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Landlord name: ciydesdale Housing Association Ltd

RSL Reg. No.: 93

Report generated date: 13/05/2025 15:13:00

Approval
A1.1 | Date approved 31/05/2023
A1.2 | Approver Joe Gorman

A1.3 | Approver job title

Chief Executive

Al.4 | Comments (Approval)

N/A
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Social landlord contextual information
Staff
Staff information, staff turnover and sickness rates (Indicator C1)
Cl1 the name of Chief Executive Mr. Joe Gorman
C1.2.1 | C1.2 Staff employed by the RSL:
3.60
the number of senior staff
C1.2.2 | the number of office based staff 12.04
C1.2.3 | the number of care / support staff 0.00
C1.2.4 | the number of concierge staff 0.00
C1.2.5 | the number of direct labour staff 0.00
C1.2.6 | the total number of staff 15.64
C1.3.1 | Staff turnover and sickness absence:
27.78%
the percentage of senior staff turnover in the year to the end of the reporting year
C1.3.2 | the percentage of total staff turnover in the year to the end of the reporting year 25.57%
C1.3.3 | the percentage of days lost through staff sickness absence in the reporting year 3.14%
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Social landlord contextual information

Lets

Number of lets during the reporting year, split between ‘general needs’ and ‘supported housing’ (Indicator C3) \

C3.1 | The number of ‘general needs’ lets during the reporting year 48
C3.2 | The number of ‘supported housing’ lets during the reporting year 25
Indicator C3 73
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The number of lets during the reporting year by source of let (Indicator C2)

c2.1 The number of lets to existing tenants 7
Cc2.2 The number of lets to housing list applicants 43
c2.3 The number of mutual exchanges 3
C2.4 | The number of lets from other sources 1
C2.5.1 | C2.5 The number of applicants who have been assessed as statutorily homeless
by the local authority as: 0
section 5 referrals
C2.5.2 | nominations from the local authority 0
C2.5.3 | other 22
C2.6 | the number of other nominations from local authorities 0
c2.7 Total number of lets excluding exchanges 73
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Annual Return on the Charter (ARC) 2022-2023

Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Social landlord contextual information" section.
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Overall satisfaction

All outcomes

Scutt[sh Housing
Regulator

Percentage of tenants satisfied with the overall service provided by their landlord (Indicator 1)

1.1.1 | 1.1 In relation to the overall tenant satisfaction survey carried out, please state:
445
the number of tenants who were surveyed
1.1.2 | the fieldwork dates of the survey 10/2023
1.1.3 | The method(s) of administering the survey:
Post
1.1.4 | Telephone
1.1.5 | Face-to-face X
1.1.6 | Online
1.2.1 | 1.2 In relation to the tenant satisfaction question on overall services, please state
the number of tenants who responded: 036
very satisfied
1.2.2 | fairly satisfied 176
1.2.3 | neither satisfied nor dissatisfied 20
1.2.4 | fairly dissatisfied 5
1.2.5 | very dissatisfied 8
1.2.6 | no opinion 0
1.2.7 | Total 445
Indicator 1 92.58%
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Overall satisfaction" section.

The proportion of tenants very or fairly satisfied with the overall service provided by Clydesdale has remained consistent
between 92% and 94% since 2016.
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The customer / landlord relationship

Communication

Percentage of tenants who feel their landlord is good at keeping them informed about their services and
decisions (Indicator 2)

2.1 How many tenants answered the question "How good or poor do you feel your
landlord is at keeping you informed about their services and decisions?" 445
2.2.1 | 2.2 Of the tenants who answered, how many said that their landlord was:
236
very good at keeping them informed
2.2.2 | fairly good at keeping them informed 198
2.2.3 | neither good nor poor at keeping them informed 5
2.2.4 | fairly poor at keeping them informed 5
2.2.5 | very poor at keeping them informed 1
2.2.6 | Total 445
Indicator 2 97.53%

Page 9 of 51



housingregulator
Rubber Stamp


SCGttlSh Housing
Regulator

Annual Return on the Charter (ARC) 2022- 20234 vl

Participation

Percentage of tenants satisfied with the opportunities given to them to participate in their landlord’s decision
making processes (Indicator 5)

51 How many tenants answered the question "How satisfied or dissatisfied are you
with opportunities given to you to participate in your landlord's decision making 445
processes?"
521 5.2 Of the tenants who answered, how many said that they were:
300
very satisfied
5.2.2 fairly satisfied 134
5.2.3 neither satisfied nor dissatisfied 9
5.24 fairly dissatisfied 2
525 very dissatisfied 0
5.2.6 Total 445
Indicator 5 97.53%
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Annual Return on the Charter (ARC) 2022-2023

Comments for any notable improvements or deterioration in performance regarding the figures supplied in the "The
customer / landlord relationship" section.

