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Intfroduction

Welcome to our Report Card for 2019 - 2020, where
we report on how we are performing against the
Scottish Social Housing Charter (the Charter).

This introduction to the Report Card is my first job as
Chair of West Highland Housing Association and |,
on behalf of the Board and staff, would like to thank
the previous Chair — Dougie Mackie - for all his work
on behalf of West Highland. It is also important to
recognise that Dougie remains a Member of WHHA
Board, Link Group Board and the SFHA, and his
experience is invaluable to West Highland.
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Providing affordable homes and services to the people of Oban, Lorn and the Isles



Introduction

As | am writing this, | am aware that we are all
living in strange times which for many people
bring a number of challenges. Housing has
always been viewed as important but, over the
past few months for many people, this is much
more linked with good neighbours and a good
quality environment.

| thought it would be helpful just to remind
ourselves of the importance of the Charter and
our report on how we are doing against the
Charter measures.

Scottish Social Housing Charter

The Scottish Social Housing Charter sets the
standards that all social landlords should
achieve for their tenants and service users.
Each year, we are required by the Scottish
Housing Regulator to report its performance
against the key outcomes and standards
contained within the Charter of which there are
16 (14 are applicable to West Highland). The
Charter is of key importance for both social
landlords, tenants and service users. It explains
the activities which social landlords carry out
on behalf of their customers, and clearly sets
out what you should expect from us.

This document gives you information on our
performance in a range of areas, including
tenant satisfaction, quality of your home,
repairs, anti-social behaviour and rent. It
includes information on all the performance
indicators which we are required to provide by
the Scottish Housing Regulator and hopefully
some interesting information on West Highland
Housing Association.

Maintenance

Last year, we said we would provide more
information on maintenance, particularly as we
received support from the Scottish Government
to assist on our decarbonisation programme.
This programme has been challenging for the
organisation but more so for some tenants who
we recognise had periods of inconvenience as
we resolved technical issues. We are able to
report that these issues have been resolved
and we are working to deliver a final software

upgrade that optimises the system operation.

The grant for this work from the Scottish
Government will mean less pressure on our
budget for future years, as well as contributing
to a reduction in our carbon footprint.

We spent in excess of £900k on maintenance
works last year, which is a significant amount.

Tenant engagement

Tenant engagement is an area that the Board is
championing for the future and we are already
working on areas for improvement. We very
much hope you can find the time to help us
get better.

We continue to value all feedback from
everyone as this does make a difference. A
good example of this was a tenant from Mull
who provided some feedback on our phone
system which led us to change a revised
internal call structure and an answer phone
service to ensure we can quickly return calls.

Best wishes,

Gerry Boyle
Chair

Your feedback

Please let us know how well you think we have
performed by completing our short online survey:
www.surveymonkey.co.uk/r/westhighlandcrc

You will be entered into a prize draw to win one
of four £50 gift cards for the supermarket or high
street store of your choice.

If you would like a paper copy of this survey,
please contact our office.

email mail@westhighlandha.co.uk




OUR MISSION STATEMENT

This report will let you know how we performed on the standards and outcomes set in the
Scottish Social Housing Charter (the Charter) in 2019/20.

We report to the Scottish Housing Regulator (SHR) each year and you can find the full report on the
SHR’s website www.scottishhousingregulator.gov.uk/for-tenants. The website also has a
comparison tool you can use to find out how other landlords perform.

OUR MISSION STATEMENT IS...

Supporting our communities by providing and maintaining quality neighbourhoods and homes for life.
WE STRIVE TO BE...

approachable
fair

honest
listening
supportive
collaborative

By following these values, we will make a positive difference.
OUR OBJECTIVES ARE TO...

Provide high quality homes

Deliver excellent services

Keep the organisation safe and secure

Value our people

Promote positive partnerships for the benefit of our communities

WE HAVE...

793 self-contained homes for rent;
169 factored properties;

20 staff members; and

107 shareholders.

www.westhighlandha.co.uk o



OUR PERFORMANCE

HOW WE MEASURE OUR PERFORMANCE

Each year, we sample question a third of our tenants for qualitative information that is reported to
the Scottish Housing Regulator.

