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INTRODUCTION

Welcome to our Landlord Report for 2016/17. This is
where we report 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 we as a social landlord provide to
customers.

In this report we aim to:

e state clearly what tenants and other customers
can expect from us as their landlord

e focus our efforts on achieving results that matter
to our customers

e provide a basis for The Scottish Housing Regulator
to assess and report on how well we are
performing as a landlord

This report contains information on areas where we
are performing well, where performance is below
target and how we compare against the Scottish
average.

We are thrilled to see that there are high levels of
satisfaction in most areas of our service and will
continue to work hard at delivering a high quality
housing service where customers feel they are getting
value for money.

| am interested to know how you think we are
performing and welcome your ideas on how we can

improve our services in the future.

Keith Anderson
Chief Executive
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How did we do in previous years?

Trend Indicators

9 Improving

G Static or Variable

o

Deteriorating

Performance area 2014/15 | 2015/16 | 2016/17 Trend
Tenants satisfied with overall service 93.1% 88.3% 92.5% @
Tenar\ts who fe..'el their landlord is good at 91.6% 94.1% 93.5%
keeping them informed
Tenants satisfied with opportunities given to
them to participate in their landlord’s decision 83.3% 76.0% 77.9% @
making processes
Hom.es meeting the Scottish Social Housing 100% 100% 100%
Quality Standard
Homes meeting the EESSH ( Energy Efficiency o o
Standard for Social Housing) Na 86% 85.5%
Average length of time taken to complete 8.0 2.8 14
emergency repairs hours hours hours
Average length (?f time taken to complete non- 9.2days | 6.7 days | 4.1days
emergency repairs
Reactive rep.alrs _carrled out in the last year 92.7% 93.2% 96.4%
completed first time
Tenants who have had repairs carried out in o o o
the last 12 months satisfied with the service 87.7% 84.9% 88.4%
Number of anti social behaviour cases
resolved within locally agreed targets in the 56.2% 60.0% 69% @
last year
Average length of time to relet properties in 34.1 34.8 24.8
the last year days days days
:{::'lcalsts\sﬂ:::ough properties being empty in 0.9% 1.0% 0.6% @
(V)
Rent collected from tenants as a % of total 99.7% 100.5% 100.3% @

rent due in the reporting year
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property represents good value for money

Performance area 2014/15 | 2015/16 | 2016/17 | Trend
Tenants satisfied .Wlt}.’l the standard of their 90.6% 84.8% 85% 9
home when moving in
EX|s.t|ng tenants satisfied with the quality of 89.7% 91.9% 90%
their home
Ter?ants satisfied with the management of the 85.4% 82.6% 83.4%
neighbourhood
New tenancies sustained for more than one 96.3% 94.5% 98.4% @
year
Tenants who feel that the rent for their 91.3% 87.1% 38.3% 9

The Association enjoys taking part in the annual Leith Gala Day event in June 2016
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How did we perform in 2016/17 compared to the Scottish
average?

Comparison Indicators for 2016/17

@ Performing as well as, or better than, other social landlords

@ Falling slightly short of other social landlords’ performance

@ Performance below that of other landlords and need to improve

Please note that the table below is primarily to show how we compare against the Scottish
average (highlighted under the blue headings).

. . On Target
Qty of Dunedin Cast}erock Prospect Scottish ~ against
Performance Area Edinburgh | Canmore Edinvar .
: CH Average  Scottish
Council HA HA

average

&
&
v
O
O
&
O

Tenants satisfied with

. 89.4% 93.65 96.69% 93.1% | 92.5% |89.71%
overall service

Tenants who feel their
landlord is good at 91% 93.4% 99.2% 95.9% [ 93.5% | 91.1%
keeping them informed

Tenants satisfied with
opportunities given to
them to participate in 81.5% 84.3% 98.6% 90.3% | 77.9% | 83.8%
their landlord’s decision
making processes

Homes meeting the
Scottish Housing Quality 76.1% 99.7% 96% 100% 100% | 94.9%
Standard

Homes meeting the
EESSH (Energy Efficiency
Standard for Social
Housing)

52.4% 92.9% 83.6% 94.3% | 85.5% | 76.4%

Average length of time
taken to complete 4.5 hrs 3.1 hrs 2.7 hrs 2.5hrs | 1.4hrs | 4.6hrs
emergency repairs

Average length of time
taken to complete non
emergency repairs

8.5 6.5 8.2 2.7 4.1 7.1
days days days days days days
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Performance Area

