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REPORT ON PERFORMANCE AGAINST
THE SCOTTISH SOCIAL HOUSING CHARTER



Welcome from our Chief Executive

The following pages provide an overview of how we are performing against
the Scottish Social Housing Charter which sets out the standards all social
landlords are required to meet by the Housing (Scotland) Act 2010.

I am proud to say that we are performing very well and
that our customers are continuing to tell us that, overall,
they are very satisfied with the service we provide.

We are seeing improvement across many areas of our service
delivery. For example, the number of antisocial behaviour cases
we are resolving within the set target has increased by more

than 10% compared to 2016/17. We have also achieved quicker
turnaround times for both emergency and non-emergency repairs,
with the time taken to complete emergency repairs having
reduced to 1.2 hours and non-emergency repairs to 3.4 days.

Our performance is above average compared to other Scottish
social landlords across the vast majority of performance areas.

We constantly seek to improve our performance and our services,
and to keep our rents affordable. This means that our customers
can expect good value for the rent and other charges they pay. In
fact, I'm pleased to highlight that 90% of our customers tell us they
think the rent they pay for their home is good value for money.

I hope you find this report useful and interesting. If you have
any questions about our performance, please get in touch with
us by calling 0131 554 0403 or emailing info@polha.co.uk.

KEITH ANDERSON
Chief Executive
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2015/16 W 2016/17 2017/18 W
Tenants satisfied with 88.3% Rent collected from tenants as a % of 100.5%
overall service 02.4% total rent due in the reporting year 100.3%
92.3% 99.95%
Tenants who feel we are good at _ 94.1% Tenants satisfied with the standard 84.8%
Reeping them informed 95.3% of theirhome when movingin 85.0%
89.8% 94.6%
Tenants satisfied with the 76.0% Tenants satisfied with the 91.9%
opportunities to participate in 78.2% quality of theirhome 90.0%
ourdecision making processes 78.2% '
- 89.9%
Average length of time taken to . ' Tenants satisfied with the 82.6%

management of the neighbourhood

complete emergency repairs 83.3%

2.8 HRS 1.4 HRS 1.2 HRS 83.8%

New tenancies sustained 94.5%

Average length of time taken to _ _ _

complete non-emergency repairs 6.7 DAYS 4.1 DAYS 3.4 DAYS formore than one year 98.4%

96.9%

Reactive repairs carried out in the 93.2% Tenants who feel that the rent for 87.1%
last year completed first time 96.4% their property represents good 83.3%
96.6% value for money 90.3%
] Tenattts who have had repairs 84.9% Homes meeting the EESSH (Energy 86%
T e mg'et:”?t'::: i 88.4% Efficiency Standard for Social a6t
are satisfied wi e service 50.7% Housing) s
Number of “'.'t'fma' behaviour 60.0% Homes meeting the Scottish Social 100%
cases resolved wtthm. locally agreed 68.98% Housing Quality Standard 100%
targets in thelast year 70.65% (the Scottish Government’s main way of 100%

measuring housing quality in Scotland)




EX How do we compare

with otherlandlords?

Port of Leith Housing Association [ll  Scottish Average 2017/18 [l

Tenants satisfied with
overall service

Tenants who feel we are good at
keeping them informed

Tenants satisfied with the
opportunities to participate in
ourdecision making processes

Average length of time taken to
complete emergency repairs

Average length of time taken to
complete non-emergency repairs

Reactive repairs carried out in the
last year completed first time

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

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

Average length of time to relet
properties in the last year

1.2HRS

3.4 DAYS

4 HRS I

6.38 DAYS

21.1 DAYS

30.7 DAYS

92.3%

90.5%

89.8%

91.71%

78.2%

85.92%

96.6%

92.2%

90.7%

92.1%

79.65%

87.9%

© 000 000060

Rent loss through properties being
emptyinthelastyear

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

Tenants satisfied with the standard
of their home when movingin

Tenants satisfied with the
quality of theirhome

Tenants satisfied with the
management of the neighbourhood

New tenancies sustained
formore than one year

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

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

Homes meeting the Scottish Social
Housing Quality Standard

(the Scottish Government’s main way of
measuring housing quality in Scotland)

*The Association has achieved full compliance with the Scottish

0.5%

0.7%

99.9%

99.4%

94.6%

90.2%

89.9%

87.9%

83.8%

88%

96.9%

88.7%

90.3%

83.2%

87%

79.8%

100%*

94.2%

O 000 00 0 O0°O0

Housing Quality Standard for all our social rented properties
where we have been able to gain access and where we have

full control of common areas.
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How we performed
against our targets

Average length Reactive repairs

of time taken carried out in the last

to complete year completed right 92%
emergency first time
repairs

Performance

REASONS FOR EXCEEDING TARGET

By working hard to obtain all the relevant information

about repairs requested by our customers, the number 96.6%
of repairs completed right first time has increased

by 0.2% compared to 2016/17.

REASONS FOR EXCEEDING TARGET

Continuing to work very closely with our contractor
has helped us to complete emergency repairs
more quickly.

Average length Number of antisocial
of time taken behaviour cases . .’ ?
to complete resolved within < g )

locally agreed targets o
non emergency "
repairs in thelast year 75%

REASONS FOR EXCEEDING TARGET

REASONS FOR EXCEEDING TARGET We have improved our procedures for handling antisocial

We have reduced the time taken to complete non behaviour cases, including setting up alerts so that

emergency repairs by 0.7 days compared to last year.
This is owing to our Maintenance Team continuing to
work in close partnership with our contractors.

housing officers know when antisocial behaviour cases
are coming up for review. They then either close or
escalate the case.




Average length ‘ ‘ Tenants satisfied with

of time to relet the management
properties in the of the neighbourhood
last year
X X x X X x X REASONS FOR MISSING TARGET
X X x x
28 days X X X X x This is below our target and our performance in this area
X x X X X has remained around this level over the last three years,
Target despite introducing a new estate management service.

2 1. 05 days We think that some tenants may be confused about 8308%
which aspects of neighbourhood management the
Association is responsible for and which the City of
Performance Edinburgh Council is responsible for. For example, if
tenants are unhappy about dog fouling in public areas
or poor rubbish collection, this may influence their
satisfaction levels, even though we are not responsible
for the management of these issues.

REASONS FOR EXCEEDING TARGET Performance

We continually review our procedures for managing our

empty properties. Joint working and good communication
between the housing and maintenance teams, and our
contractor, has helped us to further reduce the average

length of time it takes us to relet properties. l

Rent lost through New tenancies
properties being Target sustained for more
emptyin thelast than one year

year
REASONS FOR EXCEEDING TARGET

We provide a lot of support to new tenants to help them
Performance settle into and manage their tenancy eg sourcing
furniture, setting up gas and electricity accounts,
budgeting, referrals for more specialist support and
applying for benefits. All of this helps to prevent tenants
giving up their tenancy in an unplanned way because
they can't manage.

REASONS FOR EXCEEDING TARGET

Our improved performance in reducing
the length of time that a property is
empty has had the knock-on effect of

reducing the amount of rent we lose on
our empty properties.

Performance

AN
(s

You can check how our performance compares with other social landlords
by using the Scottish Housing Regulator’s online comparison tool at
www.scottishhousingregulator.gov.uk/find-and-compare-landlords
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