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1. Purpose of Report I Introduction

2.

The purpose of this report is to advise committee of the landlord reports recently published by
the Scottish Housing Regulator (SHR) which show how Scotland's social landlords are
performing against the Scottish Social Housing Charter (SSI−fC).

Background

2.1 As reported to committee in August 2012 and January 2014, the SHR and the SSHC
were introduced by the Housing (Scotland) Act 2010, which requires Ministers to set
standards and outcomes that social landlords should be achieving for tenants and
other customers through their housing activities. The Act also established the SHR as
an independent regulator directly accountable to the Scottish Parliament.

2.2 The SHR requires social landlords to collect and provide key information on their
performance in achieving the SSHC outcomes and standards in an Annual Return on
the Charter (ARC). Landlords had to provide the SHR with their second completed
ARC, reporting on their performance in the year 2014/15, by the 31 May 2015.
Landlords also have a duty to publish a performance report, which should be available
for all tenants, advising on the outcomes they achieved against the SSHC by the end
of October each year.

2.3 Following submission of each Local Authorities ARC in May, by August of each
reporting year the SHR will publish a landlord profile of all social landlords, which will
allow tenants to compare landlords' performance across Scotland. Each report
produced by the SHR reports on indicators within five main categories: Average
weekly rents; Tenant satisfaction; Quality and Maintenance of Homes;
Neighbourhoods; and Value for Money. These areas for reporting were agreed by the
SHR through significant consultation with tenants. These indicators require to be set
in context as detailed in this report.

2.4 In addition the SHR have also published a summary of the outcomes of their annual
risk assessment (2014/15) of all registered social landlords and local authority housing
and homelessness services. Within this publication North Lanarkshire Council's
Housing Service is identified as one of only 9 local authorities who will not be subject
to any engagement or inquiry by the SHR. This is a significant achievement for the
Service.

3. Proposals I Considerations

3.1 On 31 August 2015, the SHR published the second landlord reports reflecting the
performance reported in each authority's completed ARC. A copy of the report for
North Lanarkshire is included as Appendix 1.



2

3.2 The information provided on NLC's second report provided by the SHR indicates that
we are performing above the Scottish Average in most areas reported. In
particular our average weekly rents are well below the Scottish average.

3.3 The figures reported for all tenant satisfaction taken from our tenant survey in 2014
only record the percentage of tenants who were 'satisfied' with the service, (this being
the only indicator requested by SHR) however when we include the number of tenants
who were 'neither satisfied nor dissatisfied with the service these figures increase in
all reported areas:

• Overall service figure satisfactory, 84.2%, neither satisfied/dissatisfied 7.01%
• Keeping informed satisfactory, 74.3%, neither satisfied/dissatisfied 15.99%
• Opportunity to participate satisfactory 61.6%, neither satisfied/dissatisfied

30.00%

3.4 The Customer Feedback working group within Housing Services has continued to
review our satisfaction levels and develop and implement new methods of engaging
tenants in our service.

3.5 The average time taken to complete non emergency repairs in North Lanarkshire was
8.7 days compared with the Scottish average of 7.9 days. To assist us in improving
on this performance we continually monitor and review our performance with our
contactors and partners. We also carry out internal audits for our service to ensure a
consistent approach is being taken and our procedures are being followed
appropriately. This is reflected in that we completed 95.5% of reactive repairs "right
first time" compared to Scottish average 92.4%. In addition our average time to
complete emergency repairs was 4.9 hours compared to a Scottish average of 5.9
hours. We also kept 99.4% of repairs appointments compared to a Scottish average
of 92.4%.

3.6 In terms of neighbourhoods of the cases of anti social behaviour reported in the last
year 96.4% of these cases were resolved within the targets agreed locally, compared
to the Scottish average of 83.2%.

3.7 The figures for value for money highlighted that 99.0% of the total rent due in the year
was collected, compared to the Scottish average of 99.5%, we did not collect 0.8% of
rent due because homes were empty, compared to the Scottish average of 1.1% and
it took an average of 27 days to re−let homes, compared to the Scottish average of
36.8 days.

