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ARC 2017/18 Report Chairperson’s Report

Highlights for the year

Each year we publish 
our Annual Report on the 
Charter for our tenants, 
owner-occupiers and other 
customers to see how we 
are performing and how 
our performance compares 
with the previous year and 
the average of housing 
associations in Scotland.  You 
will see we are performing 
well, although we recognise 
there are improvements 
we can always make to our 
service.

In the year, we undertook a 
review of our staff structure with 
a specific aim to improve our 
service to our customers.  This 
is now starting to show some 
positive improvements and results 
in our performance and equally 
important, satisfaction levels 

of tenants and others with our 
service.  We were delighted that 
92% of tenants were satisfied with 
our overall service in the survey we 
undertook at the turn of the year.

We are listening to our customers 
and are constantly thinking about 
how we can improve our service 
to improve our performance and 
increase satisfaction levels of our 
services.  If you are dissatisfied 
with any aspect of our service I 
would encourage you to complain 
and we will deal with this, as 
well as consider how we can 
change our approach to prevent 
any recurrence to you or other 
customer.  Alternatively, if you have 
any comments or ideas on how we 
could improve then please contact 
us, we would be delighted to hear 
from you.

I hope you find this Charter 
Report on our performance 

useful and to assess how we are 
doing.   If you want to compare 
our performance further and with 
other landlords, you can do this 
by visiting the Scottish Housing 
Regulator’s website at www.
scottishhousingregulator.gov.uk/
find-and-compare-landlords.

Linda Brown 
Chairperson

Performance in the ARC 
2017-18 is better than 

2016-17 and the average of 
our peer group

Performance in the ARC 
2017-18 is better than 
either 2016-17 or the 

average of our peer group

Performance in the ARC 
2017-18 is worse than 

2016-17 and the average of 
our peer group
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2016-17

2016-17

2016-17

2017-18

2017-18

2017-18

100%

1.80 hours

98.40%

100%

1.80 hours

98.49%

Scottish RSL Average 16/17 89.48%
Peer Group Average 16/17 85.46%

Scottish RSL Average 16/17 2.71
Peer Group Average 16/17 1.88

Scottish RSL Average 16/17 2.71
Peer Group Average 16/17 1.88

% of cases of anti-social behaviour reported in the year 
resolved within locally agreed timescales.

The average number of hours to complete an  
emergency repair.

% Rent Collected.

ARC 2017/18 Report Customer Services

Highlights for the year
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2016-17

2016-17

2016-17

2016-17

2017-18

2017-18

2017-18

2017-18

83.33%

70.37%

73.15%

56.65%

99.00%

96.86%

94.42%

75.00%

Scottish RSL Average 16/17 92.85%
Peer Group Average 16/17 95.29%

Scottish RSL Average 16/17 85.80%
Peer Group Average 16/17 91.77%

Scottish RSL Average 16/17 88.25%
Peer Group Average 16/17 91.52%

Scottish RSL Average 16/17 69.17%
Peer Group Average 16/17 64.00%

% of tenants who feel their landlord is good at keeping them 
informed about their services and decisions.

% of tenants satisfied with the opportunities given to them to 
participate in their landlord’s decision making processes.

% of tenants satisfied with the management of the 
neighbourhood they live in

% of factored owners satisfied with the factoring service 
they receive

ARC 2017/18 Report Customer Services

Highlights for the year



6 Cadder Housing Association

ARC 2017/18 Report Customer Services

Areas for Improvement 

2016-17 2017-1898.00% 96.38%

Scottish RSL Average 17/18 93.40%
Peer Group Average 17/18 91.73%

% of reactive repairs carried out last year completed 
right first time

Our Response 
There was a slight reduction in performance which was due to the time taken to diagnose 
and complete larger repairs, such as roofing and drainage works exceeding the target time 
limit. However, our performance remained above the peer group average.

2016-17 2017-1895.70% 94.62%

Scottish RSL Average 17/18 96.14%
Peer Group Average 17/18 96.81%

% of repair appointments kept

Our Response 
There was a slight dip in performance of 1.08% from the previous year. This was due to 
initial repairs being complex or not correctly initially diagnosed, resulting in the need for 
further visits to complete the works.

2016-17 2017-18

Scottish RSL Average 17/18 29.13%
Peer Group Average 17/18 35.47%

% Offers Refused

Our Response 
Our refusal rate was affected by applicants not responding to offers of housing. We 
carefully review all applications at source and thereafter annually to ensure that applicants’ 
choices are validated as much as possible to minimise refusals.

58.00% 59.05%
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ARC 2017/18 Report Customer Services

Areas for Improvement 

2016-17 2017-1829.95% 34.39%

Scottish RSL Average 17/18 23.74%
Peer Group Average 17/18 30.26%

Average number of calendar days properties were empty

Our Response 
For the reported year, it took the Association an average of 34 calendar days to carry 
out required works and allocate available properties. The Association lost 0.56% of the 
due annual rent amount as a result of properties being empty. This compares well to the 
Scottish housing association average figure of 0.76%. Works to many of the empty homes 
also included the installation of new kitchens / bathrooms and rewiring, which impacted on 
our overall performance.  This is being managed more efficiently and we expect to see an 
improvement during the current year (2018/19).

2016-17 2017-1897.30% 90.62%

Scottish RSL Average 17/18 89.35%
Peer Group Average 17/18 93.45%

% of new tenancies to applicants sustained for more than 
a year

Our Response 
There were 4 lets made in 2016/17 which lasted less than one year. These were all ended for 
personal reasons. The Association provides a range of support services, which has helped 
many tenants to sustain their tenancies.  

2016-17 2017-18

Scottish RSL Average 17/18 3.97%
Peer Group Average 17/18 4.33%

% Gross Rent Arrears

Our Response 
The collection of rent is a key priority for the 
Association. The Association will develop an 
Income Maximisation Strategy and Universal 
Credit Policy in 2018/19 to further support 
tenants and minimise rent arrears. We will 
continue to support tenants in rent arrears 
and pursue non-payment. 

4.57% 4.93%
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