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2 Port of Leith Housing Associati on

“ Our mission 
is to make a 
positi ve impact 
on people’s lives 
in Leith and 
north Edinburgh 
by providing 
aff ordable homes 
and services, and 
creati ng brilliant 
communiti es.”
– Our Mission Statement
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Welcome to our 2020-2021 Landlord Performance Report. 
The following pages provide an overview of how we 
performed against the Scotti  sh Social Housing Charter from 
1 April 2020 – 31 March 2021.

The impact of the pandemic has meant that not all targets 
were met in 2020-2021. The average length of ti me to relet 
properti es increased during this ti me owing to the additi onal 
restricti ons in place. I am however pleased to report that we 
conti nue to perform well against our targets in other areas. 
Our repairs service has performed parti cularly well and, 
compared to the Scotti  sh average, we are faster at responding 
to both emergency and non-emergency repairs reported by 
our customers.

We are always seeking to improve our performance and our 
services and we will strive to deliver the best possible results 
next year as we conti nue to emerge from lockdown.

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

Heather Kiteley
Group Chief Executi ve

WELCOME
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OUR TARGETSOUR TARGETSOUR TARGETSOUR TARGETSOUR TARGETSOUR TARGETSOUR TARGETSOUR TARGETSOUR TARGETSOUR TARGETSOUR TARGETS
Performance against

Reason for exceeding target
Although there has been a slight drop in our 
performance compared to 2019/20 our conti nued 
close working with our contractor has again 
resulted in the target being exceeded despite 
the restricti ons imposed by the Covid pandemic.

Reason for missing target
We were unable to let any of our void 
properti es for around three months at the 
start of the pandemic. Access restricti ons 
resulted in additi onal delays to carrying 
out the work needed to prepare properti es 
for reletti  ng.

Reason for exceeding target
The work of the Housing Team and 
Tenant Advice Team conti nues to mean 
that we exceed our target in this area.

Reason for missing target
We were unable to let any of our void 
properti es for around three months at the 
start of the pandemic which meant we 
got no rental income during that ti me for 
those properti es.

Reason for exceeding target
Conti nued close working with our contractor has 
enabled us to exceed our target for completi ng 
non-emergency repairs. The average ti me of 2.8 
days is a small improvement on our 2019/20 
performance.

Reason for exceeding target
Despite a slight drop in our performance 
compared to 2019/20, our conti nued close 
working with our contractor has resulted 
in our target again being exceeded.

Reason for exceeding target
We have conti nued to look at the way 
we manage the anti social behaviour 
complaints which has helped ensure that 
we met our target in 20/21.

Target:
2 hours

Performance:
1.39 hours

Average length of ti me taken to complete emergency repairs

New tenancies sustained 
for more than one year

Compare online
You can check how our performance compares with other 
social landlords by using the Scotti  sh Housing Regulator’s 
online comparison tool: www.bit.ly/36iDJqD

Average length of ti me to relet 
properti es in the last year

Rent lost through properti es being 
empty in the last year

Average length of ti me taken to complete non-emergency repairs

Reacti ve repairs carried out in the 
last year completed right fi rst ti me

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

15 days

Target:

2.8 days

Performance:

24 days

Target

33.96 days

Performance

Target:
92%

Performance:
95.83%

Target:
80%

Performance:
81.51%

Target:
0.8%

Performance:
1.11%

Target:
95%

Performance:
97.2%
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PREVIOUS YEARS
% of tenants sati sfi ed with 
overall service

% of tenants who have had repairs 
carried out in the last 12 months who 
are sati sfi ed with the service

Average length of ti me (days) to relet 
properti es in the last year

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

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

% of rent loss through properti es being 
empty in the last year

% of tenants sati sfi ed with the 
opportuniti es to parti cipate in our 
decision making processes

Average length of ti me taken (days) to 
complete non-emergency repairs

% of tenants who feel we are good 
at keeping them informed

Average length of ti me taken (hours) to 
complete emergency repairs

% of reacti ve repairs carried out in the 
last year completed fi rst ti me
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% of tenants sati sfi ed with the 
management of the neighbourhood

% of homes meeti ng the EESSH (Energy 
Effi  ciency Standard for Social Housing)

% of tenants who feel that the rent for 
their property represents good value 
for money

% of new tenancies sustained for more 
than one year

% of homes meeti ng the Scotti  sh Social 
Housing Quality Standard (the Scotti  sh 
Government’s main way of measuring 
housing quality in Scotland)

% of tenants sati sfi ed with the quality 
of their home

PREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARSPREVIOUS YEARS
Performance against
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Performing as 
well as, or bett er 
than, other 
social landlords.

Falling slightly 
short of other 
social landlords' 
performance.

Performance 
below that of 
other landlords 
and needs to 
improve.

Tenants sati sfi ed with 
overall service

Tenants who feel we are good at 
keeping them informed

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

Reacti ve repairs carried out in the 
last year completed fi rst ti me

Average length of ti me taken to 
complete emergency repairs

Rent loss through properti es being 
empty in the last year

Tenants sati sfi ed with the 
opportuniti es to parti cipate in our 
decision making processes

Average length of ti me to relet 
properti es in the last year

Tenants who have had repairs 
carried out in the last 12 months 
who are sati sfi ed with the service

Average length of ti me taken to 
complete non-emergency repairs

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

Our results Scotti  sh average

SCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGE
Performance against
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Tenants sati sfi ed with the 
quality of their home

Homes meeti ng the Scotti  sh 
Social Housing Quality Standard 
(the Scotti  sh Government’s main 
way of measuring housing quality 
in Scotland)

New tenancies sustained for 
more than one year

Tenants sati sfi ed with the 
management of the neighbourhood

Homes meeti ng the EESSH 
(Energy Effi  ciency Standard 
for Social Housing)

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

SCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGESCOTTISH AVERAGE
Performance against
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Read the digital version of our Landlord Report at landlordreport.polha.co.uk

If you would like this document in another language or format, or if you need 
the services of an interpreter, please contact us.

Phone: 	 0131 554 0403 
Email: 	 info@polha.co.uk

Port of Leith Housing Association
108 Constitution Street, Leith,
Edinburgh, EH6 6AZ

Scottish charity no.: SC027945
Property factor registration: PF000283
FCA registration: FRN772734

Published September 2021


