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National Overview 2024/25 ~SHN

Seztands Heainleg Meba vk

e Tenant Satisfaction - Based on 70 new surveys, ® Housing Quality

tenant satisfaction has remained relatwely stable. - SHQS Compliance (16): Continued improvement - LAs 82.90%; RSLs

- Slight improvements noted in Overall Satisfaction (I11), 91.89%.

Communication (12), Quality of Home (17), Neighbourhood

- EESSH Compliance (€C10): High levels maintained - RSLs 95.86%;
Management (113) and Value for Money (125).

LAs 89.40%.

. Declines observed in: Keeping Tenants Informed (12),
Opportunities to Participate (I5), Repairs and Maintenance (112)
and Factoring (129).

- Gas Safety (111): Further improvement; failures nearly eliminated.

® Access to Housing

e Repalrs and Maintenance performance shows -Indicators (114, 116, 117) marginal decrease in turnover for RSLs.

divergence: ) _
. Sustained tenancies: stable for both RSLs and LAs above 91%

- Emergency repairs (18) are being completed faster by LAs 3.79
hours (4.29 last year); but slightly slower for RSLs 4.01 hours (3.59
last year).

- Slight increase in Lets to homeless applicants (C2):
- RSLs 41.97% (39.09% last year); LAs 50.43% (49.03% last year).

- Abandonments and evictions: unchanged; both RSLs and LAs

. Non-emergency repairs (19) show marginal deterioration: RSLs
gency rep (19) g below 1%.

8.35 days; LAs 10.10 days.

-Right First Time (110): slight reduction for RSLs from 88.09% to
87.11%; increase for LAs from 88.76% to 89.22%.
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National Overview 2024/25 ~SHN

Seztands Heainleg Meba vk

® Rent Increases and Arrears ® Complaints Handling
- Rent Collection (126): Improved across the board; SHN average at - Complaints per 100 homes (113): gradual decrease; SHN average
100.15%. at 6.40 (6.57 last year).
- Current Arrears (127): RSLs 2.69%; LAs 5.20%. - Stage 1 Response Time: RSLs 3.89 days; LAs: 8.02 days.
- Former Tenant Arrears: Rising for LAs 3.40%; marginally - Stage 2 Response Time: RSLs 17.62 days; LAs: 27.09 days.

decreasing for RSLs 1.37%.
- LAs exceed SPSO targets (5 days for Stage 1, 20 days for Stage 2).

- Rent Increases (C5): overall decrease for RSLs 4.40% (6.16% last
year); increase for LAs 6.17% (5.75% last year).

e Void Management
- Re-let Times (130): slight rise - RSLs 40.39 days; LAs 78.11 days.

-Void Rent Loss (118): decreasing - RSLs 0.91%; LAs 1.68%.
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Overall summary it}

Positives

v'All performance is good, especially:
v'repairs performance, e.g., thirteen out of 1,560 repairs not right first time, and
v'voids performance

Areas for concern?

x Nineteen offers (25%) refused, though much improved performance on previous year

x Relatively higher average rent, £105.30pw for 3-apt property

Scotland’s
Housing




Comparator Organisations

Albyn Housing Society

Cairn Housing Association

Hjaltland Housing Association
Lochaber Housing Association
Lochalsh & Skye Housing Association
Orkney Housing Association

The Highland Council

West Highland Housing Association
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Tenant Satisfaction
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Satisfaction Survey Method ’ r'SHN

Survey Date: Number of tenants surveyed: Survey Method:

July 2024 355 Online
Telephone
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Overall satisfaction

Kept informed 94 88 -6
Opportunities to

participate 95 75 -20
Quality of home 87 79 -8
Management of

neighbourhood 89 78 -11
Value for money 85 70 -15
Average 90 79 11

Tenant Satisfaction
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I1 Percentage satisfied with overall

service MSHN

Seztands Heainleg Meba vk

Overall Satisfaction

® Lochaber Housing Association @ All RSLs ® SHN Average
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Lochaber Housing Association 92.41% | 92.41% | 83.66%
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. . 11 Percentage satisfied with overall
Overall Satisfaction % ervice ~SHN
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centage tenants who feel landlord is

Ke pt I nfO m ed ood at keeping them informed about [JSHN

Seztands Heainleg Meba vk

services and decisions

100% S ® Lochaber Housing Association @ All RSLs ® SHN Average
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Organisation Name 22/23 23/24 24/25
20%
Lochaber Housing Association 94.14% | 94.14% | 88.39%
0% All RSLs 91.43% | 92.06% | 91.94%
Albyn Hjaltland Lochalsh & West Orkney Lochaber  Cairm Housing The Highland
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Kept Informed

