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Loretto Housing Association

This year we have combined our Annual
Highlights with our Report to Tenants
on how we have performed.
In each section you’ll also see feedback
from our Scrutiny Panel, a group made
up of customers which meets regularly
to review Wheatley Group’s performance
and services.
We hope you enjoy reading about what
has been achieved in the year and taking
a look at how we performed on the key
indicators we provide to the Scottish
Housing Regulator each year.
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Welcome

from Loretto Housing Chair
Douglas Robin
It has been another great year at
Loretto Housing as we continued to
invest in new homes, our communities
and the support services we provide to
our tenants and their families.

One of the highlights has been watching a
range of new-build developments take shape
across our communities.
We also continued to improve and maintain
our existing homes and, by working closely
with our partners in our parent company
Wheatley Group, we expanded the
opportunities available to tenants to improve
their lives. This included job and training
opportunities, help to get ready for work for
those facing the biggest challenges, advice on
managing money and accessing benefits and
help to get online.

But at Loretto Housing we never stand
still and I know our dedicated staff will
be working just as hard in 2018/19 as
we continue our mission to create better
homes, better lives.
You can read about some of the highlights
for 2017/18 here.
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Our journey to excellence
We improved our performance in a range
of areas, including customer satisfaction,
one of the most important barometers
of success as a landlord.

88%

tenants satisfied overall
with Loretto
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Of tenants surveyed, 88% said they were
satisfied overall with Loretto. This is the
highest ever and up from 86.5% the previous
year. Other performance highlights included:
tenants satisfied with the standard of their
home when moving in remains at 100% for
the second year in a row
tenants satisfied with the quality of their
existing home improved from 89% to 94%
	 rent lost due to properties being empty
improved from 0.45% to 0.39%
100% of our homes meet the Scottish 		
Housing Quality Standard.

94%

tenants satisfied with quality
of their existing home

The Panel is pleased to see continued strong performance in overall customer
satisfaction. Over the coming year we will monitor performance across all other
aspects of customer satisfaction, including satisfaction with opportunities to
participate and with rent as value for money.
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Homes and communities
Investing in neighbourhoods
We worked hard over the year to keep
our neighbourhoods clean, tidy and safe.
Satisfaction with neighbourhoods increased
from 83.9% to 86%.
The newly launched gardeners service
improved previously unused or dilapidated
areas in our neighbourhoods to give customers
a better outlook.

Our Community Improvement Partnership
(CIP) sees police and fire officers seconded to
Wheatley Group to work closely with housing
staff to keep local communities safe. It was
further strengthened with a number of new
roles, including five new behaviour change
officers to support young people in trouble to
turn their lives around, and two new fire safety
officers.
Fire safety in our communities remained a
top priority for us and we launched a Stay Safe
campaign to encourage all tenants to get a
home fire safety visit.

86%

satisfaction with neighbourhoods,
up from 83.9%

We know local services and improvements are very important to tenants and
we welcome the opportunity for tenants to improve their neighbourhoods.
We will continue to review customer satisfaction with the management of
neighbourhoods over the coming year.
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Building and improving homes
Loretto built 77 new homes over the year
at Barclay Street in Springburn, Glasgow.
The homes, built in two phases, include 60
for social rent and 17 for mid-market rent.
Mid-market homes provide a good alternative
for people looking for affordable housing
but who perhaps don’t have priority for a
social home.

We also invested £1.4 million in improvements
to existing homes. The improvement works
carried out included 142 new kitchens, 148 new
boilers and central heating upgrades, 113 new
windows and doors and six new controlled
door entry upgrades, improving access and
security for 82 customers.

This year, Loretto started work on more new
homes, including:
28 at Buckley Street, Ashfield, Glasgow
44 in the city’s Wallacewell Quadrant
in Balornock
42 new Loretto homes in Shawbridge 		
Street, Pollokshaws, Glasgow

77

	28 new homes at Muiryhall Street,
Coatbridge.

No. of lettable units

new homes built
in 2017/18

Average weekly rent £

1 apartment

77

£97.58

2 apartment

637

£94.28

3 apartment

394

£84.72

4 apartment

116

£88.64

5+ apartment

20

£108.83

Size

1 Apt

2 Apt

3 Apt

4 Apt

5+Apt

Total

House

0

29

59

53

12

153

High-rise

0

0

0

0

0

0

Tenement

1

308

238

39

3

589

Four-in-a-block

0

197

92

24

5

318

Other flat/maisonette

76

129

9

0

0

214

Total owned

77

663

398

116

20

1274

No of lettable units

77

637

394

116

20

1244
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Your repairs service
More tenants were happy with the repairs
and maintenance service in 2017/18.
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A total of 91% of tenants reported being
satisfied with the repairs service, up from
83.5% in 2016/17. Emergency and nonemergency repair timescales continued to
improve, with non-emergency repairs taking
an average of 4.4 days compared to 5.4 days.
A total of 100% of medical adaptations were
completed with timescales averaging 15.2
days, down from 19 days.

Improvements include new local teams,
closer working between repairs teams and
our housing staff, and greater focus on
customer service.

