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Improvement

KEY FACTS Works Stock
18 staff We upgraded: 759 homes
10 Board Members 127 kitchens 1694 tenants
122 Members 119 bathrooms
109 heating systems

Providing affordable homes and services to the people of Oban, Lorn and the Isles



Intfroduction

Welcome to our Annual Report on performance.

We are delighted that almost 90% of our tenants are satisfied
with their home. This is slightly higher than the Scottish average.
Although we are delighted with this, our aim is to increase the
satisfaction levels and this depends on improving our housing
stock and ensuring that our services are what you want.

Our repairs satisfaction is lower than the Scottish average but
this is due to including information on all our stock, including our
remotest and most difficult to access areas.

We are looking at three areas to help improve customer service
when it comes to repairs, including making appointment times to
suit you, getting our repairs right first time and your overall
satisfaction with repairs.

Our voids and rent collection levels continue to be high in comparison to the rest of the sector.

The other area you have asked us to look at is estate management — our performance has
improved, with 85% of people being satisfied with this service. This year we are piloting a new way
of working that will see our team out in the estates more. Look out for staff in their West Highland
jackets in our car and van — please take the opportunity to speak to them if they are in your area.

We want every tenant and customer to feel that their views and feedback are valued. You can help
us improve areas of service where we may not be performing as well and | urge you to have a look
at our new approach to Tenant Participation which is covered in this report. It gives you the
opportunity to engage with us in a range of ways. Right from the start of your tenancy you can get
involved to tell us whether we got things right or whether we could have done better.

We are aware that many of you want a more personalised service so this year we are introducing
regular tenancy visits. We will visit you at least once a year and you will be able to provide
feedback to us in person.

| do hope you find the report an interesting read and if you want more information, please contact us.

Douglas Mackie
Chair

email mail@westhighlandha.co.uk




Our Performance

In this report we will let you know how we performed on the standards set out in the
Scottish Social Housing Charter (the Charter).

The Charter covers:

Equalities

The customer/landlord relationship

Housing quality and maintenance

Neighbourhood and community

Access to housing and support

Getting good value from rents and service charges
Other customers

We report on how we are getting on to the Scottish Housing Regulator (SHR) each year and you
can see the full report on the SHR’s website
https://www.scottishhousingregulator.gov.uk/find-and-compare-landlords

What we have reported on

In our Charter report we have focussed on the standards which we believe are the most important
to you, our tenants:

*  How well we keep you informed
* Housing quality and maintenance
* Anti-social behaviour

* Rents and service charges

We have also included additional information so you are able to see where we are doing well and
where we need to improve.

*  How we compare to other landlords
* The previous year’s performance
* Ratings for performance

* The actions we are taking to improve performance

www.westhighlandha.co.uk




How we measure our performance

Our performance information comes from a range of sources. In November 2016, we commissioned
an independent company, Knowledge Partnership, to complete a customer satisfaction survey for us.
This survey was carried out through post and online. All of the customer satisfaction information for
2016/17 is based on the November 2016 survey. Customer satisfaction on the standard of homes
when moving in is, however, measured using in-house surveys. This information was validated by a
Consultant.

The ratings

We are doing well We could do better

In most instances, we have compared ourselves against the Scottish Housing Regulator’s Scottish
average (which includes all councils and Registered Social Landlords (RSLs) or housing
associations (HAS)).

call 01631 566451 or 08453 402058




Tenant Satisfaction

Since our last full survey, overall customer satisfaction has increased.

Scottish Average
INDICATOR: Percentage of tenants 2016/17

satisfied with the overall service

provided by their landlord 89 7%

In 2016, there were several aspects of our service which are performing more positively when
compared to the last full survey. These include:

Satisfaction Satisfaction Satisfaction Satisfaction
with being being with housing with opportunities with neighbourhood
kept informed up quality up to participate up management up

from 75% to from 87% to from 59% to from 83% to
80% 90% 64 % 85%

www.westhighlandha.co.uk




Our relationship with you

Scottish Average

INDICATOR: Percentage of tenants 2016/17

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

91.1%

INDICATOR: Percentage of tenants - Scottish Average

satisfied with the opportunities given 2016/17

to them to participate in their
landlord’s decision-making processes

83.8%

We are pleased we have increased satisfaction with keeping you informed and opportunities for
you to participate in decision making but do acknowledge that we should be doing better.

We are currently looking at a variety of engagement opportunities for our tenants - you can see
these in the Diagram of Engagement.

We now offer a range of ways, both informal and formal, for tenants to get involved.

This new model was tested with tenants and we will be using this going forward.

DIAGRAM OF ENGAGEMENT

BREW AND BLETHER

BLETHER

informal ARMCHAIR CRITIC

COMPLAINTS formal
SATISFACTION SURVEY
CONSTITUTED GROUP

“IN ABOUT IT”

email mail@westhighlandha.co.uk




Housing Quality

Scottish Average
INDICATOR: Percentage 2016/17
of stock meeting the Scottish Housing
Quality Standard (SHQS) 93 6%
. (e]

Scottish Average
INDICATOR: Percentage of stock 2016/17
meeting the Energy Efficiency
Standard for Social Housing (EESSH) 74 5%

o (e)

Scottish Average
INDICATOR: Percentage of tenants 2016/17
satisfied with the standard of their

home when moving in 90.0%

We are performing well on the quality standards set for social housing — the Scottish Housing
Quality Standard (SHQS) and the Energy Efficiency Standard for Social Housing (EESSH). While
we are pleased that satisfaction with the standard of the home when new tenants move in has
increased and is above the Scottish average, we want to improve your satisfaction with the quality
of your home.