City of
Edinburgh
Council

Dunedin
Canmore
HA

Castlerock
Edinvar
HA

Prospect
CH

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

83.6%

95%

89.4%

95.2%

96.4%

Scottish
Average

92.4%

On Target
against

Scottish
average

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

88.9%

88.6%

89%

93.1%

88.4%

90.6%

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

72.7%

84.3%

82.4%

81%

69%

87.2%

Average length of time to
relet properties in the
last year

27.4 days

19.7 days

22.7 days

16.4 days|

24.8
days

31.5
days

Rent loss through
properties being empty
in the last year

0.6%

0.5%

0.45

0.2%

0.6%

0.9%

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

98.7%

101.1%

99.8%

100.2%

100.3%

99.6%

Tenants satisfied with the
standard of their home
when moving in

70.4%

85.1%

88.8%

93.9%

85%

90%

Existing tenants satisfied
with the quality of their
home

88.5%

93.6%

97.8%

93.3%

90%

86.9%

Tenants satisfied with
the management of the
neighborhood

84.3%

91.7%

98.9%

92.3%

83.4%

87.1%

New tenancies sustained
for more than one year

92.4%

91.9%

88.8%

97.9%

98.4%

89%

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

79%

87%

72.4%

90.9%

88.3%

81.9%

QOOLWOL Lo V| NV
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Performance Indicators for 2016/17

Meeting or Falling slightly Failed to meet our
@ exceeding our @ short of our target @ target and need to
target and/or there is an improve
improving trend

Please note that where the ‘neither satisfied nor dissatisfied’ option is selected in
survey answers, the Scottish Housing Regulator requires us to count these as negative
responses. Where relatively high numbers of tenants choose this option (such as in
responses to the questions around participating in our decision making processes and
management of the neighbourhood), this distorts, and lowers, the apparent satisfaction
levels.

1. Tenants satisfied with overall service

Our Target Performance

93% 92.5%

What are we doing?

We continue to look for ways to improve our service to our tenants and, for
example, have organised a range of staff training opportunities, improved
our repairs service and reviewed and extended the way we engage with our
customers. We will be continuing with staff training and making further plans for
improvements to our properties.

We always welcome suggestions on ways we could do better, so please do get in
touch by calling our Customer Advice Team on 0131 554 0403.
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2. Tenants who feel their landlord is good at keeping
them well informed

How did
we do?

Our Target Performance

90% 93.5%

What are we doing?

It is encouraging that our tenants feel they are kept well informed. We have
recently reviewed the format of our newsletter Portcall with a group of tenants
and are looking at ways of improving our website and use of social media so that
we can continue to keep you well informed about our activities.

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

Our Target Performance A el

we do?

80% 77.9%

What are we doing?

We have recently completed our first inspection projects involving our group
of tenant inspectors. This has given people a new way to engage with us and
to influence the way we deliver our services. We are also looking for tenants to
become Board Members. Please get in touch if this is of interest to you or if you
have other ideas about how to participate in our decision-making processes by
emailing wendy.chan@polha.co.uk or calling Wendy on 0131 553 8707.
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4. Homes meeting The Scottish Housing Quality Standard

How did
we do?

Our Target Performance

100% 100%

What are we doing?

The Association has achieved full compliance with the Scottish Housing Quality
Standard (SHQS) for all our social rented properties where we have been able to
get access and where we have full control of common areas.

5. Homes meeting the EESSH standard ( Energy Efficiency
Standard for Social Housing)

Our Target Performance

No annual target 85.5%

What are we doing?

The Association is working towards compliance with the Energy Efficiency
Standard for Social Housing by 2020.
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6. Average length of time taken to complete emergency

repairs
Our Target Performance
Target 2 hours 1.4 hours

What are we doing?

The improved processes we implemented with our contractor in 2015/16 have

enabled the average time to be cut in half to 1.4 hours. We will strive to maintain
this improved performance.

7. Average length of time taken to complete non emergency
repairs

Our Target Performance

11 days 4.1 days

What are we doing?

The introduction of the Repairs Hotline Assistant to manage the repairs
information has enabled us to continue to reduce our average repair time for

non emergency repairs. This has been reduced by a further 2.6 days and now
takes an average of 4.1 days per repair.
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8. Reactive repairs carried out in the last year completed
right first time

How did

Our Target Performance we do?

92% 96.4%

What are we doing?

