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Our members

We have over 120 Local Authorities
and Registered Social Landlords as

members and we have experienced
significant growth in recent years.
Almost two thirds of social landlords
in Scotland are our members which in
turn represents almost 90% of the
sector by stock.

% of social housing
SHN Members 2015/16 Count stock in Scotland

Housing Association &

Cooperatives 34%

Local Authorities
Total Members 125
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Content & Charter
outcomes

= Context

= Customer satisfaction

= Housing Quality

= Maintenance

= Access to Housing and Support
* Neighbourhood and Community
= Getting Good Value from Rents

= Summary Landlord Report
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= Describe key features of your performance

= |dentify areas of strength and for improvement

Purpose of visit

= |dentify your priorities for action

= Give opportunity to learn
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Improvements

= Repairs timescale for both emergency and non-emergency repairs

= Gas safety

Key sector headlines |
for 2015—16 = Void rent loss

= Satisfaction with standard of home when moving in
= ASB cases resolved within locally agreed targets
= Average time to complete aids and adaptations

= Meeting SHQS

Areas for concern

= The number of evictions
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=Forth Housing Association

=Calvay Housing Association

=Cassiltoun Housing Association

Pe e r g ro u p =Dalmuir Park Housing Association

=East Kilbride and District Housing Association
=Easthall Park Housing Cooperative
=Muirhouse Housing Association

=North View Housing Association

*Pineview Housing Association

=Wellhouse Housing Association

=Wishaw and District Housing Association
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Context

Indicator C17: House type

%
High Rise
House
Tenement
4 in a block
Maisonette or other

[ 41 |

Forth HA

(" C17 High rise percentage

c C17 House percentage

c C17 Tenement percentage

¥ C17 4in a block percentage

& C17 Other flat or maisonette percentage
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Medium
Urban RSLs

RSL average
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Forth HA Medium
Urban RSLs

25
47 i}
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Context

Indicator C17: Stock size

RSL average

c C17 1 apt percentage
(© C17 2 apt percentage
c C17 3 apt percentage
@ C17 4 apt percentage Scotland’s

Heel
@ c175+ apt percentage N:ttJ\fllglgk
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Context

Indicator C17: Stock age

Pre 1919
1919 — 1944

1965 — 1982
1983 — 2002
Post 2002

| FHA
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C19 pre 1919 percentage
@ C19 1919-1944 percentage
(© €19 1945-1964 percentage
& C19 1965-1982 percentage
& C19 1983-2002 percentage
@ C19 Post 2002 percentage
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Forth HA Medium
Urban RSLs

Context

Indicator C1: Staff details
RS| average

39

% [ FHA |

Care & support - @ C1 Percentage of staff care and
. support

- (' C1 Percentage of staff concierge

Direct labour € C1 Percentage of staff direct labour
. » Scotland’s
Office based @ C1 Percentage of staff office based Housing

T @ C1 Percentage of staff senior Network
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% Staff turnover
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% of stock that is ‘low demand’

FothhA | o | o | o |
Peergrop | 16 | 16 | 16 |
RsLAverage | 65 | 76 | 67 |




Your partner in housing

cotland’s

S
Housing
Network

u0IE1R0SSY BUISNOH 19L1351Q PUE 3pLG|| 1563

uoLeI0ssY uIsnoH asnouyINil

uoxeI0ssY SuISNOH M3IA YUON

uoweI0ssy uisnoH yuo4

uoeI0sSY SUISNOH JJed Jinwieq

uoeI0SSY BuISNOH M3IA3UId

Organisation

uoLeI0ssY SuISNOH 3SNoUY|BM

C17: Average weekly rent

uoyeIossy SuIsnoH unoyjissed

uoLeoSSY SUISNOH 12151 PUB MBYSIM

uoyepossy 3uisnoH Aeajed

anyesadoo) SuisnoH yed |leyisel

100
S0
80
70
60
50

Context 17: Average weekly rent

4+
x
Q
4+
C
O
@)

£68.68
RSLAverage | £73.63 | £77.16 | £7




Average weekly rent

80

Context |

Context 17: Average weekly rent
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2013/14 | 2014/15 |2015/16 50
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= Tenants surveyed: 242

Satisfaction

= Method: Face to face

* Date: June 2013
Survey details
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11: Overall Satisfaction
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Indicator 1: Percentage of tenants
Forth HA

satisfied with overall service.