Scottish Average

INDICATOR: Percentage of tenants 2016/17

satisfied with the quality of their home

86.9%

Each year we replace a range of components, including bathrooms, kitchens, boilers, heating
systems, windows and doors in many of our tenants’ homes.

www.westhighlandha.co.uk




Maintenance

e J

Satisfaction with repairs has remained the same at 79% since the last full survey.

INDICATOR: Percentage of tenants Scottish Average
(who have had repairs or maintenance 2016/17
carried out in the last 12 months)

satisfied with the repairs and o
maintenance service 90.6%

Scottish Average
INDICATOR: Average length of time 2016/17
taken to complete emergency

repairs 4.7 hours

We believe performance on completing repairs right first time can be improved further and we will
monitor the performance of our contractors on meeting target completion times throughout the year.

89% 97%
90% tenants satisfied tenants satisfied
tenants satisfied with ease of with in-house

plumber and

with staff attitude reporting a repair ; )
heating engineer

call 01631 566451 or 08453 402058




Scottish Average
INDICATOR: 2016/17
Average length of time taken to
complete non-emergency repairs

7.1 days

INDICATOR: Scottish Average

: : : 2016/17
Percentage of reactive repairs carried
out in the last year completed right
first time 92.4%

Scottish Average

INDICATOR: Percentage of repairs 20Nl

appointments kept

92.4%

Anti-social Behaviour

INDICATOR: Percentage of anti-social Scottish Average

behaviour cases reported in the last 20
year which were resolved within
locally agreed targets 87.2%

Our performance has slightly deteriorated from 2015/16 but remains above the Scottish average.
We have a robust and detailed procedure for handling reports of anti-social behaviour which
includes working closely with partner agencies to resolve any disputes that arise.

e
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Rents and Service Charges

INCOME 2016/17 EXPENDITURE 2016/17
Release of Provision for Pension Liabilities ) . Bad Debts
Other £190.536 Charitable Donation £24 453
Interest  £251,107 . £5,351 7 Repairs and Service Costs
£40,555 ‘ ‘ Property / £383,134
Energy Project \ Rental Income Depreciation
and Wider Role ~ £3,455,445
£290,738 N £759.972 -, Plarjned anql
. Major Repairs
Commercial Rents \ £426.380
£41,776

Loan Interest
£535,266

" Office Costs
£757,845

Wider Role Other Overhead
£346,165 £118,657

Total number of each property size and average rent for each

Size No. of WHHA 2016/17 Scottish Average
Properties 2016/17
Studio 1 £47.24 £66.55
1 Bedroom 242 £74.73 £71.67
2 Bedroom 364 £87.23 £73.13
3 Bedroom 135 £96.12 £79.42
4 bedroom+ 17 £113.94 £88.02

INDICATOR: Percentage average Scotgg?é?\ﬁrage

weekly increase for following year —

these are net rents and do not inlcude
service charges 2.3%

Our rent increase agreed in 2016/17 was above the Scottish average. The increases we applied
from 2014 to 2016 were also below the Scottish average.

email mail@westhighlandha.co.uk




Scottish Average
INDICATOR: 2016/17

Total rent arrears as a percentage of

rent due for the reporting year

5.3%

We are delighted our rent arrears have continued to remain low as this supports our tenants in

sustaining their tenancies and means we can provide quality housing management, repairs and
advice services.

We help our tenants pay their rent on time by offering an Income Maximisation Service through
Argyll Networks. 96% of service users are satisfied with the service provided.

We are making sure that those tenants who may be affected by Welfare Reform are notified. We
offer several methods to make it as easy as possible for you to pay your rent and we are currently
looking at providing other payment options.

Scottish Average
INDICATOR: 2016/17

Average length of time taken to
re-let properties

31.5 days
INDICATOR: SCOtgg? é‘ﬁrage
Amount of rent lost due to homes
being empty as percentage of total
rent due 0.9%

www.westhighlandha.co.uk




What do you think?

We want to know what you think of this report to help improve the information we provide on our
performance in the future. If there is anything you would like to ask or discuss in more detail then
please get in touch — we would be delighted to hear from you.

We want to work with you to improve services for tenants. Getting involved doesn’t always mean
attending meetings and can include brew & blethers, estate walkabouts and armchair critics. It is
up to you how much or how little you want to participate.

If you are interested, please contact us:
Call the office on 01631 566451 or 08453 402058 (freephone)

Email mail@westhighland.co.uk
Write to West Highland Housing Association, Crannog Lane, Oban PA34 4HB

5 Link will produce this information on request in Bralille,
@ {U: Audio Tape, Large Print and Community Languages.

HAPPY TO TRANSLATE To find out more, telephone us on 0330 303 0124.
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West Highland Housing Association Limited is a registered society under the Co-operative and Community Benefit Societies Act 2014,

Registered Number 1691R(S). Registered Office: Crannog Lane, Oban, Argyll, PA34 4HB.
It is a Charity registered in Scotland, Charity Number, SC017357. Part of the Link group © Link Group Ltd 2017.
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