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Landlord name: prumchapel Housing Co-operative Ltd

RSL Reg. No.: 185

Report generated date: 28/05/2025 09:17:17

Approval

A1l.1 | Date approved

A1.2 | Approver

A1.3 | Approver job title
Al.4 | Comments (Approval)

27/05/2025
Jacqueline McGoran

Finance & Corporate Services Manager

N/A
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A Reoulator
Social landlord contextual information
Staff
Staff information, staff turnover and sickness rates (Indicator C1)
Cl1 the name of Chief Executive Ms. Pauline Burke
C1.2.1 | C1.2 Staff employed by the RSL:
2.00
the number of senior staff
C1.2.2 | the number of office based staff 7.00
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 9.00
C1.3.1 | Staff turnover and sickness absence:
0.00%
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 33.33%
C1.3.3 | the percentage of days lost through staff sickness absence in the reporting year 1.90%
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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 15
C3.2 | The number of ‘supported housing’ lets during the reporting year 12
Indicator C3 27
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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 4
Cc2.2 The number of lets to housing list applicants 0
c2.3 The number of mutual exchanges 1
C2.4 | The number of lets from other sources 0
C2.5.1 | C2.5 The number of applicants who have been assessed as statutorily homeless
by the local authority as: 18
section 5 referrals
C2.5.2 | nominations from the local authority 0
C2.5.3 | other 5
C2.6 | the number of other nominations from local authorities 0
c2.7 Total number of lets excluding exchanges 27
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Annual Return on the Charter (ARC) 2024-2025

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

C1.3.2 Three members of staff left in the reporting year, two moved to other jobs and one left for personal reasons.
C1.3.3 Sickness absence has improved reducing from 8.56% in 2023/24 to 1.90% in 2024/25

C2: Drumchapel operates a choice based letting system. The five "other" lets were lets to applicants from our housing
register who were awarded a priority ticket due to being assessed as statutory homeless by the local authority
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Overall satisfaction

All outcomes

SCGttlSh 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:
215
the number of tenants who were surveyed
1.1.2 | the fieldwork dates of the survey 07/2022
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: 104
very satisfied
1.2.2 | fairly satisfied 85
1.2.3 | neither satisfied nor dissatisfied 17
1.2.4 | fairly dissatisfied 7
1.2.5 | very dissatisfied 2
1.2.6 | no opinion 0
1.2.7 | Total 215
Indicator 1 87.91%
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Overall satisfaction" section.

Indicator 1 : The Co-operative appointed Research Resource to carry out a Tenant Satisfaction Survey in 2022/23 which was
carried out in July 2022 which had a 46% response rate. This provided the results for the indicators in the previous ARC
return and is used again in 2024/25. Research Resource benchmarked the results against 40 organisations and the Co-
operative were very much in line with the average results experienced by other housing organisations. It was noted that
there was a trend of satisfaction surveys which were completed at the same time which seen decline in tenant satisfaction
compared to previous surveys. This was thought to be in part due to the impact of Covid with tenants having spent a greater
amount of time in their home due to restrictions and at a time when service delivery was impacted by restrictions imposed by
the government.

Drumchapel are currently procuring for an independent consultant to carry out a Tenant Satisfaction survey during summer
2025.
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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
. . . . . L N 215
landlord is at keeping you informed about their services and decisions?
2.2.1 | 2.2 Of the tenants who answered, how many said that their landlord was:
134
very good at keeping them informed
2.2.2 | fairly good at keeping them informed 80
2.2.3 | neither good nor poor at keeping them informed 1
2.2.4 | fairly poor at keeping them informed 0
2.2.5 | very poor at keeping them informed 0
2.2.6 | Total 215
Indicator 2 99.53%
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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 215
processes?"
521 5.2 Of the tenants who answered, how many said that they were:
109
very satisfied
5.2.2 fairly satisfied 106
5.2.3 neither satisfied nor dissatisfied 0
5.24 fairly dissatisfied 0
525 very dissatisfied 0
5.2.6 Total 215
Indicator 5 100.00%
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Annual Return on the Charter (ARC) 2024-2025

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

Indicator 2: We have 99.53% of tenants who feel the Co-operative are good at keeping them informed. We continue to work
hard to ensure we capture all our tenants in communications by utilising a range of contact methods and tailoring these to
our tenants' preferences.

