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INTRODUCTION FROM OUR CUSTOMER PANELS
“As members of Team Blackwood we are all volunteers because we are
passionate about working with Blackwood staff to improve services. We
have a clear role in ensuring that all services are truly customer focused.
We have continued to scrutinise Blackwood’s performance throughout this
year. The figures presented in this report are also presented to us every 3
months, so we can assess how Blackwood is doing and help identify where
improvements are needed.
We have also now started a more detailed review of Blackwood’s
repairs service. Our aim is to make sure this service is of a high quality for
customers, as well as delivering value for money. In particular, we think
repairs should be completed on time and in one visit. The results of our
review will be reported later in the year.
At our meetings we have also helped Blackwood shape this Customer
Report. We have looked at previous years’ reports as well as those
published by other organisations, and have helped Blackwood decide on
both the content and the format. We hope you like the results!
Being a Team Blackwood member has brought fun and friendship to us all,
though it does have a serious side. We will continue to work hard to make
sure all customers’ views are heard.”

TEAM
BLACKWOOD
HELPED
CONTRIBUTE TO
THIS CHARTER
REPORT TO
ENSURE WE
CREATE A HIGH
STANDARD OF
ACCESSIBILITY.
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CHRISTINE GALLOWAY TEARING
UP THE TREADMILL AT AGM 2017
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A WORD FROM OUR CHAIR

MAX BROWN
“I became the new Chair of Blackwood this year. For me Blackwood is an
innovative and caring organisation, built on the right values and ready to
take on new challenges to secure its future.
My first few months as Chair have been full of both challenges and
opportunities. I am proud to build on the foundations created by Dr
Margaret Blackwood, and to support Blackwood in continuing to help
people live their life to the full.
Two days that stand out in my mind are the opening of our 6 new Blackwood
Houses in Dundee in the summer, and our exciting AGM in September this
year. I thoroughly enjoyed both events, and meeting so many of our staff
and customers. There are some great photos in this report.
I was also lucky enough to present the Margaret Blackwood Award for
Excellence in Housing Innovation at this year’s Chartered Institute of Housing
Awards. This is a new award sponsored by Blackwood to recognise other
organisations who have developed an innovative approach that has made
a real difference to the lives of customers. It was a fantastic night and
another great way to honour and remember Dr Blackwood.
I am happy to introduce this report, to update you on these and other
achievements. It also outlines where we need to be better, and sets out
some of our priorities for Blackwood in the coming year.”
BERWICKSHIRE
HOUSING
ASSOCIATION WON
THE MARGARET
BLACKWOOD
AWARD FOR
EXCELLENCE
IN HOUSING
INNOVATION 2017
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ABOUT OUR CUSTOMER REPORT
This report is designed to update you – our customer – on what we have
been up to this year. It also lets you know how Blackwood is performing in a
range of areas, as well as what we have planned for the coming year.
The report includes performance figures, comparing what we have achieved
in 2016/17 to the previous year. We also compare ourselves to the Scottish
average for all housing landlords and care providers, or in some cases to
more specialist landlords where they are more like us.
To do this we use the following symbols:

BLACKWOOD PERFORMING WELL

!

DOING WELL BUT SOME ROOM FOR IMPROVEMENT

X

AREA REQUIRING IMPROVEMENT

We hope this report is interesting to you, and easy to understand. We would
love to hear your feedback and have included a postcard which you can
use to let us know how you rate the Customer Report.
This can also be completed online via our website:
www.blackwoodgroup.org.uk
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CUSTOMER ENGAGEMENT
This year, Team Blackwood (our
customer panels) have continued
to scrutinise our performance and
identify areas for improvement. We
have welcomed 4 new members this
year, all bringing their own skills and
viewpoints to the existing group.
Work has also begun on a new
Customer Engagement Plan, with
involvement from our tenants and
care customers. This plan will be
published in April 2018.
This year also saw the new
Blackwood website go live, with
improvements made based on
feedback from customers. Have a
look at it and see what you think:
www.blackwoodgroup.org.uk