In the third or fourth year, we carry out a full tenant survey that provides us with a new baseline for
our work. The only exception to this is we report on the satisfaction of all tenants moving into our
houses, including transfer tenants. This year, 161 tenants responded to our survey.

WHAT WE DO WITH THE INFORMATION

We use this information to help us understand what you think we do well and where we could do
better.

WHAT DIFFERENCES DO YOUR COMMENTS MAKE?

During the past few years, we listened to your feedback and;

* decreased our new build programme to concentrate on maintenance;

« focused our new build programme on small rural schemes and opportunities for
low-cost home ownership;

« focused on helping people maximise their income;

* re-focused our maintenance programme on priorities by tenants; and

* increased our work on estate management, including environmentals,
doing one-off clearances.

email mail@westhighlandha.co.uk




EQUALITIES

We deliver our services ensuring all tenants and customers are treated fairly and can access a
home that fully meets their needs.

This outcome describes what social landlords, by complying with equalities legislation, should
achieve for all tenants and other customers, regardless of age, disability, gender reassignment,
marriage and civil partnership, race, religion or belief, sex or sexual orientation.

It includes landlords’ responsibility for finding ways of understanding the rights and needs of
different customers and delivering services that recognise and meet these.

*  We work in partnership with other agencies to provide support to tenants with particular
needs

* Our office is wheelchair accessible

* We provide accommodation to older tenants and to people with particular needs

* We invest substantial amounts of our own money and grants in adapting properties so
they are more suitable for tenants with particular needs

*  We work in partnership with care services when required to help older and disabled
tenants

* We can provide documents in different languages and formats (including Braille and
large print) if requested

* We ensure new/adapted properties meet the needs of customers with physical
requirements

Adaptations

completed
2019/20

18

Average time to 2018/19
complete applications 3 5
for medical adaptations

2019/20
32.06 days

2018/19

63.22 days
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COMMUNICATIONS

We believe good communication with our customers is essential as it helps us make effective
improvements to our services. That is why we manage our organisation so tenants and other
customers find it easy to communicate with us and get the information they need.

This outcome covers all aspects of landlords’ communication with tenants and other customers.
This could include making use of new technologies such as our web-based tenancy management
system “My Home”.

It is not just about how clearly and effectively a landlord gives information to those who want it. It
also covers making it easy for tenants and customers to make complaints and provide feedback
on services, using that information to improve services and performance and letting people know
what we have done in response to complaints and feedback.

We use a number of different ways to provide information to our
customers, including:

Percentage of

our website tenants who feel we are

* tenant newsletter good at keeping them

» telephone informed about our services and
» face-to-face decision-making processes.

* home visits

e email 2019/20

e text

° |etter

* Facebook 201819

e Twitter

We continue to work hard to get communication right for our
tenants and other customers. During 2019/20, we consulted on the
following:

rent review;

surveys;

allocations policy;

mutual exchange policy and procedures; and
estate management policy.

email mail@westhighlandha.co.uk




PARTICIPATION

Our Board of Management identified this area as one they want to focus on in the coming years.
We want our tenants and customers to find it easy to participate and influence our service
decisions at a level they feel comfortable with.

This outcome describes what landlords should actively achieve by meeting their statutory duties on
tenant participation.

It covers how social landlords gather and take account of the views and priorities of their tenants,
other customers and bodies representing them such as registered tenant organisations; how they
shape their services to reflect these views; and how they help tenants and other customers and
bodies representing them to become more capable of involvement — this could include supporting
them to scrutinize landlord services.

Engaging with our tenants is crucial to the success of our business, particularly when people may
lack confidence to come forward, join in and talk to us. Our staff are committed to building positive
professional relationships with our customers to make it easier for them to engage in a variety of
ways and get involved in what we do.

During 2019/20, we held the following events:

Open days involving local communities
New development viewing days

Brew and Blether

Coffee and mince pie afternoon

We also:

* rolled out our easy to use tenant service offering, “My Home”, which puts customers in
control of their tenancy

* developed a more focused social media offering; and

* worked to contact all our tenants as soon as possible in response to the Covid-19
outbreak (this stretched into and beyond April 2020).

Percentage of
tenants who feel
satisfied with opportunities
to participate

2019/20

201819
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The quality of our housing is extremely important to us.

