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Welcome to Eildon’s
performance report 2016/17
We’re pleased to share that we continue to meet the
outcomes set out in the Scottish Social Housing Charter
and that our performance scores have improved across
the majority of indicators. The good thing about this report
is that a lot of the areas showing improvement are based
directly on customers’ views of the service.
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Galashiels

Introduction
Each year we provide you with
information about how we are
performing against the standards set
out by the Scottish Government and
monitored by the Scottish Housing
Regulator.
In preparing the report this year we
were mindful of the feedback we
received from customers last year
and have tried to be more concise and
to cut down the amount of text used.
This is also the first year that we
have not produced an Annual Report,
instead providing all the information
you need in one place.

To allow us to identify areas of
improvement more quickly, we
have also changed the way we
carry out our customer satisfaction
surveys, now surveying a third of our
customers each year (rather than all
customers once every three years).
This is helping us keep up to speed
with customers’ experiences of our
services and to make changes where
necessary.

Welcome
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However, there’s always room for improvement and, as
you’ll see from the report, there are some areas that we will
be focusing on in 2017/18 and beyond to make sure that
our services continue to get better and meet the needs of
all our customers.

We received some great comments from customers
through the satisfaction survey in 2016 too, so we’ve
included a few throughout the report to give you a chance
to hear what your fellow customers think.

We’ll keep monitoring how we’re performing and we’ll keep
listening to our customers – this is more important than
ever as we continue to build new homes, helping to meet
the demand for high quality, modern affordable homes
across the Borders.

This gives us comfort that all the work we’re doing
towards delivering our 5-year strategy and exploring ways
of working smarter are having a positive effect on the
services we’re providing.

We hope you find this report informative and that you
enjoy reading it. As ever, we’d welcome your feedback so
please let us know what you think by using the contact
details on the back cover.
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Eildon 2016/17 in numbers

Eildon Scorecard – Our performance,
at a glance

Homes
• 2,187 homes
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• 34 new homes completed
• 71 new homes on site
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Money

Communications

•	£8.9m collected in rent

•	New Customer Panel

•	£846k generated in welfare benefits
and grants for customers by our
Tenancy Sustainment Team

• Refreshed Customer Opinion Group

Lettings
•	4,538 applicants registered for
re-housing with 2,598 new
applicants in the year
•	Over 10,000 bids for properties
advertised in the year
•	273 homes let (229 general needs
and 44 supported)

• New website launched
•	Increased use of social media

Property
•	5,158 reactive repairs completed
• 51 emergency repairs completed
• 1,279 gas safety checks carried out
•	135 new kitchens, 81 new
bathrooms, 145 new heating
systems

s satisfied
% of customer
e represents
that their hom
ey
value for mon
th of time
Average leng
plete
taken to com
pairs
re
y
emergenc

✔

88%

rears as % of

s who feel
% of customer
od at
go
that Eildon is
formed
in
keeping them
ices and
rv
about their se
decisions
s satisfied
% of customer
agement of
with the man
rhood
their neighbou
eeting the
% of homes m
sing Quality
Scottish Hou
Standard

repairs
% of reactive
ht first time
completed rig
refused

s satisfied
% of customer
ity of the
with the qual
e
ic
repairs serv

✔

92%

s resolved with
% of ASB case
timescales
locally agreed

✔

92%

✔

94%

in

85%

✔

94%

ta
ar days to re-le
Average calend
property
fied
s who are satis
% of customer
n
ve
gi
rtunities
with the oppo
eir
rticipate in th
pa
to them to
g
in
sion mak
landlord's deci
processes

✔

5.1%

✔

100%

ng days to
Average worki
pairs
emergency re
ncomplete no

✔

1.08hrs

Gross rent ar
rent due

offers
% of tenancy

✔

99.99%

rent due

ith gas safety
% of homes w
wed by
certificate rene
anniversary
tisfied
customers sa
% of existing
e
m
ity of their ho
with the qual
the
s satisfied with
% of customer
ey
th
r home when
quality of thei
move in

✔

92%

YEAR

5.28
days

✔

30.96
days

✔

84%

70.7%

✔

✔

✔
PROVEMENT

AREAS FOR IM
86%

44%

90.2%

✘
✘
✘

e
s began in th
% of tenancie
ed
st
la
ve
ha
that
previous year
ar
more than a ye
lost through
% of rent due
ing empty
properties be

84%

1.08%

✘
✘

6

7

% of customers
satisfied with the
overall service provided
by their landlord

85.4%

89.7%

91.7%

EHA Last Year

Scottish Average

EHA This Year

Customer satisfaction

YOU GET A LOT
FOR YOUR MONEY.
REPAIRS, AND
IMPROVEMENTS
TO OUR HOMES,
PAINTING, NEW
HEATERS, NEW
KITCHEN ETC.
Eildon Customer, 2016 Customer
Satisfaction Survey

Selkirk

We are really proud of the increase in
satisfaction this year because having
more than 90% of our customers
satisfied with the overall service is a
great achievement. It also provides us
reassurance that our customers think
we’re moving in the right direction.
We won’t stop there though –
although we’re above the Scottish
average, our goal is continuous
improvement and listening to our
customers to make sure our services
are as good as they possibly can be.