Page 11 of 51


housingregulator
Square


Annual Return on the Charter (ARC) 2022-2023 §|'

Housing quality and maintenance

Quality of housing

Scuttrsh Housing
Regulator

\ Scottish Housing Quality Standard (SHQS) — Stock condition survey information (Indicator C8)

c8.1 The date your organisation's stock was last surveyed or assessed for
. . 03/2023
compliance with the SHQS
C8.2 What percentage of stock did your organisation fully assess for compliance in 22 64
the last five years? '
C8.3 The date of your next scheduled stock condition survey or assessment 04/2023
C8.4 What percentage of your organisation's stock will be fully assessed in the next
. 20.00
survey for SHQS compliance
C8.5 Comments on method of assessing SHQS compliance.

CHA has a target to annually survey 20% of all properties against the SHQS. This will provide close to 100% stock
condition over 5 years.
The 20% annual survey is selected through an analysis of current surveys held compared to location, dwelling type, year
built and relevant component qualities.
Stock condition data is held on an SQL database. Full SHQS survey is cloned to unsurveyed properties within the same
estate, based on dwelling type, year built and relevant component qualities. RDSAP data has been cloned to properties
lacking energy efficiency data. RDSAP cloning has been made on the basis of matching surveyed properties with

non-surveyed properties using location, dwelling type, house size and year built. Cloned data will decrease over time as
accurate RDSAP data is gathered. The restrictions put in place during the Covid-19 pandemic meant that we have not

reached the 100% over the last five years.
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Scottish Housing Quality Standard (SHQS) — Stock summary (Indicator C9)
End of the End of the next

reporting year reporting year
Co.1 Total self-contained stock 742 742
C9.2 Self-contained stock exempt from SHQS 12 12
C9.3 Self-contained stock in abeyance from SHQS 11 11
C9.4.1 | Self-contained stock failing SHQS for one criterion 9 3
C9.4.2 | Self-contained stock failing SHQS for two or more criteria 0 0
C9.4.3 | Total self-contained stock failing SHQS 9 3
C9.5 Stock meeting the SHQS 710 716
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C9.6 Total self-contained stock meeting the SHQS by local authority

End of the
reporting year

End of the next
reporting year

Aberdeen City

Aberdeenshire

Angus

Argyll & Bute

City of Edinburgh

Clackmannanshire

Dumfries & Galloway

Dundee City

East Ayrshire

East Dunbartonshire

East Lothian

East Renfrewshire

Eilean Siar

Falkirk

Fife

Glasgow City

Highland

Inverclyde

Midlothian

Moray

North Ayrshire
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North Lanarkshire 0 0
Orkney Islands 0 0
Perth & Kinross 0 0
Renfrewshire 0 0
Scottish Borders 0 0
Shetland Islands 0 0
South Ayrshire 0 0
South Lanarkshire 710 716
Stirling 0 0
West Dunbartonshire 0 0
West Lothian 0 0
Totals 710 716
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Percentage of stock meeting the Scottish Housing Quality Standard (SHQS) (Indicator 6)

6.1.1 The total number of properties within scope of the SHQS:
742
at the end of the reporting year

6.1.2 projected to the end of the next reporting year 742

6.2.1 The number of properties meeting the SHQS:

710

at the end of the reporting year
6.2.2 projected to the end of the next reporting year 716
Indicator 6 - Percentage of stock meeting the SHQS at the end of the reporting year 95.69%
Indicator 6 - Percentage of stock meeting the SHQS projected to the end of the next 96.50%

reporting year
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Percentage of tenants satisfied with the quality of their home (Indicator 7)
7.1 How many tenants answered the question "Overall, how satisfied or dissatisfied 45
are you with the quality of your home?"
7.2.1 7.2 Of the tenants who answered, how many said that they were:
261
very satisfied
7.2.2 fairly satisfied 156
7.2.3 neither satisfied nor dissatisfied 18
7.2.4 fairly dissatisfied 9
7.2.5 very dissatisfied 1
7.3 Total 445
Indicator 7 93.71%
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Repairs, maintenance & improvements

\ Average length of time taken to complete emergency repairs (Indicator 8)