Satisfaction

Peer group
RSL Average




13: Keeping tenants informed

Satisfaction

keeping them informed about their
services and outcomes )

Indicator 3: Percentage of tenants
who feel their landlord is good at
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19: Standard of home when
moving in
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116: Repairs Service

Satisfaction

Indicator 16: Percentage of 0
tenants who have had repairs or

maintenance carried out in last 12

months satisfied with the repairs 0

and maintenance service.
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133: Factoring service
100

B0
Satisfaction ;
Indicator 33: Percentage of
factored owners satisfied with the
factoring service they receive.
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Forth Housing Association
Cassiltoun Housing Association
Morth View Housing Association
Pineview Housing Association
Wellhouse Housing Association
Calvay Housing Association

2013/14 2014/15
Peer group - B s
RSL Average Organisation Housing

Network
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Easthall Park Housing Cooperative
Dalmuir Park Housing Association

Wishaw and District Housing Association




Satisfaction

Summary

Positives Areas for concern?

»Well above average results in
satisfaction with the whole range of
services reported — excellent result!

» Caution about some feedback
based on perceptions as opposed
to facts — no room for complacency

» Satisfaction survey was carried out
via a face to face method — good
response rate was generated and a
personal service re-enforced;
effective, pro-active
communications with tenants about
respective responsibilities of Forth
HA and the local Council

»Satisfaction levels with factoring
service at 100% which is
unprecedented at national level
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I7: SHQS
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Quality &
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18: Properties at NHER
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Indicator 8: Percentage of
properties at or above the
appropriate NHER or SAP ratings
specified in element 35 of the
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Repair timescales:

Indicator 11 & 12 timescale trend
comparison

ndicator11. | 2.2 | 21 | 2.0 |
ndicator12 | 5.4 | 58 [ 53 |

Repair timescales

10

Days [ Hours

i}
Charter 2013-14

Charter 2014-15
Survey
Question
111 Average length of time taken to complete emergency repairs

< 112 Average length of time taken to complete non-emergency repairs

Charter 2015-16
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Indicator 13: Percentage of
reactive repairs carried out in the
last year completed right first time

ForthHA | 943 | 937 | 978
RSLAverage | 88.6 | 90.6 | 913

113: Repairs right first time
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115: Gas safety record
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Indicator 15: Percentage of
properties that require a gas safety
record which had a gas safety check
and record completed by the
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116: Repairs Service

Housing "
Quality & |
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Indicator 16: Percentage of 0
tenants who have had repairs or

maintenance carried out in last 12

months satisfied with the repairs 0

and maintenance service.
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complete medical adaptations
during the reporting year.

RSL Average




Housing
Quality &
Maintenance

Positives Areas for concern?

» Excellent culture informed by
decision based on own assessment
—would | as a customer accept this
standard which also includes an
attitude that RFT is more important

than doing work fast.
Summary

Scotland’s
Housing
Network
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Access

Housing lists & lets

= CHR in place: No

= Suspensions: 7

= Applicants: 692

= New applicants: 522

= General needs Lets: 68
= Supported lets: 0

= Mutual exchange: 21

Scotland’s
Housing
Network

Your partner in housing



121: Vacant houses
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Forth HA Medium
Urban RSLs

Access

21

Indicator C8: The percentage of
lets during the reporting year by
source of let.