91%

tenants satisfied with
the repairs service, up from
83.5% in 2016/17

This came after we rolled out our new repairs
service delivered by City Building (Glasgow)
which has been jointly owned, since April 2017,
by our parent company Wheatley Group and
Glasgow City Council.

Non-emergency repairs
Average time to complete non-emergency
repairs (working days)

4.4 days
5.4 days

2017/18
2016/17

Repairs and maintenance
Satisfaction with repairs or maintenance
in last 12 months

91%
83.5%

2017/18
2016/17

Gas safety
Properties requiring a gas safety record which
had gas safety check by anniversary date

100%
100%

2017/18
2016/17

Reactive repairs
Reactive repairs completed right first time

96.3%
97.6%

2017/18
2016/17

The Panel is currently carrying out a review of the repairs service from the
customer point of view, including repairs completed right first time and
quality of repair. Our aim is to identify what works well and what needs to be
improved. We will report our findings and recommendations later in 2018.
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Rent and value for money
We want our tenants to feel their home
and services are good value for money.
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We want people to feel they get good value
for money at Loretto and were encouraged
that the percentage of tenants who felt their
rent represented good value increased from
82.4% to 86%.
Gross rent arrears improved from 5.5%
in 2016/17 to 4.8% this year and our rent
collection improved to over 99%.

Value for money
Tenants who feel their rent
represents good value for
money

86%
82.4%

2017/18
2016/17

Rent lost
Rent lost through properties
being empty

0.4%
0.5%

2017/18
2016/17

Rent collected
Rent collected as a percentage
of total rent due

99.4%
99%

2017/18
2016/17

Rent arrears
Gross rent arrears

4.8%
5.5%

2017/18
2016/17

Re-let properties
Average length of time taken
to re-let properties
(calendar days)

10.7 days
10.3 days

2017/18
2016/17
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Engaging with tenants
We continued to engage with our customers
in various ways, listening to their feedback
and using it to improve services.
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The number of tenants who feel Loretto
Housing is good at keeping them informed
about services and decisions remains high at
92%. The percentage of tenants who were
satisfied with opportunities to participate in
decision-making at Loretto was 86%, down on
the previous year’s 90.6%. This is something we
are focusing on over the next year, listening
carefully to our customers to improve
opportunities for them to participate.
Decision making
Tenants who were happy with
opportunities to participate

86%
90.6%

2017/18
2016/17

Keeping you informed
Tenants who were satisfied
with their landlord keeping
them informed about their
services and decisions

92%
91.9%

Over the year, we consulted customers
formally on a new allocations policy
– due to be introduced later in 2018 as
part of MyHousing, our new housing advice,
information and letting service – with their
feedback influencing the final service.
We also consulted tenants on three options
for rent charges for 2018/19 and on proposals
for new ‘Livingwell’ services at our former
sheltered housing complexes.
We held a range of community events across
all our areas and continued to involve tenants
in local decisions through our scrutiny panel
and forums.

2017/18
2016/17
We also reached out to more tenants online,
with over 1000 followers on our social media
channels and our website audience growing to
around 2000 visitors a month. A total of 125
tenants were registered for online self-service
at the end of the financial year, with people
finding it quick and convenient
to pay rent, check their account,
book a repair or request a service.
Since then we have simplified
the sign-up process, encouraging
dozens more tenants to register
and use online self-service.

The Panel carried out a review of online self-service. We believe the new,
streamlined registration process has resulted in more customers using online
self-service. We found the service easy to use and convenient for customers.
We will continue to review the take-up of online self-service and customer
satisfaction with the service over the next 12 months.
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Supporting customers
We supported our tenants and their families
to get the most out of their lives through
a range of services and projects, many of
which are funded through the Wheatley
Foundation, our charitable trust.

We meet with staff to find out first-hand how tenants are supported. We
welcome the range of services tenants can receive, especially those which help
with money, budgeting and longer-term support which can help people who
find themselves in challenging circumstances.

Page 14

Annual Report to Tenants 2017/18

This included providing jobs and training
opportunities, support to get ready for work
for those facing the biggest challenges, help
with money, budgeting and benefits, access
to bursaries to go to university and access to
arts and sports projects.
In 2017/18, 13 Loretto Housing customers
were supported into jobs or training
We helped three people from our homes
go to college or university through
Wheatley Foundation’s bursary scheme
which provides people with up to £1500
funding a year
Loretto provided vital support to 28 newer
tenants to help them manage their finances
and settle into their community through
Wheatley’s My Great Start service
A total of seven customers received 		
upcycled furniture through our Home 		
Comforts service.

Overall satisfaction
Tenants satisfied with the
overall service

88%
86.5%

2017/18
2016/17

Medical adaptations
Average time to complete
approved applications for
medical adaptations
(calendar days)

15.2 days
19 days

2017/18
2016/17

Complaints
Complaints responded to in
full within SPSO timescales

95.9%
95.7%

2017/18
2016/17
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25 Cochrane Street, Glasgow, G1 1HL
wheatley-group.com