8.1 The number of emergency repairs completed in the reporting year 534
8.2 The total number of hours taken to complete emergency repairs 1,340
Indicator 8 2.51
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Average length of time taken to complete non-emergency repairs (Indicator 9)

9.1 The total number of non-emergency repairs completed in the reporting year 1,768
9.2 The total number of working days taken to complete non-emergency repairs 7,027
Indicator 9 3.97
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Percentage of reactive repairs carried out in the last year completed right first time (Indicator 10)

10.1 The number of reactive repairs completed right first time during the reporting 1663
year '

10.2 The total number of reactive repairs completed during the reporting year 1,768

Indicator 10 94.06%
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How many times in the reporting year did not meet your statutory duty to complete a gas safety check (Indicator
11).

11.1 The number of times you did not meet your statutory duty to complete a gas
safety check. 0
11.2 if you did not meet your statutory duty to complete a gas safety check add a note in the comments
field
N/A
Indicator 11 0
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Percentage of tenants who have had repairs or maintenance carried out in last 12 months satisfied with the
repairs and maintenance service (Indicator 12)

12.1 Of the tenants who had repairs carried out in the last year, how many answered
the question "Thinking about the LAST time you had repairs carried out, how
satisfied or dissatisfied were you with the repairs service provided by your 231
landlord?"
12.2 Of the tenants who answered, how many said that they were:
175
12.2.1 | very satisfied
12.2.2 | fairly satisfied 26
12.2.3 | neither satisfied nor dissatisfied 14
12.2.4 | fairly dissatisfied 5
12.2.5 | very dissatisfied 11
12.2.6 | Total 231
Indicator 12 87.01%
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Annual Return on the Charter (ARC) 2022-2023

Comments for any notable improvements or deterioration in performance, or compliance with tenant and resident
safety requirements regarding the figures supplied in the "Housing quality and maintenance" section, including
non-compliance with electrical, gas and fire safety requirements and plans to address these issues.

Indicator 12.2:

The Association previously used a research company to complete our monthly tenant satisfaction surveys. A sample of 40
repairs, completed in the previous month, would be used and tenants telephoned by the independent company to complete
the survey.

In 2021, we moved on to a new tenant feedback system, CX Feedback, which integrates with our housing management
software, to gain feedback at the point when a works order is marked complete. Using this system, our returns have been
lower, and tenants are being more honest as they are not speaking with someone that represents the Association. We
have been assured by CX Feedback, that our returns are in line with what they would expect to see, given the drop in
volume.

We carried out a large-scale tenant satisfaction survey in November/December 2022. The survey was caried out by an
independent research company and completed face-to-face. The results in terms of repairs satisfaction were excellent.
While the survey did not specifically ask the question noted in Indicator 12.1, those who had a repair carried out in the last
12 months were asked how satisfied or dissatisfied they were with various aspects of the repair. Satisfaction was extremely
high ranging from 96% with regards to the length of time taken to undertake repairs to 100% with regards to helpfulness of
staff, the reporting system, contact from tradespeople to arrange access, tradespersons arriving on time, their attitude and
tidiness (100%).

Indicator C9 & 6: SHQS

Abeyances

The Association has been investing in our stock over the course of the reporting year with the completion of a heating
contract which involved the installation of air source heat pumps, solar PV panels with a battery store. This has resulted in
the SAP ratings for our lowest performing properties move from E & Fs to A & B’s. Nine tenants chose not to participate in
this contract which resulted in them being noted as abeyances. Due to financial restraints within the current economic
market, the Association has taken the decision to halt our investment programme in the next reporting year, therefore we
anticipate that the nine abeyances will remain at the end of the next reporting year. The two remaining abeyances are in
respect of kitchen storage as the tenants have opted for more white goods than storage space. The kitchen area is too
small to add additional storage to meet the cubic capacity threshold.

Exemptions
The twelve exemptions noted are being considered for new heating, like the project above. However, these are traditional
mining cottages with various issues in terms of construction type as well as garden space for air/ground source heat pumps.

While the Association will continue to investigate heating options for these properties over the course of the next reporting
year, we anticipate the costs to bring the properties up the EESSH standard would be disproportionate and these will
continue to fail on element 35 (energy efficiency) which, due to the reasons noted above, constitutes an exemption on
SHQS.

Failures

Of the nine noted failures, six of these are properties were still awaiting an EICR at the end of the reporting and therefore fail
on Element 45. These have since been completed.