OUR CUSTOMER ENGAGEMENT CHAMPION!
DOUGLAS MUTRIE, OUR
HOUSING ASSISTANT IN
GLASGOW, WON THE
TENANTS PARTICIPATION
CHAMPION AWARD FROM
THE TENANT INFORMATION
SERVICE IN JULY 2017
FOR HIS WORK WITH TEAM
BLACKWOOD

COMPLAINTS
RECEIVED

103

COMPLIMENTS

90%

OF OUR
TENANTS WOULD
RECOMMEND
US

OUR CARE
CUSTOMERS HAVE
RATED US AS

VERY
GOOD
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IT WAS ALL ABOUT ACTIVITY AND FUN
AT AGM 2017

Blackwood
AGM 2017
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With a focus on customer
engagement, Blackwood’s Annual
General Meeting was a huge success
on 19th September, with a packed
programme built around activity and
fitness to encourage people to take
part.
Taking place inside the Inverclyde
National Sports Training Centre in
Largs, this venue (possibly the most
accessible sports facility in the UK)
provided the ideal place for our
customers, staff and Board members
to try out various new activities
together.
Various activities included wheelchair
football and basketball, boccia
and archery. The big finale was a
lively dance routine which everyone
took part in, led by disability dance
troupe, IndepenDANCE.
Customer Jennifer Evans said: “I
haven’t been able to do something
like this in a long time. It has inspired
me to seek a membership at my local
gym.”
Staff also took to pursuing a more
active life. Business Services Officer,
Paul Nichol said: “I really enjoyed
trying the equipment in the fitness
suite. I have been thinking about
helping to build my confidence and
getting fitter for a while now so this
event has convinced me to join the
gym near my office as soon as I get
back.”

ARCHERY

INDEPENDANCE

BOCCIA

HANDSTANDS MADE TO LOOK EASY
BY SCOTTISH DISABILITY SPORTS
ATHLETE KYLE BROTHERTON
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TENANT SATISFACTION
This is an area we need to improve. We have set a target of
90% for satisfaction, to be achieved over the next 2 years.
Measure

Overall
satisfaction with
Blackwood as a
landlord
Tenants who feel
we are good at
keeping them
informed
Tenants satisfied
with opportunities
to participate
Complaints
responded to on
time

Our
performance

85%
87%

Trend

How we
compare

Improved Below the
Specialist
from the
last survey average of 87%
Improved Better than
the Specialist
from the
last survey average of 86%

75%

Better than
Slightly
lower than the Specialist
average of 74%
the last
survey

84%

Much
better
than 74%
last year

Below the
Specialist
average of 89%

Plans for next year include:
•
Continuing to work with Team Blackwood on a range
of projects, including development of our new Customer
Engagement Plan.
•
Making more of our services available online to make
them easier for our customers to access, and less 		
expensive to deliver.
•
Improving overall customer satisfaction by tackling the
areas for improvement identified in this report.
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CARE AND SUPPORT
Blackwood has 4 care homes in Aberdeen,
Stirling, Glasgow and Greenock, as well as
providing care in people’s own homes across
12 local authority areas.
In addition to providing care, we work with
our housing tenants to support them to stay
in their homes and live independently for as
long as possible.
This year we delivered over 200,000 hours of
care for over 350 customers. We also carried
out 410 care reviews and 1408 annual tenant
visits, meeting with our customers to make
sure they have all the support they need and
are happy with our services.
During the year we completed 212
adaptations to properties to help tenants live
independently. This is 90 more than last year,
and included everything from fitting a single
handrail to widening doorways and fitting
accessible wet rooms.

DUNDEE CUSTOMER,
LAWRENCE KEMLO,
WON FIRST PRIZE FOR
THE BLACKWOOD
QUIZ AT OUR AGM
AT THE INVERCLYDE
NATIONAL SPORTS
TRAINING CENTRE

94%

OF CARE REVIEWS
COMPLETED ON TIME

98%

OF CARE CUSTOMERS RATE
US AS GOOD OR VERY
GOOD

100%

OF ACCESSIBLE PROPERTIES
WERE LET TO SOMEONE
WITH A DISABILITY
ONLY

2

OF OUR HOMES WERE
ABANDONED DURING THE
YEAR
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CARE SERVICES
Measure

Our
performance

Trend

Average care
inspection
grading

Very
Good

The same
as last
year

Better than
the Scottish
average grade
of Good

87%

About
the same
as last
year

Only slightly
below the
Scottish
average of 89%

New tenants
still in their
homes after a
year

!