3.8 In line with the SHR requirements placed on us to provide a report to our tenants
advising of our performance against the SSHC, a scrutiny group involving tenant
representatives, have been working on the development of our performance report
for tenants. This report is now in the final stages of development and will be ready for
distribution by the required timescale of 31 October 2015. A copy of this will be made
available to all members when finalised.

4. Financial I Personnel I Legal I Policy I Equalities Implications

4.1 All indicators reported on through the SSHC and ARC are included as a standard
agenda item on each of the continuous improvement groups that operate within
housing services. These groups will continue to review practices, procedures and
customer feedback to ensure we achieve high standards of service delivery in all
areas.
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5. Recommendations

It is recommended that the Committee:

(i) Note the content of the landlord report provided by the SHR in relation to North
Lanarkshire Council's performance in relation to the SSHC; and

(ii) Note the progress, being made in the production of our annual report to tenants.

2 − Ac
Elaine McHugh
Head of Housing Services
11 September 2015

For further information about this report please contact Aileen Gormley, Quality & Performance Manager,
on 01698 274142.
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Landlord report
How your landlord told us it performed in 201412015
North Lanarkshire Council

Our role is to protect the interests of tenants and other people who use the services of
social landlords. The Scottish Social Housing Charter sets out the standards and
outcomes that landlords should achieve. Each year, we require your landlord to report
on its performance against the Charter.

We asked tenants to tell us what matters most when it comes to their landlord's
performance. Here is how your landlord performed in those areas in 2014/2015.

Homes and rents
At 31 March 2015 your landlord owned 36,834 homes. The total rent due to your
landlord for the year was £104,947,599. Your landlord increased its weekly rent on
average by 2.80% from the previous year.

Average weekly rents
Size of home Number owned Your landlord Scottish average Difference
I apartment 344 £53.20 £64.03 16.9%
2 apartment 6,596 £53.12
3 apartment 18,923 £55.62
4 apartment 9,910 £58.43
5 apartment 1,061 £61.45

£68.54 22.5%
£69.60 20.1%
£75.69 22.8%
£84.04 26.9%

Tenant satisfaction

Of the tenants who responded to your landlord's most recent tenant satisfaction
survey:
>> 84.2% said they were satisfied with the overall service it provided, compared to

the Scottish average of 88.1%.
>> 74.3% felt that your landlord was good at keeping them informed about its

services and outcomes compared to the Scottish average of 89.3%.
x' 61.6% of tenants were satisfied with the opportunities to participate in your

landlord's decision making, compared to the Scottish average of 79.6%.



4 J6241
−VScottish HousingAF Regulator

Quality and maintenance of homes

> 90.5% of your landlord's homes met the Scottish Housing Quality Standard
compared to the Scottish average of 91.0%.

>> The average time your landlord took to complete emergency repairs was 4.9
hours, compared to the Scottish average of 5.9 hours.

>> The average time your landlord took to complete non−emergency repairs was
8.7 days, compared to the Scottish average of 7.9 days.

> Your landlord completed 95.5% of reactive repairs 'right first time' compared to
the Scottish average of 90.2%.

>> Your landlord does operate a repairs appointment system. It kept 99.4% of
appointments compared to the Scottish average of 92.4%.

> 92.2% of tenants who had repairs or maintenance carried out were satisfied with
the service they received, compared to the Scottish average of 89.3%

Neighbourhoods

For every 100 of your landlord's homes, 11.8 cases of anti−social behaviour
were reported in the last year.

>> 96.4% of these cases were resolved within targets agreed locally, compared to
the Scottish figure of 83.2%.

Value for money
The amount of money your landlord collected for current and past rent was equal
to 99.0% of the total rent it was due in the year, compared to the Scottish
average of 99.5%.

x It did not collect 0.8% of rent due because homes were empty, compared to the
Scottish average of 1.1%.

> It took an average of 27.0 days to re−let homes, compared to the Scottish
average of 36.8 days.

Want to know more?

If you want to find out more about your landlord's performance, contact your landlord
directly. We expect all landlords to make performance information available to
tenants and others who use their services.

Our website has lots of further information about your landlord and our work. You
can:

• compare your landlord's performance with other landlords;
• see all of the information your landlord reported on the Charter;
• find out more about some of the terms used in this report; and
• find out more about our role and how we work.

Visit our website at www.scottishhousingregulator.gov.uk


