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Key headlines for 2018-19 /

eStock numbers have risen above 600,000 for first time since 2007
* Marked improvement in gas safety — 151, down by 608
eThere are about 1,000 more homeless lets than last year — 16,642 total

eRent arrears have risen for LA’s (+0.5%), but seem to have remained steady for
RSL's (-0.1%)

eQverall satisfaction — LA’s, +0.8%, RSL’s, -0.1%
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Peer Group

Small Stock Transfer RSLs

=Cadder Housing Association
*Hillhead Housing Association 2000
=Larkfield Housing Association
=Shire Housing Association

=Thistle Housing Association

Large Stock Transfer RSLs
=Abertay Housing Association

=Argyll Community Housing Association
=Atrium Homes

=Clyde Valley Housing Association
=*Cube Housing Association

=*Dumfries and Galloway Housing
Partnership

*Hebridean Housing Partnership
=Melville Housing Association
=Paragon Housing Association
=Scottish Borders Housing Association

*Thenue Housing association

=Waverley Housing [ngdxs
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Network
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" Tenants surveyed: 1424

* Method: telephone, online, post, face-to-face

= Date: March 2019
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89.6

2016/17 | 2017/18 | 2018/19
92.6 92.6
87.8 88.4
91.1 91.7
90.2 90.7

%
Waverley Housing

Peer Group

I1: Percentage of tenants satisfied

with overall service.

RSL Average
SHN Average
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915 915
89.8 90.6
92.9 935
91.1 92.2

%

I3: percentage of tenants who
Waverley Housing

feel their landlord is good at
keeping them informed about
their services and outcomes

Peer Group

RSL Average
SHN Average

uoPEOSEY JUISNOH LOPIOR YIEI0§

uoyeirossy Jusnol uodesey

uoyenossy Juisnoy uopps

o

uopenossy Juisnoy Ayunwwo) pAluy

uogepossy Juisnoy Acpaqy

uogepossy Juisnoy Asjea spAp

SO wWn |y

uogeposyy Jupsnoy aqn)

uopresy Juisnoy anuayy

diysiouzieg JUISNOH VERPLIGOH

3upsnop Asjusaepy

diysiouping Jusnoy Aemo|rs pue salywng

UOREOSEY JUSNOKH B||IA B

0007 UonepPossy Juisnoy pesy||iy

uoueossy JUiSnoy SISyl

uoymossy Jusnoy pRYYIEY

uogenossy Jusnoy Japped

uopenossy Juisnoy auys

30
20

)
60
50

~
90 o
L
-—
®
70



82.5
83.6
87.0
85.6

2016/17 | 2017/18 | 2018/19
80.7 80.7
81.6 82.8
85.9 88.1
83.8 86.4

%

their landlord’s decision making
Waverley Housing

satisfied with the opportunities
processes

I6: percentage of tenants
given to them to participate in

Peer Group

RSL Average
SHN Average
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2016/17 | 2017/18 | 2018/19
90.1 93.9
86.0 86.5
90.9 91.1
90.0 90.2

%
Waverley Housing

satisfied with the standard of
Peer Group

19: percentage of tenants
their home when moving in

RSL Average
SHN Average
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tenants satisfied with the quality
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2016/17 | 2017/18 | 2018/19
82.6 82.6
86.0 87.3
88.3 89.3
87.1 88.5

%
Waverley Housing

satisfied with the management of
Peer Group

|17: Percentage of tenants
the neighbourhood they live in

RSL Average
SHN Average
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that the rent for their

129: percentage of tenants who

fee
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property represents good value

for money
%
Waverley Housing

Peer Group
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Complaints

Waverley Housing

14&5: Percentage of 1st and 2nd
stage complaints responded to in
full in the last year, within the
Scottish Public Services

Scottish Borders HA

Ombudsman
Eildon HA
100.0
100.0
Waverley | Large Stock
Hillhaad HA Housing Transfer
Per 100 homes 4.6 4.8
1st stage upheld 56.1 54.3
Somen S1ah tansiet - 2nd stage upheld 40.0 51.8
1st stage on time 100 86.3
2nd stage on time 100 87.4
Large stock transfer
563
87.4
0 20 40 a0 80 100
= 14 compiaints per 100 homes
= 14 3l 1st stage complaints upheld
== 12 afl Znd stage complaints uphold Scolland’s
&= 15 all 1st stage complaints responded to In full within SPSO timescales Housing

