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Increase and above the Peer and RSL averages
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Stable – moderate increase
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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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Significant increase, bringing it above the averages.
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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.

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


Presenter Notes
Presentation Notes
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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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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Presentation Notes
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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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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Impressive response times - good performance below the averages hours to complete Emergency repairs, now 1.31!
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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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Turnover – same levels as last year (37 voids)
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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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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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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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Rents – slightly below RSL average
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Rents increase below average and peers
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Rent Collection at 101.04% (in the sector we saw over 100% due to 53 weeks, etc). 
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Arrears decreasing and below averages. 
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Stable levels of tenants terminating with arrears.
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Stable levels – slightly below average
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Higher write off.
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23% of tenants at year end were in arrears, of those 16.02% below £500
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Increase to 33 days – below RSL average
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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.
• 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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