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Welcome to our 2021-2022 
Landlord Performance Report. The 
following pages provide an overview 
of how we performed against the 
Scottish Social Housing Charter 
from 1 April 2021 – 31 March 2022.

I am pleased to report that our 
repairs and maintenance targets 
continue to be met with quicker 
and more effi cient responses to 
emergency and non-emergency 
repairs. We continue to look for 
ways to improve this service and 
look forward to fully incorporating 
T.B Mackay Energy Services into our 
Group over the coming months.

In the face of exceptionally high 
demand for homes in Leith and north 
Edinburgh, we are reletting available 
properties more quickly than other 
Scottish housing associations. We 
are also making progress towards 
our goal of delivering 608 affordable 
new homes by March 2025, and our 
new homes in Granton were recently 
nominated as Scotland’s Best 
Affordable Housing Development.

Our organisation is undergoing a 
period of signifi cant change and it 
is important that our customers feel 
included in decisions affecting them. 
We are always open to hearing our 
customers’ views and invite 
feedback through surveys and 
participation groups throughout 
the year. I have observed that 
fewer customers were satisfi ed 
with opportunities to participate 
in decision making processes in 
2021-2022 and we are looking at 
ways to improve this. We have 
recruited a new Tenant 
Participation Coordinator and 
are beginning the process of 
revising our Tenant Participation 
Strategy with tenant input.

I hope you fi nd this report useful. 
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.

Heather Kiteley
Group Chief Executive

WELCOME
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Reason for exceeding target
Our continued close working with our contractor 
has again resulted in the target being exceeded 
despite the restrictions imposed by the pandemic.

Reason for missing target
Restrictions on access for tradespeople 
to carry out the required work, as well 
as absences due to the pandemic, also 
added to the time it took to prepare some 
properties for letting.

Reason for missing target
This is only slightly below target but the 
housing team and tenant advice team 
continue to work together to try to 
ensure that nobody has to give up their 
tenancy in an unplanned way.

Reason for missing target
The longer relet time impacted on 
the amount of rent we lost. We also 
had a number of properties empty for 
long periods due to fl ooding and other 
major repairs.

Reason for exceeding target
Continued close working with our contractor has 
enabled us to exceed our target for completing 
non-emergency repairs, despite the challenges 
of working in a pandemic.

Reason for exceeding target
Our continued close working with our 
contractor has resulted in our target 
again being exceeded.

Reason for missing target
There were signifi cant challenges in trying 
to investigate and resolve antisocial 
behavior complaints during the pandemic 
when no home visits were allowed, which 
meant cases often took longer to resolve.

Target:
2 hours

Performance:
1.8 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 Scottish 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 reported in the last year 
which were resolved

15 days

Target:

3.7 days

Performance:

24 days

Target

29.7 days

Performance

Target:
92%

Performance:
96.6%

Target:
80%

Performance:
75.7%

Target:
0.8%

Performance:
1.5%

Target:
95%

Performance:
94.6%

OUR TARGETS
Performance against
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% 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 
reported in the last year which were 
resolved

% 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 contributi on 
to 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 YEARS
Performance against
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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 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 reported in the last year which 
were resolved

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
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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
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