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1.  Vision and values 
 
Wellhouse – the Place to Be. 

 
This simple statement is our vision of Wellhouse as an attractive place where people 
feel happy and safe, benefit from having a good home and an attractive environment 
and feel proud to be part of a vibrant community.   

 
We believe that our values of Trust, Honesty and Integrity, Excellence, 

Accountability and Sustainability supported by a comprehensive policy framework 

will help make our vision a reality. 

2. Governance 
 
Wellhouse HA is a community controlled registered social landlord and is managed 
by a group of local people who are elected onto the Management Committee. Their 
role is to make sure that the Association is well run, meets the needs of the local 
area and is responsive to what is important to local people. We may co-opt other 
people onto the Management Committee from time to time where we feel we need 
specialist support. 
 
The Management Committee appoints senior staff, agrees all the Association’s 
policies and takes all the key decisions. The Director and the senior team support 
the Committee in these responsibilities. 
 
3. Policy Aims 
 
Rents represent the main source of the Association’s income. It is crucial that we set 
the right rent levels to make sure that they are affordable to our tenants and that they 
provide us with the resources we need to deliver excellent services, maintain and 
repair our tenants’ homes and manage the Wellhouse area to a high standard. Our 
tenants have a right under the Housing (Scotland) Act 2001 to be consulted on our 
policy and the rent levels we set, this policy sets out  
 

 How we set our rents and service charges 

 The role of the management committee 

 How we spend our customers’ rents 

 How we consult with our customers on this policy  

 How we consult on any rent increase 

 How we communicate with our customers on rents and service charges 
 
4. Equal Opportunities Statement 
 
We aim to ensure that all services, including the delivery of this policy, provide 
equality of opportunity.  
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We will respond to the different needs and service requirements of individuals. We 
will not discriminate against any individual for any reason, including age, disability, 
gender re-assignment, marriage, civil partnership, pregnancy and maternity, race, 
religion or belief, sex or sexual orientation, or other status. 
 
5. Scottish Housing Charter 
 
The Scottish Government’s Social Housing Charter came into force in April 2012. 
The Charter sets out the standards and outcomes that Registered Social Landlords 
should achieve. 
 
There are 3 outcomes under the Charter that are especially relevant to our rent and 
service charge policy, these are: 
 
Outcome 13: Value for Money 
 
Social Landlords manage all aspects of their business so that: 
 

 Tenants, owners and other customers receive services that provide continually 
improving value for the rent and other charges they pay. 

 
Outcomes14 and 15: Rents and Service Charges 
 
Social landlords set rents and service charges in consultation with their tenants and 
other customers so that: 
 

 A balance is struck between the level of services provided, the cost of services, 
and how far current and prospective tenants and other can afford them 

 

 Tenants get information on how rent and other money is spent, including any 
details of individual items of expenditure above thresholds agreed between 
landlords and tenants. 

 
 
This policy is informed by the guidance provided by the Scottish Federation of 
Housing Associations and Scottish Housing Regulator. 
 
6. Legislation 
 
The following legislation is relevant to this policy: 
 

 Housing (Scotland) Act 2001 

 Scottish Secure Tenancy Agreement 

 Short Scottish Secure Tenancy Agreement  

 Data Protection Act 1998 

 Human Rights Act 1998 

 Welfare Reform Act 2012 
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7. Our principles and standards 
 
We have agreed a set of guiding principles: 
 

 The rents set are affordable to those customers who are in full time employment. 

 Sufficient income is generated to meet all of the Association’s financial 
requirements. 

 Rent Setting is clear and transparent and rent levels reflect property type, size 
and level of amenities. 

 Rents are broadly consistent with comparable rents charged by similar landlords. 

 We comply with the law, any guidance and the Social Housing Charter 

 Provide our tenants with information on how we spend the rent and service and 
other charges we collect 

 Consult with our customers on rent and service charge levels and any increases 

 Make the rent, service and other charges our customers pay go as far as 
possible by focusing on value for money and working efficiently and effectively 

 
 
8. The Policy 
 
What our rents deliver? 
 
Our customers’ rents are the main source of income for WHA. We use it to: 
 

 carry out repairs to our customers’ homes 

 maintain our customers’ homes 

 manage the Wellhouse area 

 provide excellent services 

 provide high quality and affordable homes 

 support and consult with our tenants 

 support any borrowing that we have or need to do to build new house and carry 
out major works to our tenants’ homes 

 make sure that we have enough money in reserve to meet future works or to 
respond to the unexpected 

 
Our customers’ rents pay our staff and office costs so that we are easily accessible 
to our customers and have a well-trained staff to work with and support our tenants 
and deliver excellent services.  
 
What our service charges pay for? 
 
Service charges are for specific services, which we provide to some or all of our 
tenants, e.g. close cleaning, and the charge covers the cost of providing and 
maintaining the service.  
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How do we set our rents? 
 
We want our rent setting policy to be as transparent and easy to understand as 
possible. We want our customers to feel that they get value for money for their rents 
and that the rents reflect the quality of their home, environment and service they 
receive. Most importantly we want our rents to be affordable, the Scottish Housing 
Regulator has been clear that they expect social landlords to charge affordable rents 
and ask us to report on what we are doing every year. 
 
Our approach to rent setting takes account of 4 things 
 

 The size, quality and age of the property. 