EL

ercentage tenants who feel landlord
is good at keeping them informed
about services and decisions

CISHN
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Percentage tenants satisfied with

Oppo rtu N ities to Pa rtiCi pate portunities given to them to participate [JSHN

in landlords decision making "

100% 2 " ® Lochaber Housing Association @ All RSLs ® SHN Average
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Lochaber Housing Association | 95.409% | 95.40% | 75.43%
0% All RSLs 87.76% | 89.10% | 88.47%
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Opportunities to Participate
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I7 Percentage tenants satisfied

with quality of home 1 SHN

Seztands Heainleg Meba vk

Quality of Home (All Tenants)

2 ® Lochaber Housing Association @ All RSLs ® SHN Average
N 2 95%
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Organisation Name 22/23 23/24 24/25
20%
Lochaber Housing Association 86.55% | B6.55% | 78.57%
0% All RSLs 84.91% | 85.06% | 85.91%
Orkney Hjaltland Albyn Lochalsh & West Cairn Housing  Lochaber  The Highland
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CiSHN

I7 Percentage tenants satisfied
with quality of home
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Management of Neighbourhood

113 Percentage tenants satisfied
with management of
neighbourhood

CISHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average
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Management of Neighbourhood
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125 Percentage tenants who feel

Va I ue fO I M on ey rent for their property represents "JSHN

gun‘d value fﬂr maney Soztande Heunleg Mabanrk

ﬁé . ® Lochaber Housing Association @ All RSLs ® SHN Average
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129 Percentage factored owners
satisfied with factoring service

CISHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average
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Organisation Name 22/23 23/24 24/25
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Complaints

13 Complaints received per 100

homes MSHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average
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1st Stage Complaints o o respond tdeyer T i SHN
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® Lochaber Housing Association @ All RSLs ® SHN Average
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1St Stage Complaints N19 Stage 1 complaints - Type 'SHN
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40%
@ N19.1 Dissatisfaction with policy

® M19.1 Failure to follow a procedure
@ N19.1 Failure to provide service
20% @ M19.1 Failure to respond to enguiry
@ N19.1 Other

@ N19.1 Standard of service provided
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1 St Stage Com pla i ntS N19 Stage 1 complaints - Outcome "'SHN
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® Lochaber Housing Association @ All RSLs ® SHN Average
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2nd Stage Comp|aint5 N19 Stage 2 complaints - Type 'SHN
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an Stage Comp|aint5 N19 Stage 2 complaints - Type 'SHN
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115 ASB cases per 100 homes

Anti-Social Behaviour 'SHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average
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AntI_SOCIaI BehaV|0ur N32 Measures to resolve case

CISHN
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Housing Quality & Maintenance
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C10.7 Self-contained properties
that meet EESSH - Total MSHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average

15% °
95%
10%
90%
20/21 21/22 22/23 23/24 24/25
5%
Organisation Name 22/23 23/24 | 24/25
Lochaber Housing Association 97.80% 97.80%
o0, All RSLs 95.44% 1 96.27% | 95.86%

Hjaltland Housing Lochaber Housing Albyn Housing Society Cairn Housing Association
Assaciation Association

®C10.5 Not Meeting EESSH ®C10.6 Exempt from EESSH ®(C10.4.1 EESSH Compliance Unknown
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16 Percentage properties meeting

SHQS year end MSHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average
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Organisation Name 22/23 23/24 24/25

Lochaber Housing Association | 97.80% | 98.35% | 97.80%
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Hjaltland Orkrey Lochaber Lachalsh & Albyn Cairn Housing The Highland All RSLs 87.68% | 91.40% | 91.89%
Heousing Housing Housing Skye Housing nghlﬂnd Housing Association Council
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®16 Percentage in abeyance from SHQS ®16 Percentage failing SHQS ®16 Percentage exempt from SHQS
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I8 Average hours to complete

emergency I'EPEIiI'S m SHN

Seztands Heainleg Meba vk

Emergency Repairs

® Lochaber Housing Association @ All RSLs ® SHN Average
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Repairs Right First Time
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112 Percentage tenants satisfied

with repairs service 1 SHN
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Repairs Satisfaction
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Access to Housing

Housing Lists & Lets

C2.1 The number of lets to existing tenants

C2.2 The number of lets to housing list applicants
C2.3 The number of mutual exchanges

C2.4 The number of lets from other sources

C2.5 The number of lets to homeless applicants
C2.6 Other nominations from local authorities
C3.1 General needs lets