RSL average
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120: Tenancy sustainment

Indicator 20: Percentage of new )
tenancies sustained for more than
a year; all sources of let.
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120: Tenancy sustainment -
statutory homeless

Indicator 20: Percentage of new )
tenancies sustained for more than
a year; statutory homeless.
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Positives Areas for concern?

» Excellent allocation policy and *

ACCeSS tenancy sustainment

»Very low refusals

Summary

Scotland’s
Housing
Network
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Neighbourhood

1st stage ‘ 2nd stage

& Community
Forth HA All | Forth HA All
Responded 41 25
Complaints summary Stage 62% 86% 38% 14%
% upheld 54% 55% 28% 51%
In timescale 98% 86% 100% 85%

Complaints report published?
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. Cases

NelghbourhOOd Number of ASB cases 81

& CO Mmun Ity Prevalence (per 100) 10.8 8.4
Targets used

Anti-Social behaviour summary Within 1 week 0.4%
Within 1 month 67.2%
Within 3 months 18.5%
Within 1 year 13.9%
Timescales
Within 1 month 74%
Within 3 months 17%
Longer 9%

Scotland’s
Housing
Network

Your partner in housing
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C17: Average weekly rent
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Getting good
value from %

rents and
service charges ~
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Average weekly rent

80

Getting good

value from /"—

rents and

service charges -

Context 17: Average weekly rent
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C21: Weekly rent increase

Getting good
value from :
rents and

3

service charges .
2

Context 21: Percentage average 1
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C22: % rent direct

Getting good

value from

rents and

service charges .
Context 22: Percentage of

households for which landlords are

paid housing costs directly
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C22: % value of rent direct
75

Getting good

value from °

rents and )

service charges .
30

Context 22: Percentage value of s

the direct housing payments

received in the reporting year.
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Muirhouse Housing Association

Wishaw and District Housing Association
Dalmuir Park Housing Association
Pineview Housing Association

Cassiltoun Housing Association

Easthall Park Housing Cooperative
Calvay Housing Association

Wellhouse Housing Association

North View Housing Association
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131: Gross rent arrears

10

Getting good
value from :
rents and

service charges .

Indicator 31: Gross rent arrears (all
tenants) as at 31 March each year
as a percentage of rent due for the
reporting year.

R

=]

tion
tion
tion
tion
tion
tion
tion
tion

c
=]
=1

1a
1a
1a
1a
1a
1a

1a
1a
1a

Muirhouse Housing Associ
Forth Housing Assoc
Pineview Housing Association
Cassiltoun Housing Assocl
Easthall Park Housing Cooperative
Calvay Housing Assoc
Wellhouse Housing Assoc
MNorth View Housing Assoc

Dalmuir Park Housing Assoc

ForthHA | 220 | 239 | |
4.21 ,
organston Housing

Network
Your partner in housing

Wishaw and District Housing Assoc
East Kilbride and District Housing Assocl




131: Current arrears

Getting good

value from :

rents and 3

service charges .
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Indicator 31: Current rent arrears 1

(all tenants) as at 31 March each

year as a percentage of rent due for

the reporting year. 0
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Getting good
value from
rents and
service charges

Indicator 31: Current rent arrears
(all tenants) as at 31 March each
year as a percentage of rent due for
the reporting year.

ForthHA | 173 | 162 | 139

131: Current arrears trend
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Charter 2013-14 Charter 2014-15
Year
Organisation
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Charter 2015-16
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131: Former arrears

W oo~

Getting good r
value from .
rents and §
service charges
Indicator 31: Former rent arrears g:
(all tenants) as at 31 March each 0.
year as a percentage of rent due for g
the reporting year. ‘
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C23: rent arrears written off
100

Getting good
value from .
rents and

service charges .
Indicator C23: Percentage of
former tenant rent arrears written
off at the year end.
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Getting good rorth wediam
value from
rents and
service charges

