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Introduction

Great homes. Great services. Great people.



Services

% Overall Satisfaction Benchmarking
2015/16 — 85.81% Peer Group Ranking 2015/16 — 28th
2016/17 Target —92.00% Peer Group Ranking 2014/15 — 28th

Peer Group Ranking 2013/14 — 28th
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Services

% satisfied with value for money Benchmarking
2015/16 — 82.88% Peer Group Ranking 2015/16 — 11th
2016/17 Target — 86.00% Peer Group Ranking 2014/15 — 7t

Peer Group Ranking 2013/14 — 12t
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Great homes. Great services. Great people.




Services

% satisfied with repairs Benchmarking

and maintenance Peer Group Ranking 2015/16 — 26t
2015/16 — 89.04% Peer Group Ranking 2014/15 — 27t

2016/17 Target — 91.00% Peer Group Ranking 2013/14 — 16t
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Great homes. Great services. Great people.




Services

% Appointments Kept Benchmarking

2015/16 Year End — 99.90% Peer Group Ranking 2015/16 — 4t
2016/17 Target — 99.00% Peer Group Ranking 2014/15 — 4t
2016/17 YTD —-100.00% Peer Group Ranking 2013/14 — 9t
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Great homes. Great services. Great people.




Services

Right First Time Benchmarking

2015/16 Year End —97.21% Peer Group Ranking 2015/16 — 8t
2016/17 Target — 98.00% Peer Group Ranking 2014/15 — 26t
2016/17 YTD -97.84% Peer Group Ranking 2013/14 — 18th
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I Right first Time Quarterly ~ =#=Right First Time YTD  —lll=Target

Great homes. Great services. Great people.




Services

% of frontline complaints Benchmarking

L , s
completed within timescale Eeergroup Ean::gng ;giiﬁg gth
2015/16 Year End — 100.00% eer Group Ranking

2016/17 Target — 100.00% Peer Group Ranking 2013/14 — 31t
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2016/17 YTD — 100.00%
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Great homes. Great services. Great people.




Services

% of investigations completed within Benchmarking
. i _cth
timescale Peer Group Ranking 2015/16 — 5

2015/16 Year End — 100.00% Peer Group Ranking 2014/15 — 9t
2016/17 Target — 100 Od‘y Peer Group Ranking 2013/14 — 31t
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Great homes. Great services. Great people.




Planned
Improvements
9.28

Telecare
9.69

Handyperson

9.63

Repairs
South
9.67

00'6 3984e]

Repairs
North

Complaints
8.96 6.27

New Factoring
Tenancy 21

8.93

Rents \

8.52

Great homes. Great services. Great people.



Service Specific Satisfaction Survey No of Responses Average Variation from
Score Target (9.00)

-0.04
-0.07
-0.48
-1.00
-1.16
-2.73
-4.79
Total 341 9.10 0.0

Great homes. Great services. Great people.




Services
/1 am very pleased with

cairn housing they are
very helpful with
everything. A few years
ago | got a new fitted
kitchen and | am in the
process now of having a
new fitted bathroom,
Cairn housing are

Whank you...."/

“I phoned my repair on
the Monday later that
day contractor called to
say they would be here

the next day the gent
was here in the morning
very nice no mess perfect

“I'm very dissatisfied by the factoring at

get our grass cut and weed problem sorted over
the summer. Stopped my D/D as wont pay for a
service that's not being provided. Will be happy to
restart when the place starts being maintained as
it should. Problems with flooding, mud some sent

a letter with photos included to Cairn. Would be
happy for grass to be replaced by gravel so the
\grounds can actually be used. Drainage needs

sorted to stop flooding.

(. O)

‘Been a tenant
for over one year
now and have no
complaints what
so ever. Very

( “Handyperson \

included me in
decisions and offered
advice on the
installation of rail -

satisfied with very polite and tidy
accommodation worker with a friendly

Q2 Tenant Feedback

/I\/Iyrtletown Park, Inverness. Just had to fight to\

“Have no problem with
your contact service and
thought it was efficient”

“Telecare service recently
installed. The man who
came was very nice, he

installed the alarm without
any fuss and left no mess.