Network

.-— 15 all 2nd stage complaints responded to In full within SPSO timescales

-
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Indicator 7: Percentage of stock
meeting the Scottish Housing
Quality Standard

24
Waverley Housing | 2016/17 | 2017/18 | 2018/19

2 Meeting SHQS 94.4 95.7 97.4
Exempt 3.6 3.0 1.8

8 Abeyances 2.0 1.3 0.9
Failing 0.0 0.0 0.0

Waverley Housing I -
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Average length of time taken
to complete emergency repairs

(hours)
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6.4
5.3
6.7

5.2

6.1
5.2
6.4

54
6.7
5.5

2016/17 | 2017/18 | 2018/19
5.5
7.1

Average length of time taken
to complete non-emergency

repairs (working days)

112

days
Waverley Housing

Peer Group
RSL Average
SHN Average
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Repairs response times

Emergency Repairs timescales

Hours

0
Charter 2013-14 Charter 2014-15 Charter 2015-16 Charter 2016-17 Charter 2017-18 Charter 2018-1%

Non-Emergency Repairs timescales

N
T — e 3
i !
X S ——
2 e e e ——
a T— —— ——

8]
Charter 2013-14 Charter 2014-15 Charter 2015-16 Charter 2016-17 Charter 2017-18 Charter 2018-19

== \Waverley Housing  =O= Eildon HA  =C= Scottish Borders HA - =0m Large stock transfer

Repair timescales:

Indicator 11 & 12 timescale
trend comparison

hours 2016/17 | 2017/18 | 2018/19
Waverley Housing 1.9 1.9 1.6
Peer Group 4.2 3.3 2.3
RSL Average 3.5 2.9 2.7
SHN Average 4.7 4.0 3.7

days 2016/17 | 2017/18 | 2018/19
Waverley Housing 5.4 5.5 5.2
Peer Group 6.7 6.1 6.4
RSL Average 5.5 5.2 5.3
SHN Average 7.1 6.4 6.7
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95.1
95.9

2016/17 | 2017/18 | 2018/19
92.8 96.0
94.3 94.1
95.1 94.4
95.7 95.5

Repairs appointment system

- percentage of repairs
appointments kept

114

%
Waverley Housing

Peer Group
RSL Average
SHN Average
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98.8
91.2
911
921

2016/17 | 2017/18 | 2018/19
99.1 99.2
92.3 91.0
92.1 91.5
92.4 92.2

%
Waverley Housing

repairs carried out in the last year
Peer Group

113: Percentage of reactive
completed right first time

RSL Average
SHN Average
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|16: percentage of tenants who
have had repairs or maintenance

90

carried out in last 12 months
satisfied with the repairs and

maintenance service.
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100.0
100.0
99.9
100.0

0

2016/17 | 2017/18 | 2018/19
100.0
99.9
99.9
99.9

100.0
99.9
99.9
99.8
2016/17 | 2017/18 | 2018/19
0

%

Waverley Housing
No. of fails

which had a gas safety check and
Waverley Housing

record completed by the

that require a gas safety record
anniversary date.

115: Percentage of properties

Peer Group

RSL Average
SHN Average
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76.0
57.8
63.0
47.7

2016/17 | 2017/18 | 2018/19
71.3
67.8
61.9
48.1

175.2
63.5
61.5
48.5

The average time to
complete medical adaptations

during the reporting year.

Calendar Days
Waverley Housing
Peer Group
RSL Average
SHN Average
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Access

Housing lists & lets

General needs lets 186
Supported housing lets 0
Number of lets to existing tenants; 33
Number of lets to housing list applicants; 116
Number of mutual exchanges 1
Number of lets from other sources. 2
Number of new applicants added 1093
Number of applicants at 31 March 1374
Number of suspensions 73
Number of cancelled applications 948
Own housing list Yes
CHR

Choice based Yes

Mutual exchange

Scolland’s
Housing
2 |Network
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Percentage of lettable
houses that became vacant in the

last year.
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9.4

12.2
9.2
8.7

3

1

4
8.8
8.4

2016/17 | 2017/18 | 2018/19
14. 2
8.5 8.6
8.8
8.6

%
Waverley Housing

Peer Group
RSL Average
SHN Average
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Percentage of tenancy offers
refused during the year.
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Lets by source

