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INTRODUCTION

Welcome to Port of Leith Housing Association’s
Landlord Report. This is the second time that we
have reported on how we are performing against the
Scottish Social Housing Charter (The Charter).

The Charter aims to improve the quality and value of
the services that social landlords provide. It aims to do
this by:

e stating clearly what tenants and other customers
can expect from social landlords, and helping them
to hold landlords to account

e focusing the efforts of social landlords on achieving
outcomes that matter to their customers

e establishing a basis for The Scottish Housing
Regulator to assess and report on how well
landlords are performing.

The Charter places a duty on the Association to
produce a report to demonstrate to customers how
we are performing both well and where performance
is not on target. This year we have also included how
we compare to other social landlords operating in
Edinburgh. This will give you the opportunity to assess
how we have been performing over time and comment
on how we can improve.

The Association has developed this report in
consultation with a group of tenants, to allow our
customers to see what we have in place to ensure we
meet the Charter Outcomes.

We would like to hear from you on how you think we
are performing, as well as any ideas about how we can
improve our service in the future.

Keith Anderson
Chief Executive



Performance Indicators

1w Meeting or exceeding
( 9 our target

| Falling slightly short

of our target

o

Failed to meet our
target and need to
improve

How did we do in previous years?

Performance area 2012/13 | 2013/14 | 2014/15 | Target How did we
2014/15 doin
2014/15
Tenant satisfied with overall
93.40% 88.79% 93.08% 90%
service
Tenants who feel their
landlord is good at keeping 94.75% 92.32% 91.59% 90% @
them informed
Tenants satisfied with
opportunities given to them
to participate in their N/a 82.02% | 83.25% 80% @
landlord’s decision making
processes
Homes meeting the Scottish
Social Housing Standard 2057 2091 2317 2431 @
Average length of time taken
N/a 3.27 8.01 12.5
to complete emergency hours hours hours
repairs
Average length of time taken
to complete non-emergency N/a 9.3 days | 9.2days | 20days @
repairs
Reactive repairs carried out
in the last year completed N/a | 9160% | 92.68% | 96.75% @
first time
Tenants who have had
repairs carried out in the last
P 88.96% 87.51% 87.68% 90% @

12 months satisfied with the

service




How did we do in previous years?

Performance area 2012/13 | 2013/14 | 2014/15 | Target How did we
2014/15 doin
2014/15

Number of anti social
behaviour cases resolved

N/a 38.61% 56.15% 65%
within locally agreed targets

in year

Average length of time to

34.05
relet properties in the year 30days | 23days days 35 days
Rent loss through properties
0.68% 1.19% 0.91% 1%

being empty in the year

Rent collected from tenants
as a % of total rent due in the | 99.56% 99.14% 99.67% 98%

reporting year

Tenants satisfied with the
standard of their home when 79% 91% 90.57% 80%

moving in

Existing tenants satisfied with

0, 0, 0, 0,
the quality of their home 86.56% 84.30% 89.71% 85%

Tenants satisfied with the
management of the 83.36% 83.52% 85.43% 90%

neighbourhood

New tenancies sustained for

more than one year 90.03% 93.33% 96.34% 90%

Tenants who feel that the

rent for their property

Q000 0 000

87.29% 85.52% 91.34% 80%
represents good value for

money




How did our performance in 2014/15 compare
with other Landlords?

reporting year

Our
City of Dunedin | Castlerock Prospect Port of Performance
eI AR Edinburgh | Canmore | Edinvar H/'-)\ Leith | Scottish | against the
Council HA HA HA Average | Scottish
average
Tenants satisfied with 90.11% | 89.56% | 78.79% | 87.56% [ 93.08% | 88.09% @
overall service
Tenants who feel their landlord i
;O“;;:tvkve:p;egth:; iir;ori;eljs 75.5% 92% | 67.77% | 95.28% [ 91.59% | 89.33% @
Tenants satisfied with
opportunities given tothem to
participate in their landlord’s 65.99% 76.44% 74.12% 93.26% [ 83.25% | 79.58%
decision making processes
Homes meeting The Scottish
Housing Quality Standard 75.3% 99.33% 93.25% 97.28% [ 95.31% | 92.25%
A length of time taken t
cvsr:iifetinfme?gemj rae;;irso 422hrs | 3.06hrs | 23.99hrs | 2.02hrs J§8.01 hrs | 5.85hrs @
Average length of time taken to
! | 8.01days | 4.24days | 11.71 days | 2.74 days j§ 9.2 days | 7.88 days
complete non emergency repairs
Reactive repairs carried out in the
last year completed right first 82.38% 90% 88.13% 96.76% W 92.68% | 90.24% @
time
Tenants who have had repairs
carried out in the last 12 months | 85.05% 87.37% 67.86% 94.11% [ 87.68% | 89.31% @
satisfied with the service
Number of anti social behaviour
cases resolved within locally 52.08% 83.06% 64.54% 89.25% [ 56.15% | 83.16% @
agreed targets in year
A length of time torelet
verage [ength OFLIME 1OTEIL | 4 o7 4. [29.42 days | 32.54 days | 1437 daysl **% |36.85 days
properties in the last year days
Rent loss th h ti
bz?ngoc:;pt;OiigtherZEte;elaers 0.6% 0.83% | 055% | 031% [ 091% | 1.14% @
Rent collected from tenants asa
% of total rent due in the 99.24% 105.27% | 100.29% 99.58% [ 99.67% | 99.46% 9