Indicator 5: The percentage of tenants satisfied with opportunities to participate is 100%. This is a direct impact of us
tailoring our tenant participation approach to ensure we continuously give all tenants equal opportunity to participate. This
includes using various contact methods and making reasonable adjustments to prevent any barriers to participation
Indicators 2 & 5 results are based on the results of the Independent tenant satisfaction survey carried out in July 2022.
DHCL will carry out an independent TSS in summer of 2025, results of which will inform next years ARC.
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Housing quality and maintenance

Quality of housing

' Scottish 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
. . 02/2025
compliance with the SHQS
C8.2 What percentage of stock did your organisation fully assess for compliance in 66.60
the last five years? '
C8.3 The date of your next scheduled stock condition survey or assessment 10/2025
C8.4 What percentage of your organisation's stock will be fully assessed in the next
. 68.27
survey for SHQS compliance
C8.5 Comments on method of assessing SHQS compliance.

In 2024/25, independent consultants were commissioned to conduct a total of 138 combined external and internal surveys.
However, due to access challenges, the program was revised, resulting in the completion of 60 internal and 243 external

surveys by the program’s conclusion.
Internally, our Senior Maintenance Officer conducted 78 internal surveys and 2 external surveys in 2024-25 in conjunction

with our planned, void and cyclical maintenance programs.

In 2024/25, we used The Structural Partnership to review property drawings and conduct surveys to assess the presence of
RAAC in the Co-operative’s housing stock. The final report confirms that RAAC was not used in the construction of any of

our properties, providing full assurance.

We currently hold valid EPC data for 100% of the Co-operative’s housing stock with 99.6% having a rating of Band A-C.
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&Y Reoulator
Scottish Housing Quality Standard (SHQS) — Stock summary (Indicator C9)
End of the End of the next
reporting year reporting year
Ca.1 Total self-contained stock 479 479
C9.2 Self-contained stock exempt from SHQS 2 2
C9.3 Self-contained stock in abeyance from SHQS 2 1
C9.4.1 | Self-contained stock failing SHQS for one criterion 0 0
C9.4.2 | Self-contained stock failing SHQS for two or more criteria 0 0
C9.4.3 | Total self-contained stock failing SHQS 0 0
C9.5 Stock meeting the SHQS 475 476
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C9.6 Total self-contained stock meeting the SHQS by local authority
End of the End of the next
reporting year reporting year

Aberdeen City 0 0
Aberdeenshire 0 0
Angus 0 0
Argyll & Bute 0 0
City of Edinburgh 0 0
Clackmannanshire 0 0
Dumfries & Galloway 0 0
Dundee City 0 0
East Ayrshire 0 0
East Dunbartonshire 0 0
East Lothian 0 0
East Renfrewshire 0 0
Eilean Siar 0 0
Falkirk 0 0
Fife 0 0
Glasgow City 475 476
Highland 0 0
Inverclyde 0 0
Midlothian 0 0
Moray 0 0

0 0

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 0 0
Stirling 0 0
West Dunbartonshire 0 0
West Lothian 0 0
Totals 475 476
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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:
479

at the end of the reporting year

6.1.2 projected to the end of the next reporting year 479

6.2.1 The number of properties meeting the SHQS:

475

at the end of the reporting year
6.2.2 projected to the end of the next reporting year 476
Indicator 6 - Percentage of stock meeting the SHQS at the end of the reporting year 99.16%
Indicator 6 - Percentage of stock meeting the SHQS projected to the end of the next 99.37%

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 215
are you with the quality of your home?"
7.2.1 7.2 Of the tenants who answered, how many said that they were:
106
very satisfied
7.2.2 fairly satisfied 76
7.2.3 neither satisfied nor dissatisfied 22
7.2.4 fairly dissatisfied 8
7.2.5 very dissatisfied 3
7.3 Total 215
Indicator 7 84.65%
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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 285
8.2 The total number of hours taken to complete emergency repairs 870
Indicator 8 3.05
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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 1,328
9.2 The total number of working days taken to complete non-emergency repairs 3,218
Indicator 9 2.42
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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 1296
year '

10.2 The total number of reactive repairs completed during the reporting year 1,328

Indicator 10 97.59%
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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 101
landlord?"
12.2 Of the tenants who answered, how many said that they were:
74
12.2.1 | very satisfied
12.2.2 | fairly satisfied 17
12.2.3 | neither satisfied nor dissatisfied
12.2.4 | fairly dissatisfied 6
12.2.5 | very dissatisfied 0
12.2.6 | Total 101
Indicator 12 90.10%
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Annual Return on the Charter (ARC) 2024-2025

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.