We have invested in a new reporting system from SDM which will allow us to monitor all cyclical works on
daily/weekly/monthly basis. This is a SQL database which links directly to the cyclical module on SDM. Therefore, it can
be refreshed “real time” whenever updates are made, while also charting historical service dates. This will manage the risk
of anniversary dates being breached and is an improvement to our monitoring procedures. The associations Policy and
Procedures will be updated accordingly to reflect these improved changes, also staff re-training will be in place.

The remaining 3 failures are those which are failing EESSH on element 35.
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Neighbourhood & community

Estate management, anti-social behaviour, neighbour nuisance and tenancy disputes

Percentage of all complaints responded to in full at Stage 1 and percentage of all complaints

responded to in full at Stage 2. (Indicators 3 & 4)

1st stage | 2nd stage

Complaints received in the reporting year 43 12
Complaints carried forward from previous reporting year 0 1
All complaints received and carried forward 43 13
Number of complaints responded to in full by the landlord in the reporting 43 13
year

Time taken in working days to provide a full response 52 184
Indicators 3 & 4 - The percentage of all complaints responded to in full at Stage 1 100.00%
Indicators 3 & 4 - The percentage of all complaints responded to in full at Stage 2 100.00%
Indicators 3 & 4 - The average time in working days for a full response at Stage 1 1.21
Indicators 3 & 4 - The average time in working days for a full response at Stage 2 14.15
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Percentage of tenants satisfied with the landlord’s contribution to the management of the neighbourhood they
live in (Indicator 13)

13.1 How many tenants answered the question "Overall, how satisfied or dissatisfied are
you with your landlord’s contribution to the management of the neighbourhood you 445
live in?™"
13.2.1 |13.2 Of the tenants who answered, how many said that they were:
293
very satisfied
13.2.2 | fairly satisfied 112
13.2.3 | neither satisfied nor dissatisfied 23
13.2.4 | fairly dissatisfied 12
13.2.5 | very dissatisfied 5
13.2.6 | Total 445
Indicator 13 91.01%
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Percentage of tenancy offers refused during the year (Indicator 14)
14.1 The number of tenancy offers made during the reporting year 103
14.2 The number of tenancy offers that were refused 31
Indicator 14 30.10%
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Percentage of anti-social behaviour cases reported in the last year which were resolved (Indicator 15)

15.1 The number of cases of anti-social behaviour reported in the last year 76
15.2 Of those at 15.1, the number of cases resolved in the last year 74
Indicator 15 97.37%
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\ Abandoned homes (Indicator C4)

\ C4.1 | The number of properties abandoned during the reporting year
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Percentage of the court actions initiated which resulted in eviction and the reasons for eviction (Indicator 22)

221 The total number of court actions initiated during the reporting year 0

22.2.1 | 22.2 The number of properties recovered:

because rent had not been paid

22.2.2 | because of anti-social behaviour 0

22.2.3 | for other reasons

Indicator 22 - Percentage of the court actions initiated which resulted in eviction because

rent had not been paid N/A
Indicator 22 - Percentage of the court actions initiated which resulted in eviction because of

anti-social behaviour N/A
Indicator 22 - Percentage of the court actions initiated which resulted in eviction for other N/A
reasons

Indicator 22 - Percentage of the court actions initiated which resulted in eviction N/A
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Neighbourhood & community” section.

Indicator 13
Over 9 in 10 tenants (91%) were either very or fairly satisfied with Clydesdale’s contribution to the management of the

neighbourhood they live in. On the other hand, 5% were neither satisfied nor dissatisfied in this respect and 4% were very or
fairly dissatisfied. Overall satisfaction has seen a decrease from 97% in 2019 to 91% in 2022. The proportion of respondents
who were very satisfied has seen a significant increase from 36% in 2019 to 66% in 2022.

Those who were not satisfied in this respect (4%) were asked what Clydesdale could do to improve their contribution to the
management of the neighbourhood they live in. Over 4 in 10 tenants (42%) said landscaping could be improved. The
Association will be reviewing our landscape maintenance specification over the course of the next reporting year and placing

a higher emphasis on landscape maintenance inspections.

15.2 Of the 76 complaints received, 2 were reported late March 2023 and resolved on time in April 2023
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Access to housing and support

Housing options and access to social housing

\ Percentage of lettable houses that became vacant in the last year (Indicator 17)

17.1 The total number of lettable self-contained stock 725
17.2 The number of empty dwellings that arose during the reporting year in self-
contained lettable stock

73

Indicator 17 10.07%

Page 31 of 51



housingregulator
Rubber Stamp


Annual Return on the Charter (ARC) 2022-2023 §|'

Regulator

Scutt[sh Housing

Number of households currently waiting for adaptations to their home (Indicator 19)

19.1 The total number of approved applications on the list for adaptations as at the start 35

of the reporting year, plus any new approved applications during the reporting year.