How did our performance in 2014/15 compare
with other Landlords?

value formoney

Our
City of Dunedin | Castlerock Prospect Port of Performance
P AT A Edinburgh | Canmore | Edinvar HIF-: Leith | Scottish | againstthe
Council HA HA HA Average | Scottish
average
Tenants satisfied with the
standard of their 71.43% 81.08% 90% 93.33% [ 90.57% | 86.05% @
home when moving in
Existing ti ts satisfied with th
XSHNG fenants SSUSHEC WIS g9 1500 | 88,670 | 85.6% | 90.89% [89.71% | 85.84%
quality of their home
Tenants satisfied with the
management of the 88.95% 80.44% 82.18% 92% 85.43% | 84.91% @
neighbourhood
New tenancies sustained 91.66% | 91.03% | 92.72% | 91.09% J96.34% | 88.82% @
formore than one year
Tenants who feel that the rent for
their property represents good 65.13% 82.89% 72.73% 90.44% W 91.34% | 76.79% @




Tenants satisfied with overall service

Target| Performance

93 93.08%

How are
we doing?

What are we doing to improve?

repairs and have works undertaken.

Although we have reached our target, plans are in place to further improve our
repairs reporting process and provide a wider range of times for tenants to report

We always welcome suggestions on ways to further improve our service.

Tenants who feel their landlord is good at keeping them

informed

Target| Performance

90 91.59%

What are we doing to improve?

We have performed better than our target, although it is a lower figure than
previous years. We have established a Tenants’” Communication Group to look
at ways we can improve how we can engage with you and keep you informed.




Tenants satisfied with the opportunities given to them to
participate in their landlord’s decision making processes

How are
Target| Performance we doing?

80 83.25%

What are we doing to improve?

Although we have performed better than our target, we believe there is room
for further improvement. We have established a Tenants” Communication Group
to look at more innovative ways to engage with tenants and to encourage

involvement with the Association, including recruiting tenant inspectors to help
inspect some of our services.




Homes meeting The Scottish Housing Quality Standard

Target Performance How are
& we doing?

2431 (total social rented stock

including exemptions and 2317

abeyances)

What are we doing to improve?

The Association has now achieved full compliance with the Scottish Housing
Quality Standard (SHQS) for all of our properties that we can gain access to and
have full control of common areas. However, there are 114 properties which are
classed as ‘Exempt’ or ‘In Abeyance’ where we have been unable to gain access
from tenants or get agreement from private owners in mixed ownership stairs.
This means we have achieved 95.31% compliance compared to our total number
of social rented properties. We will continue to work with tenants and private
owners to carry out the required works as soon as possible.

Average length of time taken to complete emergency repairs

Target Performance

Combined target 12.5 hours
8.01 hours

4 hours for Emergency Repairs
24 Hrs for Immediate repairs

What are we doing to improve?

We have 2 classifications for emergency repairs with individual targets as detailed

below:

e 4 hours for Emergency Repairs (946 No. repairs in the year) - our performance
average was 2 Hrs 38 minutes.

e 24 hours forImmediate repair (717No. repairsin the year) - our performance
average was 15 Hrs 7 minutes

We have reduced our target for attending to emergency repairs down from 4

hours to 2 hours with effect from April 2015.




Average length of time taken to complete non emergency
repairs

Target Performance

20 days 9.2 days

What are we doing to improve?