100
C8: The percentage of lets during
the reporting year by source of
let.
Large
Waverley| Stock
% Housing | Transfer SHN

e £ c [ [ & a - € € G [ [ [ ] ..
: T 1 1 % % £ % g $: 3 3 3 5 3 F & Existing tenants 17.7 18.7 18.9
Yy § &2 3 % % &8 3 3 G ¢ 3 %I 3OO omel i 188 | 277 | 3ce
§ Q £ e g Q s e é 2 § [ g § g 9 g I> omeless app icants . . .
2 4 32 4 a4 24 » 24 & B 2 a4 2 2 4 <4 a ] Housing list
E 3 $ 5 3§ 2 3§ § < % 3 % 3§ 3 ¥ ¥ 2 applicants 62.4 50.0 42.1
2 2 2 2 2 F 2 = # 2 2 2 32 2 2 £ LA nomination 0.0 2.5 1.6
P2 ¥ F 2 0§ § § 313 2 § ¢ ¢ 3 12 ' ' '
5 S I 3 3 3 g8 3 2 £ 3 ¢ 1§ & § = Others 1.1 1.1 1.9
- v .4 i 3 5 z & = FF
E - = ] o -
9 > € x £ 5
v o s = i
= 4 x
s S 3
: ;
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ll. CB Percentage of lets to existing tenants 1), C8 Percentage of lets to hameless applicants SCDU.and:S
|I. CB Parcentage of lets to housing applicants ll. C3 Percentage of lets to LA nominations }N—'gﬁg?k
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Lets to homeless

The percentage of lets during
the reporting year to tenants that

C8

have been assessed as statutorily

homeless.
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Tenancy sustainment

Percentage of new tenancies
sustained for more than a year;
all sources of let.
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2016/17 | 2017/18 | 2018/19
875 90.5
87.2 89.4
89.2 89.7
88.4 88.2

%
Waverley Housing

Percentage of new tenancies
Peer Group

sustained for more than a year;
statutory homeless.
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RSL Average
SHN Average

S3WOH wWnly

uoyelsossy Juisnoy Ayunwwo] ||AZuy

3uisnoy Aapianep

uoyelsossy 2uisnoy uodeaed

diysiaupied 3uisnoy Aemojjeg pue salywng

uoyeldossy ZulsnoH Jappe)

uoyeldossy 2ulsnoH siapiog Ysuioos

uonelsossy BuishoH agn)

uonelossy BuIsnoy ajIsiyL

uoyeldossy 3uisnoH Aepiaqy

diysiaupied uisnoy ueapliqay

uoyeldossy SuISNoH 3||IA2N

uoyeldossy Juisnoy uop|ig

uoyelsossy Juisnoy Aajep apAD

uoyeldossy SuISNOH anuay L

uoyeldossy SulsNoH 341ys

uoyelpossy FuisnoH plRYye]

0007 Uoueldossy BuisnoH peay||iH

V)]
V)]
@
Q
-
O
-
o
|-
Q
-
=
Q0]
+
V)]
D)
V)]
>
O
-
(O
|-
Q
_l

[}
w




Vg
-
O
4+
O
>
(.

Evictions
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Evictions as a percentage of stock
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Abandoned properties.

Ci1

Abandonments as a percentage

of stock.
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%
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Peer Group

RSL Average
SHN Average

uoyeldossy Suisnoy siaplog Ysuioos

3uisnoy Aapianepy

diyssaupied 3uisnoy Aemojjeg pue salyung

uoyeldossy Suisnoy agn)

uoyeldossy Fuisnoy uodeled

S3WOH wWnly

diysiaupied Juisnoy ueaplqay

uoyeldossy Suisnoy uop|i3

uoyeldossy Suisnoy anuayl

0002 Uoueldossy Suisnoy peay||iH

uoyelsossy uisnoy Aajjep apApD

uoyeldossy Suisnoy Ayunwwo) ||ASay

uoyeldossy SuisnoH a41Ys

uoyeldossy Suisnoy SpIsIyL

uoyeldossy Suisnoy Japped

FA % uoyevossy Suisnoy Aepiaqy

uoyeldossy SuisnoH 3||INRIN

uoyeldossy Suisnoy plRYIE]



