Report Card 2016/17
Welcome to Hanover’s report card for the period April 2016 to March
2017. I am very pleased to present you with this report which contains
some key pieces of information about our performance. I hope you find it
interesting and informative.
This information is based on data we provide to the Scottish Housing
Regulator annually; a more detailed version is available on the Regulator’s
website (www.scottishhousingregulator.gov.uk)
We wish to continually improve our service and we are very keen to hear
your views on this report and on how we can improve on our service
more generally.
At the end of this report are details on how you may contact us.
Helen Murdoch
Chief Executive

Setting the Scene

Housing Quality and Maintenance

As at 31 March 2017 we owned 3,931 houses for rent. The total rent due
for the year was £24.166m.
As a ‘not-for profit’ organisation all the money we generate is re-invested
in Hanover.

On the repairs data collected by the Scottish Housing Regulator, Hanover
is performing very well in comparison to other landlords.
Hanover

Scottish average

95.85%

93.6%

Average time taken by Hanover to complete
emergency repairs

3.34 hours

4.7 hours

Average time taken by Hanover to complete
non-emergency repairs

4.73 days

7.1 days

Hanover completion of reactive pepairs ‘right
first time’

95.7%

92.4%

Tenant satisfaction with repairs and
maintenance carried out in the last year

85.61%

90.6%

Hanover homes meeting the Scottish Housing
Quality Standard

Average Weekly Rents
Size of Home

Numbers owned

Hanover’s Rent

Scottish Average

Difference

Bedsit/ Studio

24

£65.06

£66.55

-2.2%

1 Bedroom

3,288

£72.20

£71.67

0.7%

2 Bedroom

493

£80.97

£73.13

10.7%

3 Bedroom

115

£88.29

£79.42

11.2%

4 Bedroom

11

£96.17

£88.02

9.3%

We understand that in the current climate, housing costs can be
expensive and as a result we strive to regularly review all rents at our
developments.
As one of Scotland’s leading specialist Housing Association’s, we pride
ourselves on being able to offer competitive rates for all our residents.
Our commitment to you is that we will always aim to offer the highest
levels of service, at prices which are still close to the
national average.
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Tenant Satisfaction

You’ve asked, we will deliver

Our Tenant Satisfaction Survey takes place on an annual basis.
The last survey took place in 2016 and 1,477 of our residents responded.
The following results were obtained:
Hanover 2016/17

Scottish average

Satisfied with overall service

86.05%

89.7%

Hanover good at keeping you informed about
services and outcomes

83.05%

91.1%

Satisfied with opportunities to participate in
Hanover’s decision making

66.76%

89.9%

The feedback that we received from the survey has helped to highlight
some key areas where we could make improvements.
We have included a summary of all the areas that you asked us to
improve on over the next 12 months and how we intend to implement
those changes:
Repairs: You asked for better
communication on repair times
and call-outs, particularly when it
was an emergency.

Our Pledge: A new contract
specification is being made for
landscaping work at our
developments.

Our Pledge: We will work to
ensure that when you report
a problem, the contractor will
contact you directly to confirm
a convenient time to visit your
property, to give you greater
control.

Decision Making: You asked
for more opportunities to take
part in the decision making
process.

Landscaping: You told us that
we could improve the design
and quality of landscaping at our
developments.

Our Pledge: We sent the
‘Getting Involved - Your
Options’ guide, offering several
new ways for our residents to
participate. If you didn’t receive
this, or to request another copy,
call us on 0131 557 0598

Hanover prides itself on providing high quality services and because of
the current satisfaction levels we have decided to ask for your opinion
more often.
We have undertaken a number of focus group meetings with our
residents across Scotland over the summer time and a Satisfaction Survey
for 2017 is being sent to you together with this Report Card.

86.05%

Satisfied with
overall service
from
4 Hanover

We really value your feedback and would appreciate it if you could
complete the survey and return it to us.
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Value for Money

Conclusions

In the last year, a great deal of work has been undertaken to reduce the
amount of times our properties have been empty as demonstrated below.

Amount of money collected by Hanover for
current and former rent as a percentage of total
rent due in the year
Rent due but not collected because houses
were empty
Average number of days to re-let houses

Hanover
2016/17

Hanover
2015/16

Scottish
average

101.79%

99.5%

99.6%

1.46%

2.2%

0.9%

30.02 days

52 days

31.5 days

In the coming year we will be working hard to improve our performance,
in particular we will be:
Closely monitoring our pledges to you, as our promises to you are very
important
Fully exploring what you have to say in our 2017 survey and acting on
key areas
Carrying on with improvements to the time it takes us to let properties;

The reduction in the number of days to re-let houses has saved £176,000
which will be re-invested into your homes.

Looking at helping residents use more modern technologies and assisting
where required;
Providing additional opportunities for you to engage with us and have a
say in the services offered; and

Neighbourhoods
We place great importance on ensuring that our residents are
comfortable in their homes. We are pleased to report that the incidents of
anti-social behaviour are very low.

Providing opportunities for volunteering.
We want to work in partnership with you and by increasing the
opportunities for engaging with us we hope this will allow you to tell us
what we are doing well, what we could do better and gives you more
opportunities to become more involved in decision making.

For every 100 homes owned by Hanover there were 1.03 cases of antisocial behaviour reported in the last year. We resolved 90.0% of these
within targets agreed locally, compared to the Scottish average of 87.2%.
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We would really appreciate your feedback or any comments you have
about the content of this report.
Please send feedback to Linda Chelton, Performance Manager
Hanover Scotland, 95 McDonald Road, Edinburgh EH7 4NS
T: 0131 557 7496
E: lchelton@hanover.scot
You can obtain more detailed information about Hanover and other
Registered Social Landlords performance at
www.scottishhousingregulator.gov.uk

For more information, visit our website:

www.hanover.scot
Contact us at:
Head Office
95 McDonald Road
Edinburgh,
EH7 4NS
Tel: 0131 557 0598
Fax: 0131 557 1280
Email: admin@hanover.scot
facebook.com/hanoverscotland
@hanoverscotland

Hanover (Scotland) Housing Association Ltd – a Scottish charity no. SC014738 and Registered Property Factor