C3.2 Supported housing lets
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C2 percentage of lets by source of

let CISHN
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Lets by Source
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100% ® Lochaber Housing Association @ All RSLs ® SHN Average
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Abandonments and Evictions
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121 Average days to complete
approved adaptations ) SH N

Seztands Heainleg Meba vk

Medical Adaptations

® Lochaber Housing Association @ All RSLs ® SHN Average
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121 Average cost of adaptation

vs CISHN

121 Average days to complete o
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C17 Lettable self-contained units -

Total - Average weekly rent HSHN
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N18 Rent consultation response

rate CISHN

Seztands Heainleg Meba vk

@ All RSLs ® SHN Average
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Organisation Name 22723 23/24 | 24,25

All RSLs 15.15% | 17.30% | 14.60%

(. NB: This response rate is calculated by expressing the number of
responses as a percentage of the stated number of tenants
surveyed for the annual rent cansultation. A new indicator has been
produced to demonstrate the number of responses received from
individual tenants as a percentage of the stated number of

tenancies at year end - see following slide.
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126 Percentage collected of rent
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Rent Collection

® Lochaber Housing Association @ All RSLs ® SHN Average

100%
101.0%
80% 100.5%
100.0%
60%
99.5%
99.0%
40% 20/21 21/22 22/23 23/24 24/25
Organisation Name 22/23 23/24 24/25
20% n
Lochaber Housing 101.32% | 100.36% | 99.91%
Association
0% All RSLs 99.20% | 99.55% | 99.97%
Hjaltland Albyn Waest Lochaber  The Highland  Lochalsh & Orkney  Cairn Housing i ' '
Housing Housing Highland Heousing Council Skye Housing Housing Association

Association Society Housing Association Association  Association
Association



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

5%

4%

3%

2%

1%

0%

Arrears

00%

&
(=)
=]
&~

1.87%
2

&
—
=
ae -
™
=
—_

&
[Ty
w
=

West Orkney Cairn Housing Albyn Lechaber Hjaltland
Highland Housing Association Housing Heusing Housing
Heousing Association Society Association  Association

Association

rent due

127 Current arrears percentage of

CISHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average

5%

&
~
o
]

All RSLs 3.07%

2.92%

2%

20/21 21/22 22/23 23/24 24/25
Organisation Name 22723 | 23/24 | 24/25
Lochaber Housing Association 2.95% | 2.13% | 2.00%

2.69%

Lochalsh &  The Highland
Skye Housing Council

Association



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

Arrears

2.0%

1.5%

1.0%

0.5%

0.0%

i
i
™~
(=]

Hjaltland
Heousing
Association

=
L
==
(=]

West
Highland
Housing

Association

87%

0

Cairn Housing
Association

&
r.)
-

0

Lochaber
Housing
Association

00%

1

Lochalsh &  The Highland

Skye Housing
Association

&
=]
o
-

Council

&
e
&
—

Orkney
Housing
Association

Albyn
Housing
Society

rent due

127 Former arrears percentage of

CISHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average

2.5%
2.0%
1.5%
-___-’.’_,..—-"_ e
1.0% /
20/21 21/22 22/23 23/24 24/25
Organisation Name 22/23 | 23/24 | 24/25
Lochaber Housing Association 0.55% | 0.81% | 0.96°%

All RSLs 1.39%

1.43%

1.37%



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

N34 Percentage of tenants

Te m i nd ti n g W it h A rrears terminating tenancy with arrears [JSHN

Seztands Heainleg Meba vk

@ All RSLs ®SHN Average

50%
B0Y% o
z o -
[Le] ]
BQEEE\Q /
g am 40%
60% 25 308
=5 ™M
g RrEQGgNW
L EESEIE S
. 2RI JSS - - 30%
-
40% «Q&Eiﬁ%g;mm
n @™~ M~ 5 omm
= R E SN2
R Hﬁﬂ:m YT
2 F W™
R S e = B
& E ™ 20/21 21/22 22/23 23/24 24/25
20% IR
EE ™
2
wn I II Organisation Name 22/23 23/24 24/25
0% .
o f.\ 9 (0 00 4 0 All RSLs 38.87% | 36.40% | 37.46%