He explained how the
system worked...”

-

job...”

etc.” \ nature...... )

“The contractors took 7 working \
days to complete. Also left a hole in
my hallway wall, didn't plaster it
properly or paint it extremely
disappointed it looks hideous.....

Great homes. Great services. Great people.




2015/16 Year End — 4.10%
2016/17 Target — 3.25%
2016/17 YTD - 3.47 %
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Great homes. Great services. Great people.
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Great homes. Great services. Great




Homes

% satisfied with quality of home Benchmarking
2015/16 -90.12% Peer Group Ranking 2015/16 — 13th
2016/17 Target —91.00% Peer Group Ranking 2014/15 — 13t

Peer Group Ranking 2013/14 — 12t
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Great homes. Great services. Great people.




Homes

% SHQS Compliance Benchmarking

2015/16 Year End — 90.64% Peer Group Ranking 2015/16 — 26t
2016/17 Target —90.00% * Peer Group Ranking 2014/15 — 30t
2016/17 YTD —90.86% Peer Group Ranking 2013/14 — 32

* Exemptions and Abeyances have been excluded as per the ARC guidance.
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Great homes. Great services. Great people.




Homes

% EESSH Compliance

2015/16 Year End — 71.40%
2016/17 Target — 80.00%
2016/17 YTD — 74.87%

The Energy Efficiency Standard for Social
Housing (EESSH) aims to improve the
energy efficiency of social housingin
Scotland. It will help to reduce energy
consumption, fuel poverty and the
emission of greenhouse gases. It will
contribute to reducing carbon emissions
by 42 per cent by 2020 and 80 per cent
by 2050 in line with the requirements set
out in the Climate Change (Scotland) Act
20009.

Note — we have not benchmarked against our
Peer Group for EESSH compliance as it is not one
of our current Top Ten measures
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Great homes. Great services. Great people.




2015/16 Year End — 103.09% Peer Group Ranking 2015/16 — 2"

2016/17 Target — 103.50% Peer Group Ranking 2014/15 — 4th
2016/17 YTD — 104.63% Peer Group Ranking 2013/14 — 19th
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Great homes. Great services. Great people.




2015/16 Year End — 0.64% Peer Group Ranking 2015/16 — 25th
2016/17 Target — 0.50%* Peer Group Ranking 2014/15 — 28th

2016/17 YTD - 0.47% Peer Group Ranking 2013/14 — 32"
*Incremental targets have been agreed and implemented.
Q2 target was 0.60%
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Great homes. Great services. Great people.




2015/16 Year End — 20.68 days Peer Group Ranking 2015/16 — 20t
2016/17 Target — 14 days Peer Group Ranking 2014/15 — 35t
2016/17 YTD — 11.51 days Peer Group Ranking 2013/14 — 39t

80 -

72.00

70 A

60 -

50 -

40 -

26.68

30 | 2382 2264 2068

20 +

10 -
10.92 11.51
0 T T T T T T T T T T T 1

Q1 Q2 Q3 Q4 Q1 Q2 Qa3 Q4 Ql Q2 Q3 Q4
2014/15 2014/15 2014/15 2014/15 2015/16 2015/16 2015/16 2015/16 2016/17 2015/16 2016/17 2016/17

New let: average turnaround times Quarterly =—&—New let: average turnaround times YTD =fi—Target

Great homes. Great services. Great people.




2015/16 Year End — 86.16% Peer Group Ranking 2015/16 — 33
2016/17 Target — 88.00% Peer Group Ranking 2014/15 — 36t
2016/17 YTD — 88.82% Peer Group Ranking 2013/14 — 39t
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Great homes. Great services. Great people.




Notes

siobhan.harvey@cairnha.com

nicola.crossan@cairnha.com

paul.byrne@-cairnha.com

Great homes. Great services. Great people.
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