Indicators 8,9 & 10- Overall performance remains consistent with previous years
Indicator 11- Gas services remains fully compliant with no failures in 2024/25

Following on from the internal audit on Tenant Safety carried out in 2023-24 which concluded that DHCL have robust
controls in place for the monitoring and control of tenant safety matters reviewed within scope of the audit,minor
recommendations were incorporated into working practices which have enhanced the already robust controls.
The Co-operative remains compliant in the following:

GAs Safety

Electrical Safety

Water Safety

Fire Safety

Asbestos

Damp & Mould

Lift Safety

We use dash boards that are linked to our current housing management system which allows us to monitor and implement
compliance.

C9- Two properties are exempt due to element 40 Kitchen facilities: adequate food storage. The properties concerned are
studio flats that were converted previously by the reconfiguration of larger properties to meet demand for smaller
accommodation. The properties are popular, however, the living room/kitchen is very small and do not achieve the required
1m3 food storage capacity. The only solution may be to reinstate the properties to their original layout, however, the cost
associated with this is currently disproportionate.

Another two properties are in abeyance for social reasons as the tenants of these properties are not in agreement for their
current heating system to be upgraded. Both tenants were approached in 2024/25 to have their heating systems upgraded
and both declined. However, of those two tenants we have continued to engage with one who is due a new kitchen in 2025-
26 and we are reasonably confident that a new heating system will be installed along with kitchen
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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 41 3
Complaints carried forward from previous reporting year 0 0
All complaints received and carried forward 41 3
Number of complaints responded to in full by the landlord in the reporting a1 3
year

Time taken in working days to provide a full response 126 37
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 3.07
Indicators 3 & 4 - The average time in working days for a full response at Stage 2 12.33
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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 215
live in?™"
13.2.1 |13.2 Of the tenants who answered, how many said that they were:
83
very satisfied
13.2.2 | fairly satisfied 120
13.2.3 | neither satisfied nor dissatisfied 5
13.2.4 | fairly dissatisfied 5
13.2.5 | very dissatisfied 2
13.2.6 | Total 215
Indicator 13 94.42%
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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 28
14.2 The number of tenancy offers that were refused 1
Indicator 14 3.57%
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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 63
15.2 Of those at 15.1, the number of cases resolved in the last year 63
Indicator 15 100.00%
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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 2
22.2.1 | 22.2 The number of properties recovered:

1

because rent had not been paid

22.2.2 | because of anti-social behaviour 0
22.2.3 | for other reasons 0
Indicator 22 - Percentage of the court actions initiated which resulted in eviction because
rent had not been paid 50.00%
Indicator 22 - Percentage of the court actions initiated which resulted in eviction because of
anti-social behaviour 0.00%
Indicator 22 - Percentage of the court actions initiated which resulted in eviction for other 0.00%
reasons
Indicator 22 - Percentage of the court actions initiated which resulted in eviction 50.00%
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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Neighbourhood & community” section.

Indicator 3 & 4 - Slight increase in complaints from 2023/24 with three moved to stage 2 complaints in 2024/25. Complaints
are used as "lessons learned" and any complaints upheld are used to look at ways of improving service delivery to avoid re-
occurrence

Indicator 14- One tenancy offer was refused , this was a internal transfer who after consideration felt it was not the right time
for them to move.

Indicator 22- Two court actions were initiated which resulted in Eviction Decree. One eviction was carried out for non
payment of rent , the other is still pending at the year end and is for anti social behaviour.
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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 479
17.2 The number of empty dwellings that arose during the reporting year in self-
contained lettable stock

28

Indicator 17 5.85%
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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 15

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 15

19.3 The total number of households waiting for applications to be completed at the end
of the reporting year. 0

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

N/A
Indicator 19 0
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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, £0
20.2 The cost(£) that was grant funded £17,813
20.3 The cost(£) that was funded by other sources. £0

Indicator 20 £17,813
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The average time to complete adaptations (Indicator 21)
211 The total number of working days taken to complete all adaptations. 260
21.2 The total number of adaptations completed during the reporting year. 15
Indicator 21 17.33
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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. 20
23.2 The total number of individual homeless households referrals received under other

referral routes. 30
23.3 The total number of individual homeless households referrals received under

section 5 and other referral routes. 2
23.4 The total number of individual homeless households referrals received under

section 5 that result in an offer of a permanent home. 19
23.5 The total number of individual homeless households referrals received under other

referral routes that result in an offer of a permanent home. 5
23.6 The total number of individual homeless households referrals received under

section 5 and other referral routes that result in an offer of a permanent home. 24
23.7 The total number of accepted offers. 24
Indicator 23 - The percentage of referrals under section 5, and other referrals for homeless

. . 48.00%

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 27
30.2 The total number of calendar days properties were empty 286
Indicator 30 10.59
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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 1
16.1.2 applicants who were assessed as statutory homeless by the local authority 8
16.1.3 applicants from your organisation's housing list 10
16.1.4 nominations from local authority 0
16.1.5 other 2
16.2.1 The number of tenants at 16.1 who remained in their tenancy for more than a

year by: 1

existing tenants
16.2.2 applicants who were assessed as statutory homeless by the local authority 7
16.2.3 applicants from your organisation's housing list 10
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 100.00%

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 87.50%
Indicgtor 16 - Percentage of new tenancies to applicants from the landlord's housing list 100.00%
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 100.00%
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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.

