
Better homes, better lives

How we performed in 2014/15…
REPORT TO TENANTS

How did we do?
THIS is our report to tenants on 
our performance in delivering the 
standards set out in the Scottish Social 
Housing Charter (‘Charter’).

As a social landlord, we have to report 
to the Scottish Housing Regulator (SHR), 
who regulates what we do, on how we 
have performed each year.

This information, which has to be 
backed up by evidence, was given 
to the SHR in May 2014. The SHR 
assesses our performance against the 
standards in the Charter. The report on 
our performance is called the Annual 
Return on the Charter (ARC).

Background
The SHR asks us to report to our 
tenants on a range of indicators. This 
includes information on:

• landlord profile
• satisfaction
• housing quality and maintenance
• neighbourhood and community
•  getting good value from rents and 

service charges.

Overall Loretto can show a good level 
of performance, including customer 
satisfaction.

This is the first satisfaction survey 
undertaken using the standard 
Wheatley Group approach. This involves 
independent face to face surveys which 
are generally more robust. 
 
The specific questions and wording 
are now all in line with other parts of 
the Group. The new survey provides a 
baseline for going forward.
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How satisfied are you with the overall service provided  
by your landlord? Loretto 83% satisfaction  

How satisfied are you with the opportunities to participate 
in decision-making? Loretto 86% satisfaction 

How good or poor do you feel Loretto is at keeping you 
informed about their services and decisions?
Loretto 91% satisfaction

Looking at our evidence

Landlord profile

EVIDENCE of performance across 
Wheatley Group is checked by the 
Scrutiny Panel. This is a group of 
independent tenants who are not 
involved with us in other ways. They 
are customers who have a particular 
interest or skills in checking and 
assessing performance. 

The Panel started in 2012 and now 
have a great deal of  insight into the 
Charter. The panel will from this year 
on scrutinise how Loretto, now part of 
Wheatley Group, gathers and reports 
performance information. This report 
includes customer views of our 
performance and what the Scrutiny 
Panel have said about it. 

SATISFACTION with the opportunities 
to participate and with how Loretto is 
keeping customers informed is high.

We will make sure that Loretto tenants 
are aware of the many opportunities 
to shape and influence services and 
support tenants to get involved.

LORETTO Housing is a Registered 
Social Housing Landlord and has 1,061 
houses. 
 
Over 2013/14, the total rent due was 
£5,072,236. Over this period, Loretto

showed good rent collection with 109% 
of rent due collected. This figure, in 
excess of 100%, includes collection of 
arrears owed by former tenants. The 
rent increase for 2014/15 was 3.9%.
Loretto Stock information below:

No of lettable 
units

Average weekly 
rent £

1Apt – 75 89.99
2Apt – 576 91.17
3Apt – 348 79.60
4Apt – 96 81.58
5+ Apt – 14 100.37
Total – 1109 86.74

Size 1Apt 2Apt 3Apt 4Apt 5+Apt Total

House 0 22 58 66 12 158
High-rise 0 0 0 0 0 -
Tenement 0 0 0 0 0 -
4-in-a-block 0 0 0 0 0 -
Other flat / maisonette 75 544 290 30 2 951
Total owned 75 576 348 96 14 1109
No of lettable units 75 562 348 96 14 1109

Landlord satisfaction

Quality of our homes

Being part of making decisions

THIS is the key measure of how Loretto is 
doing – what our tenants think of us as a 
landlord. 

Loretto has a high level of satisfaction, 
although there has been a slight decrease 
of 1% point from 2013/14. There is room 
for improvement and we will be working 
hard to see how we can improve this for 
tenants. As a member of Wheatley Group, 
Loretto tenants now benefit from a range 
of additional services.

IN 84% of cases we have completed 
repairs right first time, an increase 
of more than 20% points. We have 
completed emergency repairs in just 
over three and a half hours on average 
and taken an average of six days to 
complete non-emergency repairs 
(down from over eight days in 2013/14).

