting. 

Environmental services 
Wheatley’s Neighbourhood 
Environmental Teams (NETS) 

came to Loretto in Autumn 2014. 
They provide a cost effective, high 
quality gardening, close cleaning 
and estate management service 
across all Loretto properties.

Handyperson service 
The free Handyperson Service 
is open to all Loretto Housing 
tenants over the age of 60 and 
disabled people of any age. The 
service offers practical help with 
odd jobs and small tasks around 
the house like cleaning windows 
and hanging curtains. 

In the last year the service was 
used by 76 Loretto tenants with 
great success. More than 95% of 
service users who took part in a 
survey were satisfied with the 
service they received. 

Home Comforts service 
Customers struggling to find 
the money for essential home 
furnishings are finding our Home 
Comforts service a lifeline. 

Last year, 44 customers accessed 
the service which recycles 
unwanted furniture and passes  
it on to customers in need. 

Click & Connect centres 
Loretto Housing tenants in 
Glasgow now have free access 
to computers and the internet 
through Wheatley’s Click & 
Connect centres. The 27 centres 
across the city also have people 
available to offer help and advice 
about getting online.

There are Click & Connect centres 
near Loretto homes throughout 
Glasgow. 

Fuel advisors help cut bills  
Our new Fuel Advisor is helping 
tenants save on their bills.

The advisor visits tenants in their 
own homes to give free expert tips 
on how to cut bills and get access 
to the cheapest tariffs.

They can also speak to the fuel 
provider on behalf of the tenant and 
arrange low-cost payment plans. 

In the last year, our Fuel Advisor 
has saved Loretto Housing 
customers £4,941 on their bills.

Click & Connect centres 
across the city

27
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Welfare benefit advice 
Our Benefits Officer helps tenants 
cope with the effects of the UK 
Government’s welfare reforms.

The officer provides free expert 
advice to tenants on benefits and 
tax credits they’re due and can 
help with managing money.

We helped tenants claim back 
£203,962 in unclaimed benefits 
between April 2014 and April 2015. 
In total, 60 tenants benefited from 
the service. 

A Welfare Reform Tenant Advisory 
Group was also formed to hear 
first-hand from customers how 
benefit reforms are affecting 
them. The group, which is made 
up of tenants from Wheatley 
Group’s registered social landlords, 
including Loretto Housing, meets 
quarterly to develop activities that 
help lessen the impact of welfare 
reforms.

Legacy 
Glasgow’s 2014 Commonwealth 
Games will leave a lasting legacy 
which benefits people across 
Central Scotland. 

Furniture from the Athletes’ Village 
at the Commonwealth Games is 
still helping change lives for people 
in our homes. 

Thousands of items of furniture 
used by athletes at the 2014 event 
have already been redistributed to 
vulnerable tenants who need help 
to furnish their home, including 
Loretto Housing tenants. 

Modern Apprentice programme  
Access to Wheatley Group’s 
Modern Apprentice programme 
– which gives young people and 
school leavers the chance to 
learn new skills and qualifications 
while working for the Group 
– has been promoted across 
Loretto’s communities. The child 

of one South Lanarkshire tenant 
has been successful in joining 
the scheme – the family were 
delighted with this outcome. 

Host your kit 
The ‘Host your kit’ competition,  
run by Wheatley Group and 
Glasgow-based UK cloud computing 
company iomart, provided sports 
clubs in disadvantaged communities 
across the central belt with vouchers 
to buy equipment or kits.

Clubs were chosen from within 
Wheatley Group communities. 

Camran Taekwondo, from North 
Lanarkshire, was awarded 
vouchers to buy new equipment  
to allow youngsters to compete  
in competitions.

Accredited service 
Loretto Housing achieved a number 
of accreditations by prestigious 
organisations in the last year.

Loretto as a whole achieved 
Customer Service Excellence  
(CSE) for the first time in December 
2014. Customer Service Excellence 
(CSE) is the national standard for 
excellence in customer service 
in public sector organisations 
overseen by the UK Government’s 
Cabinet Office.

Loretto also achieved Investors 
in People (IiP) gold for the fourth 
year running. They continue their 
role as an IiP champion – a leading 
organisation which helps other 
organisations as they bid for IiP 
accreditation. 

Loretto continues to be an accredited 
“Mindful Employer” and a “Positive 
about Disabled” employer.



Wheatley Group
Wheatley House
25 Cochrane Street
GLASGOW G1 1HL

wheatley-group.com


