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WELCOME 
Hello there! 

This report outlines how we’ve 
performed against the Scottish 
Social Housing Charter in 2024/25, 
highlighting successes, challenges 
and areas for improvement.
The Charter sets out the standards you can expect 
from us, and the Scottish Housing Regulator helps 
make sure we’re living up to them. We’re really 
pleased to share that we’ve met, and often gone 
beyond, the majority of our targets.

Overall, tenant satisfaction remains strong:  
more than 88% of tenants are satisfied with our 
services, and 88% of tenants feel we’re keeping  
them well-informed. Satisfaction with home quality 
(88%) and neighbourhood management (81%)  
also remain high.

Repair performance shows mixed results.  
Emergency repairs are completed in an average 
of 1.74 hours which is much more swiftly that the 
average performance of other similar landlords who 
took 4 hours. However, only 78% of reactive repairs 
were fixed right first time, falling short of both our 
target and the Scottish average performance.

We will work hard to improve this next year, alongside 
increasing tenant satisfaction with opportunities to 
participate in our decision making processes and 
getting quicker at re-letting properties.

Many thanks for taking an interest in how we’re  
doing. If you have any questions or suggestions  
for us, please email hello@harbour.scot or call us  
on 0131 554 0403.

Heather Kiteley  
Chief Executive 



PERFORMANCE COMPARED 
TO PREVIOUS YEARS 
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HOW DO WE COMPARE 
WITH OTHER LANDLORDS? 
KEY SCOTTISH AVERAGE 

FOR 2024/25 

Performance below that of other landlords 
and needs to improve (>5% lower)

OUR PERFORMANCE 
FOR 2024/25 

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

Performing as well as, or better than,  
other social landlords
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Tenants satisfied  
with overall service (%) 

88.1% 
88.6% 
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at keeping them informed (%) 
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KEY 

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

0.9%
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as a % of total rent due in 
the reporting year (%) 
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quality of their home (%) 
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for more than one year (%) 
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Tenants who feel that the rent 
for their property represents 
good value for money (%) 
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* 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 
OUR TARGETS 

How did we do? 

Reasons for exceeding target? 
Although our time increased slightly for 
2024/25, our continued close working 
with our contractors ensured our 
emergency repair service was delivered 
within our target timeframe. 

Reasons for exceeding target? 
Although our time increased slightly 
for 2024/25, we worked with our 
contractors to ensure our non-
emergency repair service was  
delivered within our target. 
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Reasons for missing target? 
We missed our target for completing 
repairs right first time for 2024/25. 
Teething issues with our new 
scheduling system resulted in jobs 
requiring follow-up visits rather than 
being completed right first time.

Reasons for exceeding target? 

Our continued focus on antisocial 
behavior has led to us exceeding our 
target for 2024/25.
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Reasons for missing target? 
Our performance is above our 
target for the time taken to relet our 
properties. The increased number 
of newly built properties handed 
over, and ongoing challenges around 
securing labour to carry out work, have 
contributed to us missing our target.

Reasons for exceeding target? 
The percentage of rent lost through 
properties being empty was above 
our target. This increase was due to a 
higher average time taken to relet our 
properties in 2024/25.

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 

14 15 

Reasons for missing target? 
We missed our target for sustaining 
new tenancies for more than one year. 
50% of failed tenancies were outwith 
our control.

How did we do? 
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GET IN TOUCH 
hello@harbour.scot 
0131 554 0403 
Harbour Homes  
108 Constitution Street  
Leith, Edinburgh 
EH6 6AZ 

Harbour Homes Scotland

harbour.scot/homes 
Harbour Homes Scotland Ltd is a registered  
Scottish Charity, number: SC027945 
Harbour Homes Scotland Ltd is registered with  
the Financial Conduct Authority, Registration: FRN772734 
Harbour Homes Scotland Ltd Letting Agent  
Register Number: LARN1811003 


