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National Overview 2024/25 ~SHN

Seztands Heainleg Meba vk

e Tenant Satisfaction - Based on 70 new surveys, ® Housing Quality

tenant satisfaction has remained relatwely stable. - SHQS Compliance (16): Continued improvement - LAs 82.90%; RSLs

- Slight improvements noted in Overall Satisfaction (I11), 91.89%.

Communication (12), Quality of Home (17), Neighbourhood

- EESSH Compliance (€C10): High levels maintained - RSLs 95.86%;
Management (113) and Value for Money (125).

LAs 89.40%.

. Declines observed in: Keeping Tenants Informed (12),
Opportunities to Participate (I5), Repairs and Maintenance (112)
and Factoring (129).

- Gas Safety (111): Further improvement; failures nearly eliminated.

® Access to Housing

e Repalrs and Maintenance performance shows -Indicators (114, 116, 117) marginal decrease in turnover for RSLs.

divergence: ) _
. Sustained tenancies: stable for both RSLs and LAs above 91%

- Emergency repairs (18) are being completed faster by LAs 3.79
hours (4.29 last year); but slightly slower for RSLs 4.01 hours (3.59
last year).

- Slight increase in Lets to homeless applicants (C2):
- RSLs 41.97% (39.09% last year); LAs 50.43% (49.03% last year).

- Abandonments and evictions: unchanged; both RSLs and LAs

. Non-emergency repairs (19) show marginal deterioration: RSLs
gency rep (19) g below 1%.

8.35 days; LAs 10.10 days.

-Right First Time (110): slight reduction for RSLs from 88.09% to
87.11%; increase for LAs from 88.76% to 89.22%.
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National Overview 2024/25 r/SHN
® Rent Increases and Arrears ® Complaints Handling
- Rent Collection (126): Improved across the board; SHN average at - Complaints per 100 homes (113): gradual decrease; SHN average
100.15%. at 6.40 (6.57 last year).
- Current Arrears (127): RSLs 2.69%; LAs 5.20%. - Stage 1 Response Time: RSLs 3.89 days; LAs: 8.02 days.
- Former Tenant Arrears: Rising for LAs 3.40%; marginally - Stage 2 Response Time: RSLs 17.62 days; LAs: 27.09 days.

decreasing for RSLs 1.37%.
- LAs exceed SPSO targets (5 days for Stage 1, 20 days for Stage 2).

- Rent Increases (C5): overall decrease for RSLs 4.40% (6.16% last
year); increase for LAs 6.17% (5.75% last year).

e Void Management
- Re-let Times (130): slight rise - RSLs 40.39 days; LAs 78.11 days.

-Void Rent Loss (118): decreasing - RSLs 0.91%; LAs 1.68%.
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Comparator Organisations

Ardenglen Housing Association
Atrium Homes

Cadder Housing Association
Calvay Housing Association
Cassiltoun Housing Association
Easthall Park Housing Association
Forth Housing Association

Glen Housing Association
Hillhead Housing Association 2000
Larkfield Housing Association
North View Housing Association
Pineview Housing Association
Rosehill Housing Co-operative



Presenter Notes
Presentation Notes
Comparator Organisations 
No alt text provided

tableEx
No alt text provided

shape
No alt text provided

image
No alt text provided

image
No alt text provided


https://app.powerbi.com/groups/me/reports/99b9b039-9e6c-4b23-b333-533f742cc6fe/?pbi_source=PowerPoint

Tenant Satisfaction


Presenter Notes
Presentation Notes
Tenant Satisfaction
No alt text provided

image
No alt text provided

shape
No alt text provided

image
No alt text provided


https://app.powerbi.com/groups/me/reports/99b9b039-9e6c-4b23-b333-533f742cc6fe/?pbi_source=PowerPoint

D
Satisfaction Survey Method ’ r'SHN

Survey Date: Number of tenants surveyed: Survey Method:

September 2024 475 Face-to-face
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I1 Percentage satisfied with overall

service MSHN
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Overall Satisfaction
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Slight decline – below the average – question: increase in dissatisfied categories or in the “neither satisfied, nor dissatisfied”. What arrangements have thy got in place? 
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participate in landlords decision making ~""™
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Quality of Home (All Tenants)