AR S T t*“#“ #“1 S0 P PP A
s cf R ::%:5 e :ﬂbﬁ‘* ; R mzs s :““"P;;Dd = _
o H;\ e.; d:!: -:\“bmﬁh "‘:ﬁs@ﬁ“q’ {\%\}9{\':5 F® Q:F:- 09 ,g.. \ﬂﬁgg Q\c" f«Fh &\ﬁ‘hﬁﬁvg R

e ﬁ\
”‘:“D 4 '?"nﬁ‘("‘ “ﬁx\{’ \* ‘c\o 0 £ G‘Q\OG 1\0\}\?@ "f{" ‘-'-"0\{\0 H),DG\‘\'D \b% \:\D [:I‘:"\e.p Q,. ‘{\n
Q,g'\ QD Q'Eﬁ' q!,\'ﬂ'-f Im“\D"" (‘Lq’ q«:ﬂs‘ .ﬁ@f&{;} D‘:"G‘ﬂ,ﬂ ﬁkﬁ;‘}.;\ﬁ {\ \ ﬁﬂ (_}a‘ ..“E-E' o'b ’Et':& bﬁﬁﬁ ‘k {‘
'F' ,,g., c_.,*:\ f.-%@:\e'a A 0-;2. cJ’C‘:1 ety 5& cﬁé \__ﬁ (_}‘!I-é. o« ,35%920

ﬁé
o o o



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

N34 Average debt owed when

leaving MSHN

Seztands Heainleg Meba vk

Terminating with Arrears

@ All RSLs ®SHN Average

faK £1,000

EﬂdBK
£0.52K
£0.64K
£0.73K
£0.74K
0.78K
£0.79K
0.80K
£0.84K
f0.87K
£0.89K
097K
£0.92K
£0.93K
£0.94K
£1.01K
£1.09K
£1.12K
£1.20K
£1.29K
£1.34K
£1.48K
E1.48K
£1.54K

=
=
£900
£3K
x £800
a
b
£2K
£700
v X X . R == 20/21 21722 22/23 23/24 24/25
£1K T owwvwsos JaF
x%3339 8T
% MM il
+ o o
= W™ IIIIIIIIIII Organisation Name 22/23 23/24 24/25

All RSLs £655.46 | £897.88 | £887.26
s,p" @"" & d: O c-f‘ 3 \ SO qﬁb‘*u?.@ G@ bﬁa B B?a"*ﬂ?.ﬁ G@ 0@“0 & xﬂ“"ﬂ@"t"uﬂ
4*' uﬁﬁ ﬂﬁ dg-p ﬂﬁ f&.ﬁ@q~ d%dq vﬁ ﬂﬁnﬁﬁ d@ ¢9 +¢Eﬂ¢®nﬁ4 09 09 0P 0B
- 3 d"‘a BT R DA I N N oﬁgﬁnﬂ
aﬁ; e \Eﬂ ﬂ\:\ x*ﬂ‘?;\\’"ﬁ\"ﬁ;ﬁﬁ:“gp\\m ﬁ;ﬁa%x\ N, x:&%a\e\ae
G AT AT ¢g~ 2@t o {\3 g B 8 ot ,-.:o'- P o o e? o ,.}"i‘ petiag
E""‘i’a@?‘cﬁﬁ* 0% e v;j'épﬁ*‘“ ot ¥ Y G c}@“@%ﬁ“ﬁ*‘o& 4o
o nz.
\"‘B W @*ﬁ'ﬁh

@



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

FO rm e r Te n a nt Arrea rS N35 FT Arrears collected as
Collected percentage of FT Arrears Total  (; SHN

Seztands Heainleg Meba vk

@ All RSLs ®SHN Average

B80%
20%
60%
15%
40%
105
=2 &R
o S 2 £
- - © o & o=
~ ~ i r 5 9 " 22/23 23/24 24/25
20% - "~ 2 w A ® -
r~ m o = & =
- @ 8 ~ o
I = P o Organisation Name 22/23 23/24 | 24/25
0% All RSLs 14.86% | 8.12% | 20.86%
A
o o Rk oS 0%
) r}v%"“" @ oo ~e~°‘ﬁ° ¥
C\I:Fp .‘M‘.‘p {\%‘j@{& c}ﬁ"'z %éqp rh\j\@ﬁ
B o o



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

60%

50%

40%

30%

20%

10%

0%

Arrears Written Off

5.50%

Orkney
Heousing
Association

Hjaltland
Housing
Association

7.69%

8.89%

West
Highland

Housing
Association

#
oo
™~
w
w

Cairn Housing
Association

&
=
o
o5
©

Lochaher
Housing
Association

=
LA
il
o
"

The Highland
Council

&
0
r~
—
in

Lochalsh &
Skye Housing
Association

Albyn
Housing

Society

C7 Percentage former tenant rent
arrears written off

CISHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average

—

20/21 21/22 22/23 23/24 24/25
Organisation Name 22/23 23/24 24/25
Lochaber Housing Association 7.89% | 17.09% | 18.94%