Scolland’s
Housing
Network




Average weekly rent and

C17

Average Weekly Rent

rent increase

81.29

80.79
86.15

78.23

77.92
79.95
82.59

76.23

2016/17 | 2017/18 | 2018/19

75.49

77.71
80.37

74.39

£
Waverley Housing

Peer Group

RSL Average

SHN Average
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Rent increase (trends)

a0

66

50
Charter 2013-14

Charter 2014-15

«O» Waveriny Housing

Charter 2015-16
Survey

«O»Eildon HA

/

et

Charter 2016-17

» Scottish Borders HA

Charter 2017-18

-»large

ock transfer

C21: Change in average rent

£ 2016/17 | 2017/18 | 2018/19
Waverley Housing 75.49 77.92 80.79
Peer Group 77.71 79.95 81.29
RSL Average 80.37 82.59 86.15
SHN Average 74.39 76.23 78.23

% 2016/17 | 2017/18 | 2018/19
Waverley Housing 3.0 3.8 3.4
Peer Group 2.5 3.4 3.3
RSL Average 2.2 3.2 3.1
SHN Average 2.3 3.2 3.0

Charter 2018-19
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2016/17 | 2017/18 | 2018/19
64.2 60.0
65.3 63.9
64.5 63.5
68.1 67.2

Percentage of households

for which landlords are paid
housing costs directly

%
Waverley Housing
Peer Group

C22

RSL Average
SHN Average
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98.3
99.6
99.5
99.0

2016/17 | 2017/18 | 2018/19
98.2
99.3
99.6
99.4

101.9
99.7
99.9
99.6

%
Waverley Housing

Rent collected from tenants
Peer Group

as a percentage of total rent due

in the reporting year
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RSL Average
SHN Average
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2016/17 | 2017/18 | 2018/19
2
3.0
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tenants) as at 31 March each year
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Arrears (trends)

—————————

0
Charter 2013-14

—

——

Chartar 2014-13 Charter 2015-16

«Om 31 Current arreass percentage of rent due
«O» (31 Groas rent arrears percentage of rent

due

Charter 2016-17 Charter 2017-18
Year

== [31 Former arrears percentage of rent due

\

Charter 2018-18

I131: Gross Arrears trends

% 2016/17 | 2017/18 | 2018/19
Waverley Housing 4.8 3.8 4.1
Peer Group 5.0 4.8 4.4
RSL Average 4.3 4.3 4.2
SHN Average 5.3 54 5.9
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C23: percentage of former

tenant rent arrears written off at

the year end.
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Legal action

Waverley Housing
3.8%

791

Legal action process as a
percentage of lettable stock

Elldon HA

Large
Waverley |  Stock RSL
% Housing | Transfer | Average
Scottish Borders HA Evictions 0.76 0.42 0.34
550 Decrees 0.83 1.06 0.63
Court actions started  3.85 1.69 1.25
NOPs 7.91 8.71 5.14

Large Stock Transfer

0 2 4 6 8 10

C12 Evictions as percentage of lettable stock

Decrees gronted as percentage of lettable stock







34.4
33.8
30.6
32.8

2016/17 | 2017/18 | 2018/19
55.8 60.9
35.9 39.5
28.8 29.0
315 30.7

)

%
Waverley Housing

Average length of time taken
Peer Group

to relet properties in the last year

(

calendar days
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RSL Average
SHN Average
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percentage of rent lost
through properties being empty

in the last year
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Void rent loss (trends)

134: percentage of rent lost

through properties being empty

; — in the last year
% 2016/17
2 74>~< Waverley Housing 2.7
Peer Group 1.1
. N RSL Average 0.9

2017/18 | 2018/19
24 1.1
0.9 0.9
0.9 0.9
0.9 0.9 0.9

y /\ SHN Average

0
Chartor 2013-14 Chartar 2014-15 Charter 2015-16 Charter 2016-17 Chartar 2017-18 Charter 2018-19
Year

O Waverlpy Housing  *Os Eildon HA  «O» Scottish Borders HA 0w Large Stock Transfer




Landlord Report

Service

Value for Money

=Satisfaction:
Overall
Keeping informed
Opportunities to participate
*SHQS
="Emergency repairs time
=*Non-emergency repairs time
=Right first time
=Appointments kept
=Repairs satisfaction

=ASB cases within target

=Average weekly rent
=Annual rent increase
*Void relet time
=Void rent loss

=Rent collected




Landlord report

I3 Satisfied |6 Satisfied 111 Time 'éi;l':;e . 6 119 ASB .