And part of that is learning from your
complaints
We welcome complaints at Eildon
as it gives us a chance to discuss
our services with customers and
to consider whether we could be
doing things better. However, we are
also glad to see that the number of
complaints we received in 2016/17
(48) is lower than the number we
received in the previous year (60).

The tables opposite show a breakdown of complaints throughout the year.
There are also some examples of how we’ve responded to customer concerns
below.

YOU SAID

WE DID

A customer was unhappy with the
work that the grounds maintenance
contractor carried out in their area

We made the grounds maintenance
specifications available so that
customers can let us know if the
standards drop below what is
expected

A customer was struggling to
negotiate a high kerb at Riverside
House on their mobility scooter

We arranged for the kerb to be
dropped to allow easier access

Some doors were too heavy for
customers in our sheltered housing
developments

We installed electronic door
openers within communal areas of
our sheltered developments

A customer applied for an elderly
amenity home and assumed the
other homes in the development
would be for older people when, in
fact, there are a range of ages living
there

We reviewed the information
we provide when we advertise
properties to make clear when an
elderly amenity home is within a
mixed development.

STAGE 1 COMPLAINTS 2016/17
Area of complaint

No.

Repairs

13

Estate management

3

Contractor customer service

9

Customer service

3

Grounds maintenance

2

Allocations

2

ASB

1

Customer service at sheltered
accommodation

1

Modernisation

1

Service charges

1

Stair cleaning

1

STAGE 2 COMPLAINTS 2016/17
Area of complaint

No.

Customer service

4

ASB

3

Repairs

3

Estate management

1

COMPLAINTS SUMMARY 2016/17
Stage 1

37 complaints

Upheld

Resolved within timescale

59%

100%

Stage 2

11 complaints

Upheld

Resolved within timescale

73%

100%

Galashiels
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% of existing
customers satisfied
with the quality of
their home

84.9%

86.93%

94.04%

EHA Last Year

Scottish Average

EHA This Year

WE MOVED INTO

Quality homes
We remain better than the Scottish
Average for our customers’ views on
the quality of their homes but there
was a little dip in the percentage of
customers satisfied with their new
home when they move in.

THEY ARE NICE,
COMFORTABLE,
WARM HOUSES AND
I CAN PHONE UP
IF THERE ARE ANY
PROBLEMS.

We’ll be looking at this area
alongside the proportion of tenancy
offers refused to see where we can
make improvements.

WITH THE SERVICE.

95%

90%

93.7%

EHA Last Year

Scottish Average

EHA This Year

% of customers satisfied with the quality of their
home when they move in

Eildon Customer, 2016 Customer
Satisfaction Survey

90%

93.6%

91.5%

EHA Last Year

Scottish Average

EHA This Year

% of stock meeting the Scottish Housing Quality
Standard (SHQS)

Peebles

The vast majority of our homes
now meet the SHQS but at the end
of last year we had 137 properties
exempt from the standard and 49
homes where we cannot make
the improvements because our
customers would prefer us not to
(things like changing heating from

A MODERN HOUSE
AND IF WE NEED
REPAIRS THEY ARE
DONE STRAIGHT
AWAY. I’M HAPPY

electric to gas and adding kitchen
units) or where we cannot get
sharing owners consent to carry
out communal work (like door entry
systems). We will continue to address
these issues where possible when
properties become empty.

Eildon Customer, 2016 Customer
Satisfaction Survey

Newtown St. Boswells

Repairs, maintenance
and improvements
We are continuing to perform better
than the Scottish average across
most of our repairs indicators.
However, the percentage of repairs

completed right first time has
decreased and the overall satisfaction
with the quality has remained at the
same level as last year.

PERFORMANCE INDICATORS

While satisfaction overall is still high,
these are two areas on which we
are working with our contractors to
improve.