All RSLs

35.67%

33.34%

40.16%



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

6%

5%

4%

3%

2%

1%

0%

Arrears

s
(=
LM
e
o
o
L
o
]

West
Highland
Housing

Aszsociation

4.62%

3.82%

2.82% 2 909, 2.96%

Cairn Housing  Hjaltland Orkney Lochaber Albyn Lochalsh &  The Highland
Association Hausing Housing Housing Heusing Skye Housing Council
Association  Association  Association Society Association

@127 Current arrears percentage of rent due @127 Former arrears percentage of rent due

6.42%

127 Percentage gross rent arrears

of rent due MSHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average

8%

e / \
20/21 21/22 22/23 23/24 24/25

Organisation Name 22/23 | 23724 | 24/25

Lochaber Housing Association 3.50% | 2.94% | 2.96%

All RSLs 4.46% | 4.35% | 4.05%



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

4%

3%

2%

1%

@127 Current arrears percentage of rent due @127 Former arrears percentage of rent due @127 Percentage gross rent arrears of rent due

Arrears (Trends)

4.23%

4.12%

3.73%

2.96%
2.00%
0.96%
0.81% -
0.55% 0.50% DM
20/21 21/22 22/23 23/24 24/25

127 Percentage gross rent arrears

All RSLs

4.46%

4.35%

of rent due MSHN
Organisation Name 22/23 | 23/24 | 24/25
Lochaber Housing Association 3.50% | 2.94% | 2.96%

4.05%



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

N33 Percentage of tenancies in

arrears at year end 1 SHN

Seztands Heainleg Meba vk

Tenancy Arrears

465 @ All RSLs ®SHN Average
359%
40%
1%
30%
30%
200, 19%

105 |4 9% 9% 20/21 21/22 22/23 23/24 24/25

I 24/25
0% _-. il b o o RSP Organisation Name | <£250 | £250- | &soo- | gwoo- | £1s00- | =£2000
i Ob; x-:"“’p.a oﬁa‘*‘ﬂ 2 .;a"v"o ﬁ‘“‘i@“"’b ‘21\5"0’5' o qp{.x‘ﬂ‘y@&ﬁ 0& SO a-h@ﬁ&"r’ £500 | €000 | £1s00 | £2000
\'a‘-' 1:. o ek F:d_‘ ‘;':‘L »:, 501'_ (oo .;_, Qc@ -.‘,'i"
1‘\
L f‘ﬂ).,a QPo PP Y o P‘i;(, vﬁq L “%vﬁ"" LAY S
o 00000000 %0 o9 It All RSLs 1017% | 6.88% | 4.83% | 174% | 0.97% | 1.47%
& P o SO S S ﬂ‘}ﬂ‘}ﬁgﬁ}{\‘*ﬂ‘:‘ **d’:’\o\*bnoo‘ﬁﬁd@
o *H\H\‘&\*\’*\k#{‘ e\i“ ?‘ﬁ\’*\k ks PRt \:‘* \’*1\%\\ e\i“
0@& .;&“@t; i 'bé' \!5‘,\0 ,}5{@2’& f#}ﬁn*ﬁ\ R o 50 x‘?-"' ﬂ'l.'ﬁ" el A &.“1&
e \cﬁ-b c}{,ﬁfﬁ s & REC PN oﬁgﬂ o
@\\,‘1\& g b_e' ‘3‘3
(:ﬂ

©<£250 O £250-£500 @ £500-£1000 @ £1000-£1500 @ £1500-£2000 @ =£2000



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

&0

50

40

30

20

Relet Times

10.88
11.04

Hjaltland Lochakber Orkney
Housing Housing Housing
Association Association Association

[
o
rd
i

West Highland
Housing
Association

m
-
=]
-

Lochalsh &
Skye Housing
Association

[Ts]
M
o
o

Albyn
Housing
Society

L
&
]
LA

The Highland Cairn Housing
Council i

130 Average time to re-let
properties (days)

CISHN

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average

60 —

__---'--__
20/21 21/22 22/23 23/24 24/25

Organisation Name 22/23 | 23/24 | 24/25

Lochaber Housing Association 12.98 | 10.10 | 10.88

All RSLs 39.35



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

35%

30%

25%

20%

15%

10%

3%

0%

demand

N36 Percentage of lets that are low

@ All RSLs ®SHN Average

25%

&
[
L
(i
Y

20%

&
[T
=
o
M

15%

g
[
<
=t
©d

10%

&
i
"
(12
L.

