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WELCOME

Hello and welcome!

I’'m really happy to have this
opportunity to share with you how
we have performed against the
Scottish Government’s Scottish
Social Housing Charter from 1 April
2022-31 March 2023.

The Charter sets out a range of standards that our
tenants can expect from us, and the Scottish
Housing Regulator monitors how well we’re doing
against them.

Our results for 2022/23 have been collated and
analysed, and I'm pleased to say that things are
looking good in lots of areas.

We have beaten several of our targets, including
how quickly we fix emergency and non-emergency
repairs, the amount of rent lost owing to properties
being empty and the number of new tenancies
sustained for more than one year.

There is, of course, always room for improvement. It’s
disappointing that we’ve fallen short of our target for
resolving anti-social behaviour (ASB) cases. | know
that this is a big priority for tenants, so we plan to
review how we manage ASB and find ways to improve
our approach.

Other similar landlords scored a little higher than
us for overall tenant satisfaction, so we will also be
taking a fresh look at the customer experience we
provide. It’s very important to me that we put our
tenants at the heart of everything we do, so I'm
excited to see how this develops.

Thank you so much for taking the time to read about
how we’re doing. If there is anything else you'd like to
know about our performance, please email
hello@harbour.scot or call us on 0131 554 0403.

mﬂw.,

Heather Kiteley

Harbour Chief Executive
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PERFORMANCE COMPARED

TO PREVIOUS YEARS
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Rent loss through properties being Rent collected from tenants
empty in the last year (%) as a % of total rent due in the
reporting year (%)
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HOW DO WE COMPARE
WITH OTHER LANDLORDS?

) Performance below that of other landlords
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FOR 2022/23
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@ Performing as well as, or better than, other

social landlords

Tenants satisfied with overall Tenants who feel we are good
service (%) at keeping them informed (%)
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decision making processes (%)
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KEY SCOTTISH AVERAGE

FOR 2022/23

OUR PERFORMANCE

FOR 2022/23

Rent loss through properties
being empty in the last year
(%)

°
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quality of their home (%)
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) Performance below that of other landlords
and needs to improve (more than 5% lower)

Falling slightly short of other social landlords’
performance (less than 5% lower)

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

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

o

99.2%

99.8%

Tenants satisfied with
contribution to the management
of the neighbourhood (%)

84.1%




New tenancies sustained for Tenants who feel that the rent
more than one year (%) for their property represents
good value for money (%)

21.1% 81.8%
79.8%

Homes meeting the Scottish Homes meeting the 2020
Social Housing Quality Standard EESSH (Energy Efficiency
(the Scottish Government’s main Standard for Social

way of measuring housing quality Housing) (%)

in Scotland) (%)*

°

8/.8% N/A

*Harbour Homes has achieved full compliance with
the Scottish 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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PERFORMANCE AGAINST
OURTARGETS
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How did we do?

Reasons for exceeding target?

Our continued close working with our
contractor has resulted in the target
being exceeded.

How did we do?

Reasons for exceeding target?

The challenges in securing labour and
materials in the early part of the year
have resulted in a slight decline in our
performance compared to last year.
However, our target has been exceeded.




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

How did we do?
Target 92%

Reasons for exceeding target?

Performance 93.4% We're pleased to have exceeded our

2022/23 target thanks to the hard work of our
staff and our contractors.
| | | | J
0 20 40 60 80 100

Number of antisocial behaviour cases reported
in the last year which were resolved (%)

How did we do?

Target 80%

Reasons for missing target?

Performance 74% There continues to be significant

2022/23 challenges in trying to investigate and
resolve antisocial behaviour complaints.
We’re planning on reviewing how we
manage these later this year.
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Average length of time to relet
properties in the last year (days)
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How did we do?

Reasons for missing target?

Although this has improved compared
to last year, the challenges in securing
labour and materials in the early part of
the year has continued to impact on our
performance.

How did we do?

Reasons for exceeding target?

Close working between our Housing and
Maintenance teams has improved the
management of our void properties and
we have exceeded our target.

How did we do?

Reasons for exceeding target?

Collaboration between our Housing and
Tenant Advice teams has improved the
management of new tenancies and

exceeded our performance in this area.




Further information

You can check how our performance compares with other
social landlords by using the Scottish Housing Regulator’s
online comparison tool at:

scottishhousingregulator.gov.uk/find-and-compare-landlords
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Harbour Homes Scotland Ltd is a registered Scottish
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