EHA Last Year

Scottish Average

EHA This Year

90.2%

90.6%

90.2%

Average length of time taken to complete an
emergency repair

1.3 hours

4.66 hours

1.08 hours

Average length of time taken to complete a
non-emergency repair

4.8 days

7.08 days

5.28 days

% of reactive repairs completed in year “right
first time”

90.4%

92.4%

85.8%

% of gas safety checks carried out

100%

99.9%

100%

% of customers satisfied with the quality of the
repairs service
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86.4%

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

THEY’VE ALWAYS
BEEN VERY FRIENDLY

EHA Last Year

91.1%

Scottish Average

91.7%

EHA This Year

Communication and
engagement
We are happy that this outcome
is moving in the right direction
and is better than the Scottish
Average. We’ve put a lot of effort into
improving the way we communicate
information to customers, including
the launch of our new website last
year to give customers a modern

and easy way to find information and
get in touch with us online. We’re
also hoping that we’ll see further
improvement here as we work
closely with customer members of
the Customer Panel to review and
monitor the effectiveness of our
communications.

63.3%

EHA Last Year

83.8%

Scottish Average

We want our customers to work
with us to help shape and improve
our services. That means telling us
what’s going well and what could be
better. We’ve worked to improve the
opportunities available for customers
to get involved and we’re really
pleased with an increase of over 20%.

83.9%

EHA This Year

We know it can be hard to find the
time to get involved, so we’ve come
up with a range of new ways for you
to take part, designed to suit your
circumstances.

% of customers
satisfied with the
opportunities given
to participate in their
landlord’s decision
making process

Your Options
long term commitment

WHEN WE PHONE
•	The Customer Panel will meet 9 times each year, with preparation time needed in between
meetings. If you’d like to take part in the Panel but can’t get to the meetings you can join the
Virtual Panel.

UP. WE ALWAYS GET
SOMETHING DONE

•	You might want to join our Board. There are 9 board meetings each year, and other meetings
too. To be a Board member you must be a member of the Association and be elected at the
Annual General Meeting.

WHEN WE NEED IT.
Eildon Customer, 2016 Customer
Satisfaction Survey

medium term commitment
•	If you can’t give a long-term commitment but are interested in finding out about our services
and helping improve them, you could join one of our short life Scrutiny sub-groups, looking at an
issue that interests you.
•	We’re going to pilot Development Representative roles. These roles are for people who can’t, or
don’t want to attend meetings, but still want to be a voice for the local area.
•	We already have some Local Residents’ Groups and Registered Tenant Organisations. We want
to consult these groups more and we’ll support any new groups who want to get started.

short term commitment
•	Finally, if you’re interested but short of time, joining our Customer Opinion Group allows
you to respond to consultations and take part and discussions as and when you can – no
commitment required.
Peebles

Peebles
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77%

% of customers
satisfied with the
management of
their neighbourhood

EHA Last Year

87.1%

Scottish Average

85%

EHA This Year

Communities
and neighbourhoods

WE HAVE A
BEAUTIFUL HOME
SET IN LOVELY
SURROUNDINGS. THE
HOUSE IS VERY WELL
LAID OUT AND IS A
PLEASURE TO COME

While we are slightly below the
Scottish Average for this indicator,
we are encouraged that our
customers’ views of our management
of their neighbourhoods has
improved significantly from the
previous year. Last year was the
first year that we carried out Estate
Management Walkabouts twice a
year, rather than every 12 months,
giving customers more opportunity
to speak to us about what concerns
them in their local area.

We have also equipped Housing
Officers and Maintenance Officers
with new mobile tablet computers
which allow them to spend more
of their time out of the office, in
the communities they cover helping
them to get to know customers
better and making it easier for
them to pick up on any issues
more quickly.

HOME TO.
Eildon Customer, 2016 Customer
Satisfaction Survey

70.5%

87.2%

70.7%

EHA Last Year

Scottish Average

EHA This Year

% of anti-social behaviour (ASB) cases resolved
within locally agreed timescales

Galashiels

We have improved on last year’s
performance but are below the
Scottish Average. This is a difficult
area to compare with other landlords
as local targets vary, and resolving
ASB usually requires working in
partnership with other agencies (like
Police Scotland and Scottish Borders
Council). However, we have a continued
focus on this area, taking firm action
where necessary, and encouraging
customers experiencing ASB to report
and record as much information as
possible to assist the process.

It is good news that the number of
ASB cases reported reduced from 95
to 75 when compared to the previous
year. However, we know the impact
ASB can have on communities and
we will continue to work with our
partner agencies to play our part in
protecting our customers from this
type of behaviour.

71.3%

81.9%

EHA Last Year

Scottish Average

88.3%

EHA This Year

% of customers who
feel the rent for their
property represents
good value for money

Value for money
We work hard to make sure that
the we are delivering best value for
customers’ rent money and we are
very happy to see the percentage
of customers who agree that
we’re offering value for money has
increased by almost a quarter from
the previous year, putting us more
than six points above the Scottish
average.