R
=
=
=
—

CISHN

Seztands Heainleg Meba vk

Hanover Scotland Fife Housing Hebridean Shire Housing Langstane Argyll Community
Housing Group Housing Association Housing Housing
Association Partnership Association Association

20/21 21/22 22/23 23/24 24/25
Organisation Name 22723 | 23/24 | 24/25
All RSLs 23.98% |15.76% | 9.76%



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

N36 Not Low Demand relets

average relet time 1 SHN

Seztands Heainleg Meba vk

@ All RSLs ®SHN Average

.

(=1
<
w
un
o
a8
o
[=+]
80
5%
2238
&l 'ﬁl‘
g =
g S
289+«
40 R
o Qe ® @AMy 20/21 21/22 22/23 23/24 24/25
SSTJRNARNRNRS
= m ﬁ ; P E g
20 23 : 3 M - SN
M = = -
o IIII Organisation Name 22/23 | 23/24 | 24/25
II IIII All RSLs 35.21 | 31.17 | 34.42

_eps}"’waﬁ' do -;-PD \.a'vbc“ .a'-bn E.Q\“ ﬁh} 1\“ :}:\Q ::‘ e -:: oo .ig:r ,:;ﬁ-‘i‘ 207 oq‘e@@i o ﬁo';‘.\i};‘,tp a-“ﬂ Gﬂ‘? ‘._\; a‘g ﬂobgzt a0
L“b et o9 S e ey "D;‘r*" -Q'ﬁ“ "“fn”" h"‘PLW‘s Ny “"‘G L v b‘*"(’;“‘“ﬁ&v&" 3 “gh‘*"

qﬁ%ﬂﬂ\ @@@Q\i\@:ﬁ\@&cﬁ{@ e %‘10;:‘:5 ﬁ\gﬂﬁﬁi\g\ﬁ\f- 0 0@ \f\ i
o o e e e e e o S e R e* o
Aty %o‘}ﬁu“%\n ‘?‘D\} D“"" oo ‘('t.,':""} Y\P 1\‘:.': o Qxﬂ W Y\D 1\0\1’%‘“ ) '\"ﬂ “c"' ‘E’\b
@@ e B o S et
‘\5\ \ ‘lp‘\ ‘6‘\' bﬁ'b q@'c}_ﬂc’ no™ q-a'.%‘ a\:\gio ".‘E& *‘a P g (PE} é{a‘ \.'b ‘J;._ﬁ
LD '# SNCLR N s *“*’ o e
W J_‘- ,35\.

pﬁ W



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

80

&0

40

20

o
-
—
—

Pineview
Housing
Association

—
o
~
~

Dalmuir Park
Housing
Association

[
L
o
(']

Argyll
Community
Housing
Association

=]
o
N
[ 4]

Hebridean
Heousing
Partnership

M
™
g
M

Shire Housing
Association

Langstane
Heousing
Association

Hanowver

Scotland

Housing
Association

Fife Housing
Group

@ All RSLs ®SHN Average

100

80

60

relet time

N36 Low Demand relets average

CISHN

Seztands Heainleg Meba vk

20/21 21722 22/23 23/24 24/25
Organisation Name 22/23123/24 | 24/25
All RSLs 72.61|67.42 |46.27



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

N36 - Low Demand & Not Low
Demand Average Relet Time  [JSHN

Seztands Heainleg Meba vk

L=
=
el
a
100 :
@ g
r=]
oo oo E g
No g
E == =
80
24/25
a8
60 < Organisation Name N36 Low MN36 Not
g = Demand Low
[ . I~
mF . = relets Demand
g
ST S average relets
40 o m 3 ot m let ti
- relet time average
=) @ @& @ NN - :
o = N N NN @ ¥ o relet time
gyx ¥R
L I R e |E|II|||I All RSLs 46.27 34.42
m - - —
| i _
GO @.‘50 FErs —a'*ooa. “1\-{\0“010@% -,n“ \}!ﬂ PP e"#}u‘i‘ @Qaﬂﬂ a_u“ .;_.p # -b“ .,n'i‘ 50 {\C’“ A ,L.\u‘i‘ ﬁo‘? a0
RO e e s =,o°:,n° W t:—“‘«,p“ auuu -,o°
O At e N o9 eeP P o0 \}1:0 sja ;,e 2 o " @ \(& e o9 ‘:
Laee*pv«‘*%vvﬁv ey S vﬁvvf.‘ st v
e 20 0900 e, \1“’-'-' S ugs‘“’ © 09 ﬁ*‘* ,,r, O @"J ﬁ\%\.@q 0% 0% Y ﬁ‘ﬁ\@ 0¥
Lkﬁ%od"oo ¥ o"’v"?\"a o o \'?"o""o‘}x"te'a‘l'a
P S o e MR St 9,00 W a\?\e@ TR gt e
ke Qofg@ba?*o&o n@;““@ip ® et R q\aﬁﬂ,:,:w a0 H@\e‘! %;,:"p o« ﬂge;@xa 0% ,3\1 Gb% b“:ﬂ RS 401:?@ a‘}ﬁv
W e i o \;;a . S, i
) N g A of o 0:%2. %ﬁ'oﬂ .‘_ﬂ & Y\\Lﬁ‘- W o &5
.Pz'.'ﬁ%. ‘:@p