Indicators 19,20,21 -Cost of adaptions in 2024-25 totalled £17,813 with no self-funding by the Co-operative, compared to
costs of £31,249 in the previous year. The Co-operative seen a significant drop in funding in 2024-25 having been awarded
£18.8k which was 60% of their total grant claim in 2023-24. Although funding was cut all disabled adaption referrals received
in the year were met by grant funding.

Thirteen households benefited from fifteen disabled adaptions during 2024-25 which included handrails/grabrails, level
access showers, shower over bath and deaf fire alarm system.

The average time to complete adaptions in 2024-25 was 17.33 days, a slight increase on the previous year of 16.27 days.

Indicator 23 - We received twenty section 5 referrals within the reporting period. One referral failed to engage therefore the
referral was cancelled. The other nineteen referrals received an offer of housing which resulted in a let.

DHCL operates a choice based letting system. Thirty applicants received a homeless priority ticket due to being assessed
statutory homeless by the local authority. Of these applicants five received an offer which resulted in a let.

The Co-operative received a request from Glasgow City HSCP to provide 67% of our lets to homeless households in
2024/25 which was approved by the Management Board. Staff worked hard to meet this target which was met in 2024/25.
This resulted in HSCP issuing a letter thanking the Co-operative for the significant contribution the Co-operative made in
response to the housing and homelessness emergency.
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Getting good value from rents and service charges

Rents and service charges

Scutt[sh Housing
Regulator

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 £2,367,380
26.2 The total amount of rent due to be collected in the reporting year (annual rent
. £2,360,137
debit)
Indicator 26 100.31%
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L\

Scuttlsh Housing
Regulator

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 £44,180
27.2 The total rent due for the reporting year £2,364,019
Indicator 27 1.87%
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L\

Scuttish Housing

\J

Regulator
Average annual management fee per factored property (Indicator 28)
28.1 The number of residential properties factored 0
28.2 The total value of management fees invoiced to factored owners in the reporting N/A
year
Indicator 28 N/A
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SCDttISh Housin
M 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 £2,364,019

18.2 The total amount of rent lost through properties being empty during the reporting £3.882
year '

Indicator 18 0.16%
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A

Regulator

Rent increase (Indicator C5)

C5.1

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

4.05%
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L\

Scott[sh Housing
Regulator

\J

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 296
the reporting year
C6.2 The value of direct housing cost payments received during the reporting year £1,254,767
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L\

Scutt[sh Housing
Regulator

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 £19,913
C7.2 The total value of former tenant arrears written off at year end £5,369
Indicator C7 26.96%
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Value for money

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 215
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:
60
very good value for money
25.2.2 | fairly good value for money 116
25.2.3 | neither good nor poor value for money 24
25.2.4 | fairly poor value for money 14
25.2.5 | very poor value for money 1
25.3 Total 215
Indicator 25 81.86%
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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
landlord?"

29.2.1 | 29.2 Of the factored owners who answered, how many said that they were:

very satisfied

29.2.2 | fairly satisfied

29.2.3 | neither satisfied nor dissatisfied

29.2.4 | fairly dissatisfied

29.2.5 | very dissatisfied

29.3 Total

Indicator 29
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Annual Return on the Charter (ARC) 2024-2025

Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Getting good value from rents and service charges" section.

Indicators 26,27 and C7- The Co-operative performs well in these areas and have seen slight improvements in arrears due
to an increase in rent collected.

DHCL provide weekly welfare rights surgeries for tenants . We also have an internal sustainment fund which is used to issue
emergency food and energy vouchers for those tenants experiencing financial difficulties.

Indicator 18: During 2024/25 we had two properties where rent due and rent loss was excluded. One property was subject to
an insurance claim due to water damage and the other was a void subject to major repair works.

Indicator C7- The percentage of former tenant arrears written off in 2024/25 was 26.96% compared to 48.79% in 2023/24.
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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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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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Comments for any notable improvements or deterioration in performance regarding the figures supplied in the
"Other customers" section.
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