 The income we need to provide services and repair and maintain our tenants’ 
homes  

 Affordability – that our customers can afford to pay our rents  

 What our customers tell us in our consultation 
 
Historically, Wellhouse had 3 rent regimes covering the houses we own. The rent 
regime was based on how and when we became the owners of the properties, these 
were: 
 

 Rents for properties transferred from the Council in 1995 

 Rents for properties transferred under second stage transfer in 2010 

 Rents for new build properties 
 
Rents within each of these segments varied according to property size. 
 
In 2016, we undertook a rent and service charge setting exercise in consultation with 
all our customers, the result of which informed how we set rents at Wellhouse. Our 
rent setting framework is attached at Appendix 1. 
 
Affordability 
 
Making sure our rents are affordable to our tenants and future tenants is at the heart 
of our approach to rent setting. There is no universally accepted definition of 
affordability in Scotland. We use the definition recommended by the Scottish 
Federation of Housing Associations (SFHA).  
 
“For a rent (including service charges) to be affordable households with one person 
working 35 hours or more should only exceptionally be dependent on housing benefit 
in order to pay it.” (SFHA Guidance) 
 
We keep this definition under review to make sure that it continues to be relevant 
and meaningful as things change, such as welfare benefit reform, inflation, minimum 
wage levels etc. 
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To help us test the relevance of this definition we ask our customers to provide us 
with information on their income so that we can build a profile of affordability to 
inform our rent setting and rent increases. 
 
Comparability  
 
We look at the rents of other local landlords in order to test how comparable our rent 
levels are.  We do this every year and when we propose a new rent, we will provide 
information on other local rent levels for similar properties.  
 
Where possible we aim to be comparable with other providers, however, we will 
inevitably have different rent structures, which may mean it is not possible to achieve 
full comparability. Social landlords will have different financial commitments, different 
Business Plan priorities, determined by age of organisation and loan commitment, 
which drives their rent levels. 
 
How we review our rents and service charges and decide on increases? 
 
We review our rent and service charges every year and we consult with our 
customers before we agree an increase. 
 
Rents 
 
As part of our annual Business Plan review process, we will look at the rental income 
and what we need to pay for and other future commitments. We consider what we 
need to spend and what income we will get: 
 

 what we need to meet our existing commitments to deliver services, repairs, 
maintenance, employ staff, office costs, loan repayments, contingencies to cover 
bad debts such as arrears and what we think inflation will be  

 

 What we need to meet the costs of any service improvements, new projects and 
initiatives 

 
All of this information tells us how much money we need to collect for the coming 
and future years. 
 
We then look at the total rental income we collect in the year. The difference 
between what we need/want to spend and the income we receive will tell us how 
much more we need to raise. That is then translated into a rent increase.  
 
The Management Committee will consider a range of options and make a decision 
on the level of increase we should apply. We will then consult with our tenants on the 
rent increase before making a final decision.  
 
We begin to review our Business Plan and set our annual budget in October of every 
year and we aim to make final decisions about the budgets and any rent or service 
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charge increases by February of the following year. Any increases will start from 1 
April. 
 
Service Charges 
 
Service charges are based entirely on the cost of providing a service. We will look at 
what it is costing us each year to provide all of the services which we charge for and 
propose an increase which allows us to continue to provide those services. We will 
consult our tenants on any proposed service charge increase when we consult on 
the proposed rent increase. 
 
9. Monitoring and performance 
 
We review our rents and service charges annually 
 
10. Consultation 
 
Our customers who are tenants have a right under the Housing (Scotland) Act 2001 
to be consulted on rent policy and rent increases. In line with our Customer 
Engagement and Participation policy, we begin this process in December:  
 

 We tell our customers about how they will be involved in our rent setting in our 
December newsletter. 

 We will write to all our customers who are tenants telling them about our 
proposals in January of each year 

 we will set out the options of different rent increases and what they would mean 
in terms of our customers’ services and investment. 

 We will arrange meetings; drop in sessions for customers to tell us what they 
think 

 Our customers can also tell us what they think in writing, by telephoning, by e-
mail, through our Facebook and twitter pages and face to face.  

 We will publish what our customers have told us and show how that has 
influenced our decision. 

 
How we communicate with our customers who are tenants on rents and 
service charges? 
 
In February/March every year we send all our customers who are tenants a letter 
giving 28 days’ notice of:  
 

 What the rent increase and service charge increase will be  
 

 What the new rent and service charge will be from 1st April. 
 
We send all our customers who are tenants an annual rent and service charge 
statement. The statement will set out: 
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 The total rent we have collected and how it has been spent in Wellhouse 
 

 Individual statement which will tell customers how much rent and service charge 
they have paid.  

 
In addition, we issue our customers who are tenants with a quarterly rent statement 
as part of our Rent Management Policy. 
 
11. Complaints 
 
We have a separate complaints policy and procedure. Leaflets and copies of the 
complaints procedure are available from the Association’s office and on our website. 
We also provide information on how our customers can make a complaint to the 
Scottish Public Services Ombudsman (4 Melville Street, Edinburgh EH3 7NS, 
telephone, 0800 377 7300) and how to contact the Scottish Housing Regulator. 
 
The Ombudsman will not normally deal with complaints unless customers have 
followed the Association’s complaints’ procedure 
 
12. Review timeframe 
 
The policy will be reviewed every three years, or sooner, in response to a change in 
legislation or circumstance. 
 