@ MN36 Mot Low Demand relets average relet time @MN36 Low Demand relets average relet time



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

N43 Percentage satisfied with

Standard Of Home When MOVing In standard of home when moving in II:J"SHN

Seztands Heainleg Meba vk

=
5 & ®
oo 2 ‘a;_? § & 2 R 2 All RSLs ®SHN Average
R § g 2 o I & R ¢
S > 3 g 3 3
S 3 2
= =
80% - /\/
60%
N /\/
20/21 21722 22/23 23524 24725
20%
Organisation Name 22/23 23724 | 24/25
0% All RSLs 94.09% | 90.57% | 93.50%
A g0 6 T 9 " 1 1 g R O u':" o Bt\ MGG I CFC
id:k g\ﬁ o o t,‘,pf.. o -c,,"PL o :,‘PL o7 o ﬁ{b ‘PL ..-,,‘.: ‘PL r.,,‘.i :,‘PL -31. w‘!p[’ 4:,':#
A &0 . Gq'i'* s (ﬁ'i"- g"?- (\‘3}% I Qq?* ‘Pr, Oq?* g. (ﬁ'?'- 0‘31% 0__.% g? o Gq?*
o 0 a0 e o b \é\ o 5o d;‘ G0 o cp e
f\a"ﬁ @D‘} \ap"} @D“} \?.'3\) @D .&D"} ,H:r {\q \?‘D Qi \e\l:!"':' ,‘\p .,& Y\p .\;‘ \;\ﬂ .‘;\ Y\,‘D
W2 b ol (ﬁ\ oﬂe, D.ﬁ‘ & £ ) R et af
2 G 13:" Q@ e E;s- ?59 e 0™ e g o
oY -:F-'l éﬁ RN *"é o I LN 5
o ¥ o e w ¥ qx‘?‘ o o o o

SO



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

118 Percentage of rent due lost

VO' d Re nt LOSS through properties being empty (1 SHN

1.0%

0.8%

0.6%

0.4%

0.2%

0.0%

Seztands Heainleg Meba vk

® Lochaber Housing Association @ All RSLs ® SHN Average

2.0%
&2
=]
=
© 1.5%
H
" 1.0%
=T
¥
=
0.5%
—
0.0%
A 20/21 21/22 22/23 23/24 24/25
£ 3
o
h.l
s £ "5
by ﬁ Organisation Name 22/23 | 23/24 | 24/25
5 . ©
S . . Lochaber Housing Association 0.22% | 0.24% | 0.29%
All RSLs 1.13% | 1.05% | 0.91%
Hjaltland Orkney West Lochaber Lochalsh & Albyn The Highland Cairn Housing
Housing Heousing Highland Housing Skye Housing Housing Council Association

Association  Association Housing Association  Association Society
Association



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

Landlord Report

Service Value for Money

Satisfaction: Average weekly rent
Overall Annual rent increase
Keeping informed Void relet time
Opportunities to Participate Void rent loss

SHQS Rent collected

Emergency repairs time
Non-emergency repairs time
Right first time

Repairs satisfaction

ASB cases completed



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

Landlord Report

Organisation Mame

West Highland Housing Association
Hjaltland Housing Assocdiation
Albyn Housing Society

Orkney Housing Association

Lochalsh & Skye Housing Association

Lochaber Housing Association
Cairm Housing Association
The Highland Council

Overall Infarmed Invobeed SHOS
satisfaction
w

Improved indicators:

Repairs satisfaction
Anti-social behaviour (100%)