I1.Sat|sf|ed Wlth. with ... Properties faken to complete I:.B Rgpalrs 14 . Satisfaction >oc> 17 C21Rent 130 Rent 134 Void 135 Time to

with overall keeping opportuniti R complete right first ~ Appointme . . resolved  Average X re-let

service tenants esto meeting emergency lon- time nts kept WIth. repalrs \ithin weekly rent fncrease  collected  rent lost properties

informed  participate PHQS repairs emergency pervice targets
repairs

Eildon Housing Association 88.31 89.2 78.62 95 1.33 5.5 88.04_ 90.32 66.67 85.57 3.3 98.15 1.2 33.87
Cadder Housing Association 9164 9895 9686  98.18 2.24 325 9411 9403 8125 100 8642 2.7 9768 094 3151
Hillhead Housing Association 2000 91.27 96 85.45 99.88 1.18 2.43 94.97 96.72 94.64 84.21 80.39 2.6 100.36 0.69 30.41
Larkfield Housing Association 9451 9662 100 94.5 3.29 764 9468 9611  94.53 92.28 2 10044 0.98 353
Shire Housing Association 9548 99.25 995 8753 1.89 5.53 89.9- 99.51 87.09 2 9784 101 5998
Thistle Housing Association 90.36 96.18 93.27 75.5 1.49 2.39 97.7 87.32 83.99 33 99.5 0.12 6.03
Abertay Housing Association 87.18 89.63 78.57 99.16 1.98 6.11 88.48 92.8 98.96 88.26 84.48 34 99.36 0.4 15.95
Argyll Community Housing
Association 89.25 89.25 84.75 83.42 2.94 7.82 85.04 87.65 98.1 91.67 83.6 3.7 102.02 1.49
Atrium Homes 89.33 91.11 89.78 98.81 1.93 5.04 95.4 96.84 88.57 91 86.15 2.7 98.31 1.07 34.79
Clyde Valley Housing Association 89 90.04 84.02 95.23 1.77 6.4 93.65 99.87 88 88.39 84.35 3 97.74 0.44 15.08
Cube Housing Association 89.08 91.32 88.52 98.82 2.46 5.1 96.58_ 94.46 98.41 87.5 33 98.78 0.56 20.1
Dumfries and Galloway Housing
Partnership 95.19 95.63 94.52 66.22 2.33 7.83 93.01 96.5 91.72 89.41 77.47 4.1 99.64 0.75630379 29.95
Hebridean Housing Partnership 87.99 92.11 84.45 81.08 3.43 2.69 89.48 99.35 98.38 82.5 78.74 3.2 101.2 0.66 27.73
Melville Housing Association 89.1 95.95 97.2 97.03 1.62 6.92 77.87 92.54 83.16 85.9 83.56 2 99.46 0.15 11.96
Paragon Housing Association 80.04 87.08 69.98 91.35 1.68 5.58 98.32_ 89.97 91.2 77.34 2.9 101.31 0.86 36.31
Scottish Borders Housing 1.49310962
Association 76.43 81.4 70.59 94.49 1.81 6.72 88.59 95.12 79.84 80.08 77.11 4.05 98.38 5 46.37
Thenue Housing association 90.47 91.61 77.84 99.11 1.38 4.96 95.89 92.14 94.91 92.27 85.7 33 99.86 0.43 23.97
Waverley Housing 89.7 92.73 82.48 97.38 1.62 5.2 98.82 97.87 99.06 72.88 80.79 3.42 98.35 1.14 34.36

Scoland’s
Housing
Network



Overall summary - 2019 /

Areas for concern?




Forums & Services

Forums Services

=Asset Management = Data Collection and Management
"Homelessness and Housing Support = Practice Exchange

"Housing Management = Private Sector Service

=Local Housing Strategy = Tools

=Private Sector Service - Value for money model

=Service Improvement and Scrutiny - Value for money of new build projects

- Online self-assessment

= Training

Enhanced Service

= Data accuracy and validation services

= Business Plan Review and Performance Management Service




Scotland’s Housing Network
First floor, 19 Haymarket Yards
Edinburgh

EH12 5BH

T: 0131 466 3710
E: info@scotlandshousingnetwork.org

SCOtIand ’S W: www.scotlandshousingnetwork.org

HOUSIng W @ScotHousingNet
Network i facebook.com/scotlandshousingnetwork

Your partner in housing @ Linkedin.com — Scotland’s Housing Network