We manage our organisation so our tenants’ homes, as a minimum, meet the Scottish Housing
Quality Standard (SHQS) when they are allocated; are always to a lettable standard and meet the
Energy Efficiency Standard for Scottish Housing (EESSH).

The outcome describes what landlords should be achieving in all their properties. It covers all
properties that social landlords let unless a particular property does not have to meet part of the
standard. If, for any social or technical reasons, landlords cannot meet any part of these standards,
they should regularly review and ensure they make improvements as soon as possible.

In 2019/20, 93.1% of tenants were satisfied with the quality of their home. This is up from 92% in
2018/19.

There is further evidence of the quality of our properties when refusals of an offer of housing are
measured. This year only four properties were refused out of 66 (6.06%).

Improvements we have completed during 2019/20:

bathrooms

kitchens

heating systems

servicing hot water cylinders

In terms of national indicators, over 96% of our properties meet the Scottish Housing Quality
Standard (only 24 properties do not meet the SHQS standard out of our entire portfolio). The ones
that do not are either exempt due to the type of property or require a different form of heating
investment to comply with the Energy Standard. Over 96.8% of our properties meet the Energy
Standard.

email mail@westhighlandha.co.uk




REPAIRS, MAINTENANCE AND IMPROVEMENTS

We strive to make sure our tenants’ homes are well-maintained, with repairs and improvements
carried out when required and tenants given reasonable choices about when work is done.

This outcome describes how landlords should meet their statutory duties on repairs and provide
repairs and maintenance and improvement services that safeguard the value of their assets and
take account of the wishes and preferences of their tenants. This could include setting repair
priorities and timescales, setting repairs standards such as getting repairs done right, on time, first
time, and assessing tenant satisfaction with the quality of service they receive.

TIME TAKEN TO COMPLETE EMERGENCY
REPAIRS 4.20 hours EeEEERleNIE

TIME TAKEN TO COMPLETE NON-
EMERGENCY REPAIRS 6.18 days [EGHGEReEVE

RE-ACTIVE REPAIRS COMPLETED RIGHT o 5
FIRST TIME 89.67% 85.44%

61 bathroom
upgrades

1 kitchen replacement
61 heating systems
65 vent fans

446 servicing hot
water cylinders

Ix
C
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NEIGHBOURHOOD AND COMMUNITY

We want our tenants and customers to live in well-maintained neighbourhoods where they feel safe.

This outcome covers a range of actions that social landlords can take on their own and in
partnership with others. It covers action to enforce tenancy conditions on estate management and
neighbour nuisance, to resolve neighbour disputes, and to arrange to provide tenancy support
where this is needed. It also covers the role of landlords in working with others to tackle anti-social
behaviour.

We are aware we are not able to deal with anti-social behaviour (ASB), whether minor or more
serious, on our own. We need to collaborate with our tenants and work in partnership with other
agencies such as Argyll & Bute Council and Police Scotland.

Thankfully, the incidences of ASB for us tend to relate to people not getting on with their neighbours
and is very small in number. Generally speaking, we are able to encourage people to sort their
differences without getting too involved.

In terms of estate management, we have started a programme of external gable cleaning where
there is unsightly staining. This is a problem that affects houses across Argyll, not just in the rented
sector. To deal with one property, the cost is £175 and it needs to be done on a regular basis (every
three to five years).

We have also helped where tenants want skips to help clear rubbish or where people want to
improve the area by themselves.

Tenants satisfied with the
management of their
neighbourhood

2019/20 201819

90% 88.1%

i I
e

In 2019/20, we had 21 cases of anti-social behaviour reported to us and those 21 cases
were resolved.

Number of evictions as a result Number of evictions as a result of
of anti-social behaviour rent arrears

2019/20 201819 2019/20 201819

0 0 1 0

email mail@westhighlandha.co.uk




ACCESS TO SOCIAL HOUSING

We want people to find the home application process easy and be able to find the information they
need on how we allocate our homes.

We are a partner of HOMEArgyll, which aims to ensure people looking for housing get the right
information to help them make informed choices about the range of options available to them.

These outcomes cover landlords’ duties to provide information to people looking for housing and
advice for those at risk of becoming homeless.

