CASTLEHILL HOUSING ASSOCIATION
BACKGROUND INFORMATION
Castlehill Housing Association is a registered charitable organisation, established in 1970. The
Association has a long, successful, track record in the provision of housing and associated
support services. Our current housing stock includes general needs properties, amenity,
sheltered and very sheltered housing. We operate across three Local Authority areas;
Aberdeen City, Aberdeenshire and Moray. Through our subsidiary, Grampian Community Care
Charitable Trust (GCCCT), we provide specially designed housing for people with particular
needs. The bulk of our stock is for affordable rent but we also have a number of shared
ownership properties. As of 2018, we currently own and manage around 2000 properties and
over 10,000 households are registered with us seeking housing. In 2011, we established a nonregistered, non-charitable subsidiary, “Castlehill Solutions” (CSL), to enable us to carry out
activities that are complementary to the core objectives of Castlehill but could not be done by
the parent charitable Company. CSL leases properties from Castlehill HA to provide Mid
Market Rent tenancies. There are 22 such properties at 2018.
In addition to our core activities as a registered social landlord, Castlehill also manages
Aberdeen Care & Repair, undertaking a range of services for older and disabled people
throughout the City.
A Personal Service
The Association believes that quality services can best be delivered by ensuring that, as far as
possible, front line staff build up direct relationships with tenants or other service users.
Housing Officers and Maintenance Officers each provide a service to a distinct group of
properties. In this way, they get to know their tenants, and deal with the full range of issues
that may arise during a tenancy. Housing Support staff from the Key Project work with
individuals who need additional support, and to be effective it is essential that trust is built up
between the support worker and tenant.
In sheltered housing, individual housing support plans are shaped to meet a tenant’s specific
needs and reviewed regularly by our Scheme Managers, who provide the housing support
service.
Care and Repair staff provide a service which is based on home visits, primarily to older and
disabled owner-occupiers. They aim to provide a holistic service which can address ‘quality
of life’ issues, as well as assisting with repairs and improvements to their home.
Customer Participation and Communication
The Scottish Government’s “Social Housing Charter” outcome on participation states:
Social landlords manage their business so that:
•

tenants and other customers find it easy to participate in and influence their landlord’s
decisions at a level they feel comfortable with.

Integral to the ‘personal service’ approach is involving users of our services in shaping how
these services are delivered. The Association recognises that customer feedback and

participation are vital in assessing our performance and identifying improvements in how we
work. We will actively promote a culture that values the contribution users of our services
can make to Castlehill.
The Charter also states that:
Social landlords manage their business so that:
•

tenants and other customers find it easy to communicate with their landlord and get
the information they need about their landlord, how and why it makes decisions and
the services it provides.

Castlehill employs a wide range of communication methods including our website,
newsletters, meetings, tenant’s handbook, service information brochures, tenant’s panel,
sheltered scheme meetings, annual charter report and tenant satisfaction surveys, for
example.
Our Staff
We are proud of our highly committed and skilled staff and the work that they do.
Currently, we have approximately 130 staff in our offices and schemes. Approximately 65
staff are employed at our offices in Aberdeen and ~ 65 staff are based at our schemes across
Aberdeen, Aberdeenshire and Moray.
Many of our staff work for us part-time or job-share and we operate a variety of working
patterns to allow staff to maintain the work life balance they choose. Our employment
policies are typically top quartile for our sector and we monitor this through regular
benchmarking activities. We are undertaking a review of our approach to staff consultation
and involvement to ensure it remains fit for purpose and is valued by both staff and the
Association.
We offer a wide range of training and development opportunities to all staff. Our staff
review/appraisal process encourages staff to think about training needs, the direction their
career might follow and how the Association might support their aspirations. We promote
healthy and active lifestyles for staff , having previously held the Grampian NHS “Healthy
Working Lives” highest level Gold Award and we are looking to develop a new “in house”
programme of activities to support this.
Partnership Working
Partnership working has always been important to the Association, and enables us to bring
together the complementary skills of organisations. We have many examples where we have
provided accommodation, and our partner voluntary organisation provides the support and
care. We work closely with local authority partners in areas such as strategy development and
support service provision.
The Association views successful partnership working as key to delivering on issues such as
the Government’s National Outcomes agenda.
North East Scotland has a successful track record of partnership working between local RSLs
and Local Authorities on a variety of projects such as the Devanha procurement programme
that delivered over 1300 new homes. Castlehill will continue to pursue opportunities to work
with partners to deliver on our objectives.

Independence
Over the last 4 decades, the Association has developed a distinctive identity and culture. We
have developed services based on areas of expertise and experience, for example, our work
with older people in sheltered housing led naturally to the development of Care and Repair
services for older and disabled owner-occupiers. We have continued to promote an ethos of
care and support in the work we do, taking business development opportunities based on our
perceived strengths and areas of expertise. Examples of this include our Key Project, which
has now been successfully providing a wide range of housing support for sixteen years and
our successful bid to take on Grampian Community Care Charitable Trust within Castlehill. A
crucial factor in the transfer of the Trust was our shared ethos and values.
Our Management Committee wishes to see Castlehill continue to build on past success and
have a long future as a strong independent organisation.
•

We are well respected by local partners and recognised for our commitment to
housing support.

•

Our tenants and other service users regularly report high levels of satisfaction with our
services

•

We have a strong financial management framework, and we have always been prudent
when evaluating risks and managing our finances.

•

We have favoured a policy of steady, measured growth and developed a stable
organisation with committed and motivated staff.

•

We have a simple governance structure, and a strong, supportive Management
Committee who are committed to our objectives.

•

We have established a group structure with parent and subsidiary companies allowing
us to undertake a range of activities contributing to our overall aims and objectives.

•

We are financially viable, but also aware that we must continually take steps to control
our unit management and maintenance costs, and thus demonstrate efficiency.

•

We have concentrated staffing resources on front line services, and we consider we
operate a lean, efficient “back room” service.

For all the above reasons, we consider our work can best be delivered by an independent
Castlehill, provided that we continue to focus on managing our costs as well as delivering a
quality service. We see no conflict between retaining an independent organisation whilst
working with partners to deliver on our objectives, as appropriate.
The sector in North East Scotland consists of a limited number of regional and national RSLs
rather than a large number of smaller community based Associations and we view the
retention of independent organisations as healthy situation enabling both customer choice
and benchmarking to improve services.
Opportunities
The Association will continue to consider opportunities for providing new developments or
services which are in accordance with our Core Values and Culture.

Equalities and Diversity
The Association is committed to the promotion of equalities and to combating discrimination,
direct or indirect in all areas of our work. Our Equalities and Diversity Policy was reviewed in
2016.
The Association is committed to complying with current anti-discrimination legislation,
regulations and good practice. All our staff receive training on equality issues.
We aim to ensure that in all our policies and decision making there is no unfair discrimination
on the grounds of gender, marriage or civil partnership status, age, ethnic origin, religious
belief, sexual orientation, disability or any other relevant ground.
We aim to make our services as accessible as possible and will endeavour to provide
information in appropriate forms for those requiring it.
Our approach to Equalities aims to ensure we can achieve the outcome stated in the Scottish
Social Housing Charter:
Social landlords perform all aspects of their housing services so that:
•

Every tenant and other customer has their individual needs recognised, is treated fairly
and with respect, and receives fair access to housing and other services.
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