Rent increase

Emergency
repairs

Man-emergency  Right first

repairs

time

Repairs
satisfaction

97.07

Anti-social
behaviour

Rent
increase

Average
rent 3-apt

113.61

Average
rent - all

114.97

Rent
collected

Voicl
rent loss

CISHN

Sezrands Heainleg Mera ek

Re-let
time



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

Landlord Report

Value

100

90

80

10

60

50

40

30

20

10

10

20

30

Service vs Value for money

50
Service

70

80

90

100



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

Landlord Report

Value

100

90

80

10

60

50

40

30

20

10

Hjaltland Housing Association

Service vs Value for money

Comparison with Comparator Group

Orkney Housing Association® AlbprHausing Socioty = —— o —— v ————— — ——

Lochalsh & Slgye Housing Association

®Cairn Housing Association Lochaber Housing Association

The Highland Council @

20 30 40 50 60 70 80
Service

90

100

CISHN

Seztands Heainleg Meba vk


https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

Landlord Report

Value

100

90

80

10

60

50

40

30

20

10

Service

Comparison with RSLs

Service vs Value for money

90

100

o ®
® %
o0 :'-- .
e
q % @ o -: o ©
o0
® 1.1 0'.;‘". . .
.I. il Se °%%e ®
e o090 % o e — *+— VY ——mTT
® ° 0y ® o
® - -. ® . : o0
o0 ® ¥
®
¢ o ° ‘:"- = o
® e o @ % °
° ®
®
® ®
® ®
®
10 20 30 40 50 60 70 80

CISHN

Seztands Heainleg Meba vk


https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

Service vs Value for mone
Landlord Report " FSHN

Comparison with Sector

100

90 ® )
™
®
e o
®
& ®
70 q- o e ) e
™ ®
° ° o, % °
60 L ~ ° ..;.. oo
e o ® ° oo
c e ®op 'fl e I : ® .
= 50 o ® © o _a-a_%T e —
= e® G g9 o, ®e " o o
° e ®e® %e g8 ° oo
40 ® ..‘. ® ® 8
® o €% O
30 ¢ o . & e . °
® o ® ®le
20 @ s
o e
10 L r
™
0
0 10 20 30 40 50 60 70 80 90 100

Service



https://app.powerbi.com/groups/me/reports/a04dc076-eff0-4834-8516-0adfb30fd2e5/?pbi_source=PowerPoint

Overall summary it}

Positives

v'All performance is good, especially:
v'repairs performance, e.g., thirteen out of 1,560 repairs not right first time, and
v'voids performance

Areas for concern?

x Nineteen offers (25%) refused, though much improved performance on previous year

x Relatively higher average rent, £105.30pw for 3-apt property

Scotland’s
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Overall summary I

Positives

v'All performance is good, especially:
v'repairs performance;
v'tenancy sustainment, 100% homeless tenancies sustained:
v'medical adaptations, completed in average of 12.5 working days;
v'voids relet time, average 11 working days.

Areas for concern?

x Reductions in satisfaction rates, by up to 20 percentage points
x Relatively higher average rent, £113.61pw for 3-apt property

x Three evictions in 2024/5, for arrears
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Communities of Practice

» Asset Management and e Performance and Service
Development Improvement

e Community and ® PRS Homelessness
Resident Engagement

® Private Sector Housing

* Data Users ® Repairs and Maintenance -

® Homelessness ® Rural Housing

* Housing Management o < 5 4 Link Officers

¢ Local Housing Strategy Specialist Housing and

®* Mid-Market Rent Support

® \Welfare Reform
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T SHN

Scotland's Housing Network
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SHN Business Intelligence Tools

e New Business Intelligence Tools utilising
Microsoft Power Bl

® Integrated into SHN website and accessible
to all SHN members

e Create bespoke reports using our
interactive dashboards, including:

® Annual Return on the Charter (ARC) Chart Generator
® ARC Table Generator
® Annual Network Indicators thematic dashboard
J‘W B e ® Quarterly Benchmarking Chart Generator
e e o - - - - ® Homelessness Chart Generator
~r—— ) —— - - o - ar ® Housing Revenue Account (HRA) Tool
It Lot sl —— — - - o -
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Prer Grous 10 - Large LA & Wheatiey Homes Glasgon | 191 - naz "= war " w na . ' .
- b — —— ———— ® Intention to build thematic dashboards for
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® sHas
® Rent arrears
o Repairs etc.
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Membership Offer

e Communities of Practice

® Data Insights and Benchmarking
® Value for Money

® Development Value for Money
e Self-Assessment Tools

® Exclusive Publications and Guidance
Documents

® Training
® Private Sector Services
® Welfare Reform Services

® Data Validation Services
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Scotland’s Housing Network
5 South Charlotte Street

Edinburgh

EH2 4AN

T: 01315819222
E: info@scotlandshousingnetwork.org

Scotland’s Housing Network W: www.scotlandshousingnetwork.org

W @ScotHousingNet
Kl facebook.com/scotlandshousingnetwork
B Linkedin.com - Scotland's Housing Network

Contact Us
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