Applicants apply online through www.homeargyll.co.uk which gives them greater choice on areas
and properties and ensures our homes are let in an open and transparent manner.

Argyll & Bute Council is also part of the common housing register and we ensure the needs of
homeless applicants are met.

ACCESS TO SOCIAL HOUSING 2019/20 2018/19

NUMBER OF LETS 58
9 -

NUMBER OF MUTUAL EXCHANGES

):0:f
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TENANCY SUSTAINMENT AND HOMELESSNESS

We work hard to make sure tenants get the information they need on how to access the right
support to remain in their homes, including services provided by us and other organisations.

This outcome covers how landlords on their own, or in partnership with others, can help
tenants who may need support to maintain their tenancy. This includes tenants who may be at

risk of falling into arrears with their rent and tenants who may need their home adapted to cope
with age, disability or caring responsibilities.

INDICATOR 2019/20 2018/19
93.33%

NEW TENANCIES TO HOMELESS

APPLICANTS SUSTAINED FOR MORE 100% 92.59%

THAN A YEAR

NEW TENANTS TO APPLICANTS FROM
OUR WAITING LIST SUSTAINED FOR MORE 84.38% 93.94%
THAN A YEAR

TENANCY OFFERS REFUSED 4

TENANCY SUSTAINMENT
New tenancies to existing tenants 100%
sustained for more than a year

NUMBER OF EVICTIONS 1

NUMBER OF TENANCIES THAT WERE 1
ABANDONED

Homelessness is a Scottish Government priority and, like all housing associations, we are part
of a partnership to reduce homelessness and its impact.

Last year, there were 212 homeless people in Argyll, and we offered housing to 18 people.
There were three refusals of offers and 15 people were offered permanent accommodation.

email mail@westhighlandha.co.uk




VALUE FOR MONEY

We manage our organisation so tenants and customers receive high-quality services that
provide value for the rent and other charges they pay.

This outcome covers the efficient and effective management of services. It includes minimising
the time houses are empty, managing arrears and all resources effectively, controlling costs,
getting value for money by increasing the quality services with minimum extra cost to tenants in
monitoring, and reviewing how landlords give value for money.

Assessing value for money is a big concern for all social landlords. West Highland is a not-for-
profit organisation. Our main source of income is from the rents we charge and we need to
ensure every penny you pay is working effectively to provide the best possible service.

TENANTS WHO FEEL OUR RENT
REPRESENTS GOOD VALUE FOR MONEY

AVERAGE NUMBER OF DAYS TO RE-LET

PERCENTAGE OF RENT LOSS THROUGH
PROPERTIES BEING EMPTY IN THE LAST
YEAR

ARREARS AS OF 31 MARCH 2020 AS
PERCENTAGE OF TOTAL RENT DUE FOR
THE YEAR

www.westhighlandha.co.uk




RENT AND SERVICE CHARGES

We set our rent and service charges following an annual tenant consultation. Tenants get clear
information on how rent and other money is spent.

This outcome reflects the landlord’s legal duty to consult tenants about rent setting, the
importance of taking account of what current tenants can afford and the importance that many
tenants place on being able to find out how their money is spent.

In 2020/21, our rent increase was 2.50%, which compared favourably with other local landlords.

AVERAGE MONTHLY RENTS 2019/20 2018/19

ONE BED £357.41

TWO BEDS £412.40

THREE BEDS £450.54

FOUR+ BEDS £528.19
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FINANCIAL INFORMATION 2019/20

INCOME Reported 2019/20
EXPENDITURE

www.westhighlandha.co.uk




Complaints

We aim to provide a first-class service to all our tenants and welcome feedback to help us continue
to make meaningful improvements.

All complaints are investigated fully, but we are also keen to hear of positive experiences of our
services. The feedback you give us, good and bad, helps us improve our services.

COMPLAINTS RECEIVED IN THE
REPORTING YEAR

Convenience at your fingertips. Day or Night, our free tenant app
allows you to be in control 24 hours a day/365 days a year

Phone 01631 566451 or email us at mail @westhighlandha.co.uk

e R
o~ ¥ 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 0300 323 1170.
\ J
west
highland
housing
® == O (=i mt EEE @ &

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 2020.
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