How we
compare

ADAPTATION TIMES
Blackwood’s adaptations can take longer than other
landlords because they involve more major changes.
However, we would like to make our adaptations quicker
over the next year.
Measure

Average time
to complete
adaptations

Our
performance

95
days

Trend

Longer
than 80
days last
year

How we
compare

Longer than the
65 day average
of other
providers similar
to Blackwood

Plans for next year include:
•
Continuing to provide high quality care services, 		
meeting and exceeding the new Health & Social Care
Standards.
•
Continuing to grow our care business, delivering 		
neighbourhood-based services to those who need 		
support.
•
Expanding the use of CleverCogs™ with both our care
and housing customers.
•
Reviewing and improving our approach to adaptations.
12
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CLEVERCOGS™
CleverCogs™, our digitally enabled
care and support system, has now
been rolled out to customers in
Edinburgh, Dundee, Ayr and Stirling.
The new system is giving customers
increased independence over their
care as well as alternative ways to
access services and information, and
communicate with friends and family.

homes | care | support

DUNDEE INTRODUCTION

On her introduction to the system, St
Leonards Court customer Margaret
said: “I was not too keen on it to start
with.
I’d never had a laptop or tablet. I
just thought I wouldn’t be interested.
Thought I’d be happy to plod along
without it but once it was in the house
I found it very interesting and I just
seemed to take to it.
It was a lot easier to use than I
thought, and Shawn More, the
Digital Skills Trainer, added all my
interests. I’m very interested in history
and have read lots of books and
seen films but now I was able to do
research myself.”

LAURA FERGUSSON, EDINBURGH

ST LEONARDS, AYR

If I want to learn something new or
find out about something I just look
it up. I’m just experimenting and
learning. It’s trial and error. If you
don’t try you don’t get.”
With CleverCogs™ we won the UK
Housing Award for ‘An outstanding
approach to promoting digital
inclusion’ this year.

THE PORTABLE USER FRIENDLY
HOME HUB
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BLACKWOOD’S NEIGHBOURHOODS
Blackwood has 92 separate developments across 29 local authorities. It is
important to us that our tenants are satisfied with our services, whether they
are based in a large city or in remote countryside.
Our neighbourhood services include gardening, communal cleaning and
dealing with neighbour disputes.

MANAGING ANTI SOCIAL BEHAVIOUR
Measure

Anti social
behaviour
cases
resolved
within agreed
timescale

Our
performance

Trend

87%

Much
better
than 75%
last year

How we
compare

The same as
the 87% Scottish
average

Plans for next year include:
•
Reviewing our target timescales for dealing with anti 		
social behaviour to make sure we give the best possible
service to our customers.
•
Reviewing our Allocations Policy to ensure we let our 		
homes in a way that helps build communities.
•
Developing new cleaning and gardening contracts for
our developments.
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RECOGNISING THOSE WHO LEND A HELPING
HAND
We recognise that good neighbours and
thoughtful individuals can make a big
difference in our neighbourhoods. They play
an important role in helping our customers
lead independent lives by giving others that
extra bit of help that makes life easier or more
enjoyable.
The Margaret Blackwood Helping Hands
Award pays tribute to someone who has
made their community a better place.
This year the winner (who would prefer not
to be named) was a customer in Greenock,
recognised as someone who truly promotes
Margaret Blackwood’s legacy of helping
others despite having things in their own lives
to overcome.
The judges said:
“We are so pleased that there were a lot of
nominations from across the country, and
they were of a very high quality.
As judges we enjoyed hearing about all of
the amazing things our customers do for
each other and for their communities, but
also had a very difficult decision to make.”