By obtaining better information on the repairs being requested by our customers,
we have continued to improve on the number of reactive repairs completed right
first time. This has improved our performance by 3.2% compared to the previous

year.

In early 2016, we opened our development on Albion Road which is a mix of both social rent and
mid market rent properties
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9. Tenants who have had repairs carried out in the last 12
months who are satisfied with the service

How did
we do?

Our Target Performance

89% 88.4%

What are we doing?

The appointment of the Repairs Hotline Assistant and offering customers an
appointment at the first point of contact has resulted in a 3.5% improvement in
our satisfaction levels.

10. Number of antisocial behaviour cases resolved within
locally agreed targets in the last year

Our Target Performance

65% 69.0%

What are we doing?

Our performance on this has been slowly improving over the last 3 years. We
regularly review our procedures for dealing with anti social behaviour complaints
to try to improve further.
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11. Average length of time to relet properties in the last

year
Our Target Performance
33 days 24.8 days

What are we doing?

We carried out a comprehensive review of our policy and procedures in 2015/16,
reviewed our working arrangements with our main contractor and set up a void
management team to improve communication and joint working. As a result,
we saw significant improvements during 2016/17 in the average number of days
properties are left empty.

12. Rent lost through properties being empty in the last year

Our Target Performance

1% 0.6%

What are we doing?

We have reviewed our approach to void management, as explained in more
detail in point 11, please see above. This approach has helped us achieve our
aim of reducing void time and related rent loss.
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13. Rent collected from tenants as a % of total rent due in
the reporting year

Our Target Performance

98.5% 100.3%

What are we doing?

While performing well, we continue to look for ways to make sure that our
rent collection and arrears management processes are working effectively. For
example, we have been piloting a new approach where we require all new tenants
to pay their first month’s rent in advance, in accordance with the conditions of
their tenancy agreement.

We are also continuing with our rent payment campaign with cards and leaflets
to remind tenants of the importance of paying their rent.

aico
Remove

guesswi
(i) Audiol
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The Association and the contractors we work in partnership with held a tenant information
day in February 2017
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14. Tenants satisfied with the standard of their home when
moving in

How did

Our Target Performance we do?

90% 85%

What are we doing?

We have recently reviewed the lettable standards for our empty properties as
part of our first tenant inspection process. We worked together with tenants to
agree a minimum standard and agreed on how we communicate this standard
clearly to interested parties. The lettable standards will be promoted through our
newsletter Portcall, the website and in discussions with prospective new tenants,
so they have a better understanding of what to expect of the property they are
moving into.

15. Existing tenants satisfied with the quality of their home

Our Target Performance

85% 90%

What are we doing?

We have a programme of planned maintenance and improvements to our
properties to ensure we maintain them to a high standard. This includes a
large window replacement programme to older properties as well as kitchen,
bathroom and heating upgrades to over 300 properties in the next 2 years.

Page 16



16. Tenants satisfied with the management of the

neighbourhood
How did
Our Target Performance we do?
90% 83.4%

What are we doing?

We have introduced an estate management team to help improve the way we
manage the neighbourhood in areas where we have properties. Priorities for
action areas will be identified in consultation with tenants where appropriate.
Responsibilities for some aspects of neighbourhood management rests with
the Council, for example, rubbish collection. We will continue to work closely
with the Council to deal with problems that arise and to take preventative action
where possible.

First minister, Nicola Sturgeon visits sheltered housing tenants at Jameson Place and shows her
support for the charity, Age Concern Scotland, December 2016
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17. New tenancies sustained for more than one year

How did
we do?

Our Target Performance

90% 98.4%

What are we doing?

We have increased capacity in our tenancy support team this year. They can
provide help to tenants with benefits, debt management, budgeting advice and
settling into a new home — all of which can make a difference to tenants who
might be struggling to manage their tenancy.

During 2016/17, the tenant inspectors were busy working on their second project looking at how
we communicate with tenants when dealing with antisocial behaviour cases
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18. Tenants who feel that the rent for their property
represents good value for money

Our Target Performance

90% 88.3%

What are we doing?

We have a programme of improvements in place to help keep our properties in
good condition and ensure that they represent good value for money for the rent
that our tenants pay. We plan to examine further what affordability means for
our tenants in 2018 and consult further on future rent rises after that.

The Association establishes permanent positions for staff in the tenancy support team to provide
money advice, help with benefit related matters and a tenancy support service to our customers
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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
HOLISIMNG ASSCCLATION

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 registration: PF000283
FCA registration: FRN 772734

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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