19.2 The number of approved applications completed between the start and end of the
reporting year 33

19.3 The total number of households waiting for applications to be completed at the end
of the reporting year. 2

194 if 19(iii) does not equal 19(i) minus 19(ii) add a note in the comments field.

N/A
Indicator 19 2
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Total cost of adaptations completed in the year by source of funding (£) (Indicator 20)

20.1 The cost(£) that was landlord funded, £51,401
20.2 The cost(£) that was grant funded £53,110
20.3 The cost(£) that was funded by other sources. £0

Indicator 20 £104,511
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The average time to complete adaptations (Indicator 21)
211 The total number of working days taken to complete all adaptations. 2,662
21.2 The total number of adaptations completed during the reporting year. 36
Indicator 21 73.94
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Homelessness — the percentage of referrals under Section 5, and other referrals for homeless households made
by the local authority, that result in an offer, and the percentage of those offers that result in a let (Indicator 23)

23.1 The total number of individual homeless households referrals received under
section 5. 0
23.2 The total number of individual homeless households referrals received under other
referral routes. 425
23.3 The total number of individual homeless households referrals received under
section 5 and other referral routes. D
23.4 The total number of individual homeless households referrals received under
section 5 that result in an offer of a permanent home. 0
23.5 The total number of individual homeless households referrals received under other
referral routes that result in an offer of a permanent home. 22
23.6 The total number of individual homeless households referrals received under
. . 22
section 5 and other referral routes that result in an offer of a permanent home.
23.7 The total number of accepted offers. 22
Indicator 23 - The percentage of referrals under section 5, and other referrals for homeless
. . 5.18%
households made by a local authority, that result in an offer
Indicator 23 - The percentage of those offers that result in a let 100.00%
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Average length of time to re-let properties in the last year (Indicator 30)

30.1 The total number of properties re-let in the reporting year 73
30.2 The total number of calendar days properties were empty 1,332
Indicator 30 18.25
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Percentage of new tenancies sustained for more than a year, by source of let (Indicator 16)

16.1.1 The number of tenancies which began in the previous reporting year by:

existing tenants t
16.1.2 applicants who were assessed as statutory homeless by the local authority 25
16.1.3 applicants from your organisation's housing list 39
16.1.4 nominations from local authority 0
16.1.5 other 3
16.2.1 The number of tenants at 16.1 who remained in their tenancy for more than a

year by: 10

existing tenants
16.2.2 applicants who were assessed as statutory homeless by the local authority 21
16.2.3 applicants from your organisation's housing list 36
16.2.4 nominations from local authority 0
16.2.5 other 2
Indicator 16 - Percentage of new tenancies to existing tenants sustained for more than a 90.91%

ear

?/ndicator 16 - Percentage of new tenancies to applicants who were assessed as statutory
homeless by the local authority sustained for more than a year 84.00%
Indicgtor 16 - Percentage of new tenancies to applicants from the landlord's housing list 92.31%
sustained for more than a year
Indica_ttor 16 - Percentage of new tenancies through nominations from local authority N/A
sustained for more than a year
Indicator 16 - Percentage of new tenancies to others sustained for more than a year 66.67%
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Access to housing and support" section.

16.2.5- one tenancy let under 'other' to local authority for Ukranian refugees. Let was ended to allow for tenancy to be
converted to full tenancy in family's name.
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Getting good value from rents and service charges

Rents and service charges

Rent collected as percentage of total rent due in the reporting year (Indicator 26)

26.1 The total amount of rent collected in the reporting year £3,313,187
26.2 The total amount of rent due to be collected in the reporting year (annual rent
. £3,260,285
debit)
Indicator 26 101.62%
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Gross rent arrears (all tenants) as at 31 March each year as a percentage of rent due for the reporting year
(Indicator 27)

27.1 The total value (£) of gross rent arrears as at the end of the reporting year £88,755
27.2 The total rent due for the reporting year £3,275,785
Indicator 27 2.71%
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Average annual management fee per factored property (Indicator 28)
28.1 The number of residential properties factored 193
28.2 The total value of management fees invoiced to factored owners in the reporting £2 316
year '
Indicator 28 £12.00
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Scuttish Housing

Regulator

Percentage of rent due lost through properties being empty during the last year (Indicator 18)