homes | care | support

83%

OF OUR TENANTS ARE
SATISFIED WITH THE
MANAGEMENT OF THEIR
NEIGHBOURHOOD

92%

OF PLANNED ESTATE VISITS
WERE CARRIED OUT ON
TIME

41
ANTI SOCIAL BEHAVIOUR
CASES THIS YEAR
AND

155

CASES OF MORE MINOR
NEIGHBOUR NUISANCE
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EDWARD STANTON WITH HIS AWARD
WINNING BLOOMS
homes | care | support
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Blackwood
BLACKWOOD IN BLOOM 2017

homes | care | support

Our annual gardening competition
continued this year. So many of our
customers take pride in their gardens,
hanging baskets and window boxes
the judging gets more difficult every
year.
Edward Stanton (pictured left on p16),
winner of best container / hanging
basket said: “I have loved gardening
for years and its taken a couple years
to do this.”
The judges said:
“This was the most inspirational.
We have never seen a balcony
look so much like a full garden. The
pride Edward takes in his garden is
wonderful to see.”
Malcolm Stewart, winner of best
individual garden said: “My wife is in
a wheelchair and she loves spending
time in the garden.”
The judges said:
“We thought the array of flowers on
display was outstanding. Malcolm
has made a lovely garden for his
wife to enjoy as well as the rest of the
development.”
Dundee Tenants Group, winner of
best community garden said: “We
thought that this would be a good
idea to get staff and tenants out and
socialising.”

TENANT MALCOLM STEWART AND
FANCHEA KELLY, BLACKWOOD CHIEF
EXECUTIVE
The judges said:
“The work that the Dundee tenants
put in to make over this abandoned
piece of wasteland was incredible.
What a difference it has made. Not
only has it created a lovely space
for the development to enjoy, but it
provided an opportunity to spend
time with neighbours and got the
community together for a new
hobby. Exactly what the award is all
about.”

DUNDEE TENANTS GROUP
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IMPROVING & MAINTAINING
OUR HOMES
Blackwood has over 1500 properties
across Scotland. This year we spent
£2.2 million on planned maintenance
to improve these homes, with work
including new bathrooms, new
kitchens, heating upgrades, and
replacement windows.
99.6% of our homes now meet the
Scottish Housing Quality Standard
and 93% meet the Energy Efficiency
Standard for Social Housing.
BUILDING HOMES OF THE FUTURE
This year we have also built 6 new
homes in Dundee. These beautiful
homes demonstrate a new standard
in accessibility, helping our tenants
live independently for as long as
possible.
We have published a Design Guide
to accompany our development
programme for the Blackwood Home
and were highly commended in the
Scottish Home Awards.
You can read more about these
award-winning homes on our
bespoken website.
http://www.bespoken.me/video/
blackwood-house-run-through
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667

EMERGENCY REPAIRS
AND

6156

NON-EMERGENCY
REPAIRS COMPLETED
THIS YEAR

85%

OF REPAIRS WERE
COMPLETED RIGHT
FIRST TIME

87%

SATISFACTION WITH
REPAIRS

93%

SATISFACTION WITH
THE QUALITY OF OUR
HOMES

Blackwood

THE HIGHLY ACCESSIBLE
IS
homes | BATHROOM
care | support
FULLY ADJUSTABLE
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REPAIRS SERVICE
Measure

Average time
to complete
emergency
repairs
Average
time to
complete non
emergency
repairs
Repair
appointments
kept

Our
performance

Trend

3.5
hours

About
the same
as last
year

Better than
the Scottish
average of 4.7
hours

5.5
days

About
the same
as last
year

Better than
the Scottish
average of 7.1
days

95%

Better
than 88%
last year

Slightly below
the Scottish
average of 96%

How we
compare

Plans for next year include:
•
Building 24 new Blackwood Homes in Glasgow.
•
Continuing to invest in our existing properties through our
extensive Planned Maintenance Programme.
•
Supporting Team Blackwood to review our repairs 		
service as their next scrutiny project, publishing their 		
recommendations to be taken forward in a report for the
Board and other customers.

THE
‘BLACKWOOD
CONCEPT
HOUSE’ IS
NOW A
REALITY WITH
SIX NEW FLATS
IN DUNDEE
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MONEY MATTERS
Blackwood has an annual turnover of £16.8
million. We work with our customers to ensure
they are satisfied with what we charge for
our homes and care provision, and to deliver
good value for money.