We are implementing changes to the process for customers reporting repairs to
the Association which will enable an appointment given to the customer at the
first point of contact. From April 2015, we have introduced 2 hour appointment
slots for repairs and an extended the availability of appointments up until 8.00
pm Monday to Fridays and from 8.00am to 5.00 pm on Saturdays.

We have reduced our target for completing non emergency repairs down from
20 days to 15 days with effect from April 2015.




Reactive repairs carried out in the last year completed right
first time

How are
Target Performance

we doing?

96.75% 92.68%

What are we doing to improve?

Although there has been an improvement from 2013/14 we have still to meet
our target of 96.75%.

We are working with our contractor to improve the diagnosis of the repair at
the first point of contact with the customer. This will enable a better diagnosis of
the repair required, ensuring that the correct resources and materials are made
available to complete the repair ‘right first time’.

Tenants who have had repairs carried out in the last 12
months satisfied with the service

Target Performance

90% 87.68%

What are we doing to improve?

Although there has been an improvement from 2013/14 we have still to meet
our target of 90%.

We have made changes to the process for customers reporting repairs to the
Association. The provision of extended appointment times and the improved
diagnosis of the repair at the first point of contact have all been implemented
in 2015. This will improve in those areas where our customers feel that our
performance has not been meeting their expectations.




Number of anti social behaviour cases resolved within locally
agreed targets in the last year

How are
Target Performance

we doing?

65% 56.15%

What are we doing to improve?

We have reviewed our procedures for dealing with anti social behaviour
complaints during 2015 which will see our performance improve in this area.

Average length of time to relet properties in the last year

Target Performance

35 days 34.05 days

What are we doing to improve?

Although we performed slightly better than our target, we have carried out a
full review of our void management policy and procedures in 2015 to help us
improve our performance.




Rent lost through properties being empty in the last year

Target

How are
we doing?

Performance

1%

0.91%

What are we doing to improve?

We performed slightly better than our target for rent loss but aim to improve
further and have reviewed our void management process with the aim of helping
us to reduce void time and associated rent loss.




Rent collected from tenants as a % of total rent due in the
reporting year

How are
we doing?

Target Performance

98% 99.67%

What are we doing to improve?

Our performance in this area is good and we will continue to look for ways to
ensure that our rent collection and arrears management processes are as good
as they can be and have reviewed these during 2015.

Tenants satisfied with the standard of their home when
moving in

Target Performance

80% 90.57%

What are we doing to improve?

We did better than our target but there is still room for improvement. We are
reviewing our relet standard for our empty properties to ensure that they meet
an agreed minimum standard.




Existing tenants satisfied with the quallity of their home

Target Performance

85% 89.71%

What are we doing to improve?

We have done better than our target but there is room for improvement. We
have a programme of planned maintenance and improvements to our properties
to ensure we maintain them to a high standard.




Tenants satisfied with the management of the

neighbourhood
Target Performance AT ENE
g we doing?
90% 85.43%

What are we doing to improve?

We have improved our performance in this area over the last 3 years but are still
below our target. We have reviewed our anti social behaviour procedures to help
us manage these better and have introduced planned estate management visits
to improve the environment. We will continue to work closely with the Council
so that further improvements to our neighbourhoods are made, particularly in
areas where we do not have sole control.

New tenancies sustained for more than one year

Target

How are
we doing?

Performance

90%

96.34%

What are we doing to improve?

The number of tenancies where the tenant remains after a year continues to
increase. We have established a post of tenancy sustainment officer whose job
it is to help people settle into their tenancies and assist with essentials such as
furniture and floor coverings. We also have staff to provide money and welfare
advice which can help tenants sort out money problems that otherwise might
have seen them giving up or abandoning their tenancies.




Tenants who feel that the rent for their property represents
good value for money

How are
Target Performance we doing?

80% 91.34%

What are we doing to improve?

We have exceeded our target in this area but are keen to ensure that our
rents continue to represent good value for money. We have a programme of

improvements to help ensure that our properties are in good condition and
remain good value for money for the rent you pay.
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Your feedback is highly important to Port of Leith Housing Association.
If you feel there are areas within this report where we can improve,
please let us know.

=

PORT OF LEITH

HOUSING ASSOCIATION

108 Constitution Street, Leith, Edinburgh EH6 6AZ
Telephone:
Repairs 0808 100 0403
Housing and other Enquiries 0131 554 0403
Facsimile 0131 555 1504
Email: info@polha.co.uk

Scottish Charity Number SC027945
Property Factor Reg: PF000283

If you need the report in a different format or language,
please contact us on 0131 554 0403 or email info@polha.co.uk
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