® Hillhead Housing Association... @ All RSLs ® SHN Average
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Management of Neighbourhood
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Significant increase, bringing it above the averages.
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Value for Money
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Indicator 25 - satisfaction here is down marginally on our previous survey (76.36%). As our perfomance across the other
satisfaction indicators has either improved or stayed the same we believe that this is in part due to the wider economic
climate and the fact that so many tenants are struggling with daily living costs. We know from additional surveys and
our welfare rights service that many are concerned about the cost of energy and food in particular.
We have recently introduced the use of CX Feedback to allow us to gain a more nuanced and granular view of tenants
concerns and aspirations, and will use this to deliver greater insight to the value for money response with a view to
providing further support to those currently expressing dissatisfaction.
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Complaints
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All complaints (Stage 1 and 2). Volume below the average. Interesting to see how you follow the Model Complaints Handling Procedure (MCHP) specifically for the Scottish social housing sector.
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1st Stage Complaints
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Quick response time below average
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71% of stage 1 complaints are related to the standards of service or delays to provide a service.
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Able to resolve 38.6% of complaints, saving time. 40% Not upheld.
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2nd Stage Complaints
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15 days on average to resolve (down from 20) within SPSCO target response times.
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100% service related complaints 
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Moderate increase in volume but below average, peers and comparators – Being community based and having a good knowledge and quick response mechanisms must be a great help.
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90% cases resolved with advice
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Presenter Notes
Presentation Notes
We have 4 properties in abeyance re SHQS this is due to 4 tenants that have refused access to complete Scottish
Housing Quality Standards upgrade works. We will continue to try and gain access to these properties.
We have 1 failure relating to EICRs. The failure is due to the fact that the tenant has not provided access to allow our
contractor to complete the remedial works following an unsatisfactory EICR. The Association is in the process of
obtaining a legal order to gain access to the property to carry out the works.
In relation to EICR as a community based Housing Association, the office is based at the heart of your operational area. You have a sound knowledge of our stock through our day to day activities. Your staff team have a wealth of knowledge relating to the stock type and common issues within each house type.
All homes have been modernised with new kitchens, bathrooms, central heating systems, roofs, roughcast and new windows since 2006 and we have a planned renewal programme in place to replace components at the end of their life cycle.
You have an Estate Co – Ordinator in place, who carries out regular visits around the Estate and this includes
reviewing the external conditions of the properties.
During 2024 we commenced a programme of home visits to properties where we have identified that we have had little contact from tenants in recent times. This programme will continue during 2025. This helps us to identify any stock or repairs issues and act upon them accordingly, as well as picking up any welfare issues with the tenants themselves.
We have an established life cycle programme and also carry out regular cyclical maintenance on components including timber painting, gutter cleaning etc.
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Presenter Notes
Presentation Notes
Impressive response times - good performance below the averages hours to complete Emergency repairs, now 1.31!
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Presentation Notes
Impressive non-emergency response time – just over 2 days on average!
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Repairs Right First Time – above average and high percentage RRFT
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Surprisingly, significant drop in repairs satisfaction? Almost 10% drop Anything in particular? Any reasons mentioned?
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This gas service was completed 1 day late. Notifiable Event submitted at the time and a report presented to our Management Committee
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Housing Lists & Lets

C2.1 The number of lets to existing tenants 9

C2.2 The number of lets to housing list applicants 15

C2.3 The number of mutual exchanges 4
C2.4 The number of lets from other sources P
C2.5 The number of lets to homeless applicants 14
C2.6 Other nominations from local authorities 0
C3.1 General needs lets 40

C3.2 Supported housing lets 0
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Turnover – same levels as last year (37 voids)
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Presentation Notes
Offers Refused – increased to 20% - any particular reasons?
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Presentation Notes
Lets = C3 - Our agreement with East Dunbartonshire Council is void led, when we notify them of a vacancy they choose
whether they wish to make a Section 5 referral or provide nominations from their own housing list. They received 14 of
our 40 vacancies, and chose to make 11 Section 5 referrals and 3 nominations, therefore 35% of our vacancies were
available to statutory homeless households.
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Presenter Notes
Presentation Notes
C3 - Our agreement with East Dunbartonshire Council is void led, when we notify them of a vacancy they choose
whether they wish to make a Section 5 referral or provide nominations from their own housing list. They received 14 of
our 40 vacancies, and chose to make 11 Section 5 referrals and 3 nominations, therefore 35% of our vacancies were
available to statutory homeless households.
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Above the average rates.
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Presentation Notes
Indicator C4 - We note that 6 abandonments this year is higher than in previous years but can find no pattern or reason
for this and are satisfied the abandonment procedure was appropriate in each case.
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Significant decrease in the average days
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88% applications completed within the reporting year.
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N36 Not Low Demand relets
average relet time
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® Hillhead Housing Association... @ All RSLs ® SHN Average

20/21 21/22 22/23 23/24 24/25
Organisation Name 22723 | 23/24 | 24/25
Hillhead Housing Association 2000 26.51124.201| 23.40

SHM Average

44.07

41.53

386.35
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N43 Percentage satisfied with
standard of home when moving in [JSHN
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® Hillhead Housing Association... @ All RSLs ® SHN Average

100%
95%
90%
85%
80% 20/21 21422 22/23 23/24 24725
Organisation Name 22/23 23/24 24/25
Iz'll:ill';l;ead Housing Association 100.00% | 81.25% | 94.12%
IS
SHN Average 90.32% | 88.79% | 89.40%
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118 Percentage of rent due lost
through properties being empty "1 SHN
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Void Rent Loss

