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Overall summary - 2023
Highlights

Few service complaints, prompt timescales to respond to Stage 1 complaints 

Relatively few anti-social behaviour cases per 100 homes

Continued strong SHQS compliance – addressing EICR

Near 100% compliance with EESSH

Prompt timescales for both emergency and non-emergency repairs despite challenges nationally

High proportion of repairs completed Right First Time, significant improvement in repairs satisfaction

Very low level of refusals

Continuing strong performance in rent collection, current arrears continuing to decrease

Vast majority of current arrears at year end of lower value

Relet times now back to pre-pandemic levels – many organisations struggling this year

Very high satisfaction with Standard of Home when moving in



Overall summary - 2023
Areas for attention?

Increase in average timescales for Stage 2 complaints

Still some gas safety fails this year

Lower proportion of lets to homeless households – some lets to others – Ukraine Resettlement?

Reduction in tenancy sustainment this year, with all tenancies not lasting 12 months from lets to 
homeless households

Medical adaptations average timescales have increased – delays due to OT info, third part work

Relatively slight increase in former tenant arrears but remains low
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