Urban RSLs

Leal action process All RSLs

As a percentage of lettable stock

% | FHA
Evictions “
Decrees
Court actions granted @ C12 Number of evictions C12.2 Orders for recovery of possession granted @tsl?r?gd s
NOPs @ 24.1 Number of court actions initiated > C12.1 Notices of proceedings issued Ng}ggﬂimg




135: Time to re-let properties
20

Getting good
value from .
rents and

13
service charges
12
Indicator 35: Average length of
time taken to relet properties in the
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134: Void rent loss

Getting good
value from
rents and

service charges .
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Indicator 34: Percentage of rent 0.2
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134: Void rent loss

1.2

Getting good

value from \Q

rents and
service charges

Indicator 34: Percentage of rent
lost through properties being
empty in the last year
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Getting good
value from
rents and
service charges

Summary

Positives

Areas for concern?

» Excellent rent collection, low voids
and re-let time as well as relatively
low arrears.

»Valuing complaints — excellent
culture supporting dealing with
complaints

» keep a watchful eye on proportion
of complaints going to second
stage, but all dependant on
interpretation of categories of
complaints and level of
investigation required — both of
which are currently not understood
across the sector.

Scotland’s
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Landlord report

112 Time
111 Time taken to
13 Satisfied 16 Satisfied taken to complete 116
11 Satisfied  with keeping with 17 Properties complete non- 113 Repairs 114 Satisfaction 119 ASB cases 135 Time to
with overall tenants opportunities meeting emergency emergency right first Appointment with repairs resolved C17 Average (C21 Rent 130 Rent 134 Void rent re-let
service informed to participate SHQS repairs repairs time s kept service within targets weekly rent increase collected lost properties
Calvay Housing Association 94 95 80 97.95 2.39 3.11 98.81 90.28 68.13 1.5 99.46 0.28 11.15
Cassiltoun Housing Association 9% 95 99 9938 1.89 3.41 94.29 95.19 82.89 70.75 2.5 100.06 0.16 7.92
Dalmuir Park Housing Association 91.86 97.67 93.6 96.32 1.63 3.02 92.91 85.22 94.44 742200000 100.84 0.96 24.05
East Kilbride and District Housing
Association 86.45 89.35 76.13 88.01 5.36 4.48 96.16 97.84 97.2 72 82 1.8 97.45 5.08
Easthall Park Housing Cooperative 93.48m 2.6 3.74
Forth Housing Association 93.8 95.04 91.32 99.08 2 5.32
Muirhouse Housing Association 89.82 92.04 8363 100 553 2.98
North View Housing Association 90.37 93.7 92.96 99.4 2.27 3.05
Pineview Housing Association 93.81 96.02 8319, 100 1.95 2.54
Wellhouse Housing Association 84.94 87.35 80.42 93.73 2.12 3.79

Wishaw and District Housing
Association 90 92.09 68.97 87.23 2.85 90.48 97.37 68.73 2.5 100.02 0.09 4.96




Summary
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Summary

Service v _Value for money

Comparison with peer group

2014-15

Improvement?
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Overall
summary

Positives

Areas for concern?

»Carry on doing what is being done
»Never being complacent
» Challenging each other

» ALL staff — including the director,
involved and being seen to be
involved in delivery of services on the
ground

»Instilling culture of credibility vs
unrealistic expectations

»Stable, committed, experienced staff
group who enjoy positive relatlonshg:)s,
solid track record: what we say, we do.

»Being tough but honest

»Measuring KPlIs is just one part of
assessing performance — Staff welfare
is also important!

» It would be easy to become
complacent
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Scotland’s Housing Network
First floor, 19 Haymarket Yards
Edinburgh

EH12 5BH

T: 0131 466 3710
E: info@scotlandshousingnetwork.org

SCOtlaﬂd ,S W: www.scotlandshousingnetwork.org

HOUSIng ¥ @SHBVNetwork
Network E3 facebook.com/scotlandshousingnetwork

Your partner in housing B Linkedin.com — Scotland’s Housing Network