® Hillhead Housing Association... @ All RSLs ® SHN Average

1.5%

0.8% X

0.79%

0.65%

1.0%

0.6%
0.5%
0.4%
20/21 21/22 22/23 23/24 24/25
Organisation Name 22/23 | 23/24 | 24/25
0.2% :
4 Hillhead Housing Association 2000 0.46% | 0.329%10.35%
0.0% . All RSLs 1.13% | 1.05% | 0.91%

Pineview Easthall Forth  Arden.. Hillhead Atrium Calvay  Glen  Cadder Larkfield Cassilt.. Rosehill Morth
Housing Park  Housing Housing Housing Homes Housing Heousing Housing Houwsing Housing Housing  View
Associ.., Housing Associ.. Associ.. Assodi.. Associ.., Associ.. Associ.. Associ.. Associ.. Co-op. Housing

Associ... 2000 Associ...

0.60%
0.62%

0.35%
0.37%
0.39%
0.40%

0.22%
0.23%

0.10%
0.14%
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D

Landlord Report

Service Value for Money

Satisfaction: Average weekly rent
Overall Annual rent increase
Keeping informed Void relet time
Opportunities to Participate Void rent loss

SHQS Rent collected

Emergency repairs time
Non-emergency repairs time
Right first time

Repairs satisfaction

ASB cases completed
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Landlord Report " SHN

Scotland’s Housing Network

Organisation Name Overall Informed Involved SHQS Emergency  Non-emergency Right first Repairs Anti-social Rent Average Average Rent Void Re-let
satisfaction repairs repairs time satisfaction behaviour increase  rent 3-apt  rent - all collected  rent loss time

Forth Housing Association
Ardenglen Housing Association
Glen Housing Association

North View Housing Association
Easthall Park Housing Association
Pineview Housing Association

Calvay Housing Association

Hillhead Housing Association 2000 82.1 99.40 b - 3.30 104.14 105.37 101.04 0.35

Larkfield Housing Association

Rosehill Housing Co-operative
Atrium Homes

Cassiltoun Housing Association
Cadder Housing Association
East Dunbartonshire Council
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Landlord Report  2023/24
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Service vs Value for money

Landlord Report ~SHN

Scotland’s Housing Network

Comparison with Comparator Group
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Overall Summary

Tenant Satisfaction

 |Improved overall and above averages.

* Declined for “opportunities to participate”.

Complaints

* Volume of complaints and average times to
respond are below averages and improved from
last year’s rates.

Housing Quality & Safety

 SHQS compliance remains very high at 99.40%
Above all averages.

e 1 gas safety compliance failure.

Repairs & Maintenance

* Repairs performance is impressively better than
the averages and showing improving trends.

Access to Housing

Stock turnover marginally decreased (5.6%
- 5%)

Increasing trend of refusals, currently at
20% but still below the averages.

Lets to homelessness (35%) above peers
but below RSLSs average.

Sustainment rates above 92%

Rent & Financial Performance

Weekly rent levels and increases remain
below averages.

Rent collection above 100%

Arrears decreasing and below averages.
Increase relet times slightly above averages
but low void rent loss.
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FERRERIEENESSE

e New Business Intelligence Tools utilising
Microsoft Power Bl

® Integrated into SHN website and accessible
to all SHN members

e Create bespoke reports using our
interactive dashboards, including:

Annual Return on the Charter (ARC) Chart Generator
ARC Table Generator

Annual Network Indicators thematic dashboard
Quarterly Benchmarking Chart Generator
Homelessness Chart Generator

Housing Revenue Account (HRA) Tool

® |ntention to build thematic dashboards for
ease of reference

® sHas
® Rent arrears
o Repairs etc.
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®
Communities of Practice

» Asset Management and e Performance and Service
Development Improvement

e Community and ® PRS Homelessness
Resident Engagement

® Private Sector Housing

* Data Users ® Repairs and Maintenance -

® Homelessness ® Rural Housing

* Housing Management o < 5 4 Link Officers

¢ Local Housing Strategy Specialist Housing and

®* Mid-Market Rent Support

® \Welfare Reform
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Membership Offer

e Communities of Practice

® Data Insights and Benchmarking
® Value for Money

® Development Value for Money
e Self-Assessment Tools

® Exclusive Publications and Guidance
Documents

® Training
® Private Sector Services
® Welfare Reform Services

® Data Validation Services
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Scotland’s Housing Network
5 South Charlotte Street

Edinburgh

EH2 4AN

T: 01315819222
E: info@scotlandshousingnetwork.org

Scotland’s Housing Network W: www.scotlandshousingnetwork.org

W @ScotHousingNet
Kl facebook.com/scotlandshousingnetwork
B Linkedin.com - Scotland's Housing Network

Contact Us
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