19

OF OUR CUSTOMERS
MOVED ACROSS TO
UNIVERSAL CREDIT
THIS YEAR

HOUSING RENTS
This year we launched our new Housing
Strategy, setting out how we will invest our
rents in our properties and services over the
next 3 years.
A breakdown of our average weekly rents,
including service charges, is shown in the
table below. These reflect this year’s rent
increase of 3%.
Many of Blackwood’s homes have
adaptations and equipment that incur a
charge, but our rent levels compare well to
other specialist landlords in Scotland. These
figures are averages, so individual rents will
vary slightly.

Property Size

Blackwood

Specialist Group

Bedsit / Studio
1 Bedroom
2 Bedrooms
3 Bedrooms
4+ Bedrooms

£93.44
£86.89
£95.37
£104.42
£117.18

£99.12
£101.09
£100.90
£99.94
£108.28

Overall Average

£99.46

£102.02

£
£7.3M

RENT DUE IN THE YEAR,
INCLUDING SERVICE
CHARGES

79%

OF TENANTS THINK
THEIR RENT IS VALUE
FOR MONEY
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RENTS
Measure

Rent
collected
during the
year

Our
performance

100.1%

Rent owed by
tenants at the
end of the
year

2.8%

Rent lost due
to homes
being empty

0.4%

Time to re-let
empty homes

128 lets in
an average
of

19 days

Trend

How we
compare

Better
than
99.5% last
year

Better than
the Scottish
average of
99.6%

Better
than 3.1%
last year

Better than
the Scottish
average of 5.3%

The same
as last
year’s
0.5%

Better than
the Scottish
average of 0.9%

Better
than 21
days last
year

Better than
the Scottish
average of 32
days

Plans for next year include:
•
Continuing to support our tenants through welfare reform
changes, including the roll out of Universal Credit.
•
Continuing to provide financial inclusion and welfare
rights services.
•
Saving money by developing more online services and
improving customers’ digital inclusion.
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FINAL THOUGHTS FROM OUR CHIEF EXECUTIVE

FANCHEA KELLY

“This year has been an eventful one for Blackwood. We built our first houses
in almost 10 years, and our new Blackwood Homes in Dundee are really
something to be proud of. They provide a whole new level of accessibility to
truly help our customers live their life to the full. We are already planning to
build more of these properties elsewhere in Scotland over the next 3 years.
At the same time, our assistive technology CleverCogs™ has gone from
strength to strength. This is a concept we have been working on for some
time and we have involved many of our customers in developing its look,
feel, and functionality. It is great to see this system being rolled out and
bringing real benefits to our customers.
We have also made positive internal changes for our staff in the last 12
months, and I am happy that Blackwood is now a Scottish Living Wage
employer. This shows that we recognise the valuable work our employees do
every day and it will help us to recruit and keep high quality staff over future
years, as we continue to grow our organisation.
As this report shows, Blackwood has also won several awards this year. I
am immensely proud of our services and staff and to have them externally
recognised in this way helps me know we are heading in the right direction.
And finally a mention has to go to our recent AGM held in Largs, with
so many of our customers, staff and Board members coming along and
engaging in a range of activities with energy, enthusiasm and enjoying
the fun. I believe this was our most successful AGM yet and our customer
feedback shows you agree! This event reflects our commitment to keep our
customers at the heart of everything we do and I look forward to continuing
that in the coming year.”
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Head Office
160 Dundee Street
Edinburgh
EH11 1DQ
t: 0131 317 7227
e: info@blackwoodgroup.org.uk
w: www.blackwoodgroup.org.uk

HEAD OFFICE
160 Dundee Street
Edinburgh, EH11 1DQ
0131-317-7227

NORTH OFFICE
23 Raeden Court
Aberdeen, AB15 5PF
01224-326-331

WEST OFFICE
1 Belses Gardens
Cardonald, G52 2DY
0141-883-4477

EAST OFFICE
160 Dundee Street
Edinburgh, EH11 1DQ
0131-317-7227

Blackwood is a trading name of Blackwood Homes and Care. Financial Services Authority Mutuals Public Register No 1728 RS. The
Scottish Housing Regulator Registration No HEP 158. Registered Scottish Charity No SC007658. Property Factor No PF298.