We know that repairs are a vital part 
of our service and it is important to 
us that our repairs service meets 
the needs of our tenants, including 
completing repairs right first time.

We will continue to build on our 
improvements in this area.

We agreed that tenant 
satisfaction with overall  
service is a good indicator  
of performance.

We can see evidence that 
customers can influence 
decision making through 
participation, for example with 
the rent setting consultation. 
We think there needs to 
be a greater focus on the 
engagement activities and 
events for Loretto tenants and 
customers.

How satisfied are you with 
the service you received for 
your last repair? 
Loretto 76% satisfaction

Housing Quality 
Standard
EVERY social landlord in Scotland 
has to be compliant with the 
Scottish Housing Quality Standard 
(SHQS) by 2015. 

This means making sure homes are 
upgraded to the quality standard 
set out. 

99.73% of Loretto’s homes meet 
the Scottish Housing Quality 
Standard. 
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In our neighbourhoods 
SATISFACTION with the management  
of the neighbourhood tenants live in 
and with the quality of the home is 
75% and 85%.

Since joining Wheatley Group we 
are now able to provide enhanced 
environmental services and our focus 
will be to improve neighbourhood 
satisfaction for Loretto.

THE time taken to complete 
medical adaptations has improved 
significantly from 103 to 69 days.

Gross rent arrears have improved 
from 5.62% in 2013/14 to 4.5% for 
2014/15.

The average length of time taken 
to re-let properties has risen 
slightly from 34 days to 35 days 
and we will be working hard over 
the coming year to reduce this. 

We will continue to provide support 
to our tenants who need help to 
pay their rent. 

We also worked closely with 
tenants to understand what 
value for money means for you 
in relation to rents and service 
charges. 

This will be an important piece  
of work throughout the coming 
year.

We’ll focus on the management  
of neighbourhoods in 2015/16

Good value  
from charges

Tenancy sustainment

OUR five-year strategy ‘Investing 
In Our Futures’ has been shaped by 
listening to feedback from our tenants. 

Our vision is to retain our unique 
identity and create safe and secure 
environments for people with care 
and support needs. We will also 
deliver outstanding personalised 
customer service and performance by 
responding to customers’ individual 
needs, developing innovative solutions 
and giving tenants more control. Over 
the next five years we will:  

•   Maintain outstanding levels of 
customer satisfaction above 90%; 

•   Keep rents affordable with annual 
rent rises at a maximum of RPI plus 
0.5%; 

•   Invest £8m in and around our 
existing homes; 

•   Deliver 450 new quality, affordable 
homes to widen the choice for 
customers; 

•   Continue to improve the repairs 
service, increasing customer 
satisfaction; 

•   Develop flexible products that meet 
the changing needs of older and 
vulnerable customers; 

•   Work with our customers to further 
improve services, giving them more 
choice, control and flexibility.

Looking forward  
– Investing In Our Futures

LORETTO provides a range of support 
to help tenants stay in their homes. 
This includes money advice and free 
recycled furniture through our Home 
Comforts service.

Wheatley Group’s Scrutiny Panel 
made a commitment to review 
tenancy sustainment and looked at 
performance around new tenancies 
being sustained for more than a year. 
They noted that Loretto’s performance 
on this had risen from 82% to 93%.
 
The Panel looked at processes and 
services Loretto has in place to support 
tenants to stay in their homes – and 

the results they have delivered. They 
liked that support is provided as part 
of a broader, wraparound service. The 
Panel concluded that Loretto provides 
a comprehensive and effective range 
of support and noted services such 
as Money Advice and Home Comforts 
which provide practical support to 
tenants who may otherwise give up 
their tenancy. 

The Scrutiny Panel also commended 
the Tenancy Support Service, delivered 
by Loretto, which provides practical 
support to tenants. This service is new 
and the Panel aims to carry out a 
further review in 2015/16.

Want more details?
Contact the Community  
Governance Team on Freephone  
0800 011 3816 or email: 
consultation@wheatley-group.com