18.1 The total amount of rent due for the reporting year £3,275,785

18.2 The total amount of rent lost through properties being empty during the reporting £15.499
year '

Indicator 18 0.47%
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Regulator
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Rent increase (Indicator C5)

C5.1 The percentage average weekly rent increase to be applied in the next reporting
year

7.50%
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Regulator

The number of households for which landlords are paid housing costs directly and the total value of payments
received in the reporting year (Indicator C6)

C6.1 The number of households the landlord received housing costs directly for during 477
the reporting year
C6.2 The value of direct housing cost payments received during the reporting year £1,725,026
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SCGttlSh Housing
Regulator

Annual Return on the Charter (ARC) 2022- 20234 vl

Amount and percentage of former tenant rent arrears written off at the year end (Indicator C7)

C7.1 The total value of former tenant arrears at year end £47,487
C7.2 The total value of former tenant arrears written off at year end £10,056
Indicator C7 21.18%
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Value for money

Scutt[sh Housing
Regulator

Percentage of tenants who feel that the rent for their property represents good value for money (Indicator 25)

25.1 How many tenants answered the question "Taking into account the
accommodation and the services your landlord provides, do you think the rent for 445
your property represents good or poor value for money?"
25.2.1 | 25.2 Of the tenants who answered, how many said that their rent represented:
121
very good value for money
25.2.2 | fairly good value for money 267
25.2.3 | neither good nor poor value for money 42
25.2.4 | fairly poor value for money 9
25.2.5 | very poor value for money 6
25.3 Total 445
Indicator 25 87.19%
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A Reoulator

Percentage of factored owners satisfied with the factoring service they receive (Indicator 29)

29.1 How many factored owners answered the question "Taking everything into account,
how satisfied or dissatisfied are you with the factoring services provided by your 17
landlord?"
29.2.1 | 29.2 Of the factored owners who answered, how many said that they were:
7
very satisfied
29.2.2 | fairly satisfied 3
29.2.3 | neither satisfied nor dissatisfied 2
29.2.4 | fairly dissatisfied 2
29.2.5 | very dissatisfied 3
29.3 | Total 17
Indicator 29 58.82%
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Annual Return on the Charter (ARC) 2022-2023
Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Getting good value from rents and service charges" section.

Indicator 25: Rents & Value for Money
All tenants were asked what the Association could do to improve their view on value for money of rents. Four in ten
respondents had no suggestions or said they were happy with the service, 19% were unsure and 16% said they would like

to see improvements made to their home.
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Other customers

Gypsies / Travellers

Scutt[sh Housing
Regulator

\ For those who provide Gypsies/Travellers sites - Average weekly rent per pitch (Indicator 31)

31.1 | The total number of pitches 0
31.2 | The total amount of rent set for all pitches during the reporting year N/A
Indicator 31 N/A
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Scott[sh Housing
Regulator

For those who provide sites — percentage of Gypsy/Travellers satisfied with the landlord’s management of the
site (Indicator 32)

32.1

How many Gypsies/Travellers answered the question "How satisfied or dissatisfied
are you with your landlord's management of your site?"

32.2.1

32.2 Of the Gypsies/Travellers who answered, how many said that they were:

very satisfied

32.2.2

fairly satisfied

32.2.3

neither satisfied nor dissatisfied

32.2.4

fairly dissatisfied

32.2.5

very dissatisfied

32.2.6

Total

Indicator 32
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Annual Return on the Charter (ARC) 2022-2023

Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Other customers" section.

System Use: Version No.: charterRSL_4 1 Date created: 02/03/2023 13:25 page 51 of 51


housingregulator
Square

housingregulator
Rubber Stamp

housingregulator
Rubber Stamp

housingregulator
Rubber Stamp

housingregulator
Rubber Stamp

housingregulator
Rubber Stamp


	Approval
	Social landlord contextual information
	Staff
	Lets
	Comments

	Overall satisfaction
	All outcomes
	Comments

	The customer / landlord relationship
	Communication
	Participation
	Comments

	Housing quality and maintenance
	Quality of housing
	Repairs, maintenance & improvements
	Comments

	Neighbourhood & community
	Estate management, anti-social behaviour, neighbour nuisance and tenancy disputes
	Comments

	Access to housing and support
	Housing options and access to social housing
	Tenancy sustainment
	Comments

	Getting good value from rents and service charges
	Rents and service charges
	Value for money
	Comments

	Other customers
	Gypsies / Travellers
	Comments