We know that affordability means
different things to different people
and we’re always looking to make
sure we get the balance right
between keeping rent increases
manageable for customers and at
the same time providing top quality
homes and services.

Rent losses/bad debts

£0.01

Housing and estate management

£0.29

Planned and routine repairs/maintenance

£0.17

Depreciation

£0.10

Current and future stock improvement

£0.20

Investment in new homes

£0.07

Funding charges

£0.16

WE HAVE THE
OPPORTUNITY TO
LIVE IN A LOVELY
THREE BEDROOM
HOUSE WITH A
LITTLE GARDEN FOR
OUR THREE GIRLS,
WHILST I RETURN
TO UNIVERSITY TO
GET MY DEGREE.
ALTHOUGH WE
DO STRUGGLE
AT TIMES, IF WE
RENTED PRIVATELY,
I CERTAINLY
WOULDN’T MANAGE
TO IMPROVE MY
DEGREE AND FUTURE

£1.00

CAREER.

96.9%

99.6%

99.99%

EHA Last Year

Scottish Average

EHA This Year

% collected of rent due
HOW EACH £ OF YOUR RENT WAS SPENT

Eildon Customer, 2016 Customer
Satisfaction Survey
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What’s next?
This report shows that our customer
satisfaction levels are high across the
vast majority of the indicators. We’re
really pleased with this but we don’t
want to become complacent and will
be working hard to make sure that
we continue to provide high quality
homes and services for customers so
that we can maintain or improve on
these scores.
Part of that is working smarter and
looking at new ways of delivering
services – looking at expanding the
options available for customers to
use Eildon services online through our
website – things like paying your rent,
checking your balance or booking
a repair. We’ll also be tendering for
our repairs contracts and looking
to introduce a repairs appointment
system, which is something we know
customers will benefit from.

INDICATOR

% of reactive
repairs completed
right first time

% of rent due
lost through
properties being
empty

% of tenancy
offers refused

EHA
LAST YEAR

90.4%

0.9%

41.7%

SCOTTISH
AVERAGE

92.4%

0.87%

37.3%

EHA
THIS YEAR

ACTIONS

85.8%

Our performance has dropped here and, while
satisfaction with the repairs service overall is high,
we will be working closely with our contractors
to look at the reasons behind this to ensure we
are achieving value for money but also to ensure
customers are receiving a good service.

1.08%

We are slightly worse than the Scottish average
for this indicator and, while just over 1% doesn’t
sound like a lot, maximising the amount of rental
income we receive is really important to ensure
we are delivering value for money.
Although we’re performing better than the
Scottish average in time taken to re-let homes,
there is a similar theme here and, if we can reduce
the time to re-let homes, the % of rent lost should
reduce also.

43.9%

We are disappointed with the proportion of
tenancy offers refused. We are currently exploring
the reasons behind the refusals, looking at things
like what can be done to make less popular
properties more attractive and whether or not our
initial advertising of the homes is clear enough.

83.5%

Sustaining tenancies is important in terms of
rental income but it is also important for individual
customers and in terms of maintaining stable
communities. We will be looking at the reasons
given for tenancies ending to see if there are
any patterns that suggest we need to focus our
efforts on specific areas to support customers.

90.2%

We are happy that repairs satisfaction is high
and that we have maintained satisfaction levels
of over 90%; however, we know that we could
be doing better and hopefully the work with
contractors to get more repairs right first time will
help improve this score. Our work to introduce a
repairs appointment system should also improve
customer satisfaction with the service.

Another part of what we’ll be doing
going forward is looking at what we
could do better.
Although satisfaction with Eildon
homes and services is high, the return
this year has highlighted room for
improvement and there are areas
where we could be performing better.
The table opposite shows the areas
where our performance has dipped.
It’s important that we address these
issues and focus our efforts to bring
the scores up to the high standards
we have achieved in other areas,
next year and going forwards; we will
provide updates on progress in our
quarterly Connect newsletters.

Peebles

% of tenancies
began in previous
year that have
lasted more than
a year

% of customers
satisfied with the
repairs service

90%

90.2%

89%

90.6%

How to contact us
We welcome your feedback – there are many
ways to let us know what you think of this report.
Phone your Customer Services Coordinator on
01750 724076 or email: haveyoursay@eildon.org.uk
www

The Weaving Shed, Ettrick Mill,
Dunsdale Road, Selkirk TD7 5EB
www
www

www

www.facebook.com/EildonHousing

Customer Service: 03000 200 217

www

haveyoursay@eildon.org.uk

www

www.eildon.org.uk

@EildonHousing

Co-operative & Community Benefit Society 1757R(S). A Scottish Charity SCO15026.
Registered with Scottish Housing Regulator HEP107.

A copy in large print is available on request

