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Introduction

By Chair & Chief Executive

The development provides 33 two bedroom flats
with additional communal facilities. The most up to
date thinking and research was put into practice in the
design, planning and building of the development, to
create a uniquely modern environment suited to the
needs of older people who require different levels
of care and support.
Michael Martin,
Chairperson

Helen Murdoch,
Chief Executive

Without doubt, the social housing sector continues
to be one of change and challenge but Hanover prides
itself on its history of continuous improvement in the
delivery of housing and customer service. The past year
has seen Hanover take the opportunity to enhance
delivery by completing the reorganisation into
Strategic Business Units, covering care, enhanced
housing and factoring. Staff have embraced the
challenges offered by these changes and continue
to place excellent customer service at the heart
of everything we do.
In September 2016, we completed work on Varis Court
in Forres, a purpose built development with innovative,
high quality services and facilities for older people, in
partnership with Moray Health and Social Care and
the Scottish Government.
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Features include an augmented care unit with five
flats providing complex health care interventions in
a homely environment, avoiding the need for acute
admissions. This unit has qualified nurses on hand 24/7
and the flats aspire to replicate the patient’s home
rather than an acute hospital environment, with the
aim of rapid re-ablement and recovery.
The design also includes two courtyards at its centre
for residents to enjoy an outside space that is ideal for
gardening or events. The development is proving very
popular with residents.
In June 2016, colleagues from across Scotland came
together for our annual staff conferences. The new
approach of holding the events centrally in Stirling was
very well received. The theme of the events was “You
can if you think you can” and feedback from attendees
was very positive, with many comments about being
inspired, encouraged and energised.
The feedback included:
“Good ideas, motivation and a big reminder that we all
make a difference to people’s lives”
“Fantastic and very interesting”
“Lots of inspirational topics”
“Re-awakened motivation to be the best I can be”
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Highlights of the year
Awards and Accreditations

Development Anniversaries

•

Disability Confident Employer Certificate – awarded
September 2016 to September 2017;

Several of our developments celebrated
significant anniversaries:

•

Investors in People Bronze status – retained in
2016/17 and will be working towards Silver over
the next year;

Hanover Close, Earlston
40 years

Airlie Gardens, Banff
30 years

Kelburne Gardens, Paisley
30 years

Pinewood Square,
Glasgow 25 years

Burnside Court, Buckpool
30 years

The Green, Aviemore
20 years

Broomlee Court, West
Linton 30 years

Montgomerie Court,
Ardrossan
20 years

•

Investors in Diversity Stage 2 – accreditation held
since February 2013;
National Centre for Diversity – Hanover listed
among the top 100 UK companies to work for;
Healthy Working Lives status –
retained in 2016/17; and
Telecare Services Authority – accreditation
retained in 2016/17.
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Hanover Court, Paisley
30 years

L-R Pinewood
Square, Glasgow,
Ardrossan, West
Linton and
11
Earlston

11

Resident
with care
staff in the
Borders
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Customer Engagement
•

Volunteer Co-ordinator

Our Volunteer Co-ordinator started work at the end
of September 2016. The aim of this new role is to
support the creation of a volunteering infrastructure
across Hanover’s developments and communities and
to develop policies and processes around volunteer-led
projects, all with a view to promoting social inclusion.
The Co-ordinator completed a full audit to establish
what was already happening with volunteering
across Hanover, before beginning work to expand
and develop the infrastructure. Hanover now has 16
developments on board and we have recruited more
than 40 volunteers who, in total, are giving up to 82
hours per week of their time to help fight loneliness
and social exclusion.
•

• Customer Panel
A further element of this work has been the
creation of a customer panel of Hanover residents,
which involved a rigorous selection process. The
panel provides a forum for the panel members to
consider how Hanover services are delivered and to
make recommendations for change or improvement,
working with Hanover staff. The next step will be to
decide the panel’s first area for scrutiny.

Customer Engagement Strategy

During the year, staff, customers and representatives
from the Board produced a Customer Engagement
Strategy to enable more innovative, meaningful and
fun ways of engaging with residents and service users.
The purpose of the strategy is to ensure that Hanover
has the structures and mechanisms in place to facilitate
effective customer engagement. This in turn will
empower customers, improve service and create
robust accountability.
Customer
Panel
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New Developments

Waterford Court, in Giffnock, a modern
development of 12 amenity homes opened
its doors to residents.

“The development has been completed to
an exceptionally high standard throughout
and provides much needed housing for
independent older people in the area.”

Waterford
Court
opening
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Varis Court, a housing with care development in
Forres, Moray, opened its doors to new residents at
the end of 2016
Our development at Glassgreen in Elgin has
been named Linkwood View by children at the
school next door. We are making good progress
on building work and are looking forward to
welcoming new residents.
Hanover continues to have a good development
programme with other sites under development
in Elgin and Ayr.

Linkwood
view
progress
21
visit
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Performance Management
In March 2017, Hanover’s
Board agreed on a Corporate
Performance Framework for
the organisation containing Key
Performance Indicators. Our
performance is set out below.

Peer
Group

Hanover

2015-16

2016-17

2016-17

Actual

Actual

Median

2015-16

2016-17

2016-17

Rent Arrears and Collection

Actual

Actual

Median

Rent Collected from current and former
tenants as % due (excluding arrears b/f)

99.94

101.79

100.20

11.68
4.41

19.20
3.80

Rent Collected from current and former
tenants as % due (including arrears b/f)

98.26

99.30

*

Rent arrears of current tenants as
% rent due (excluding voids)

0.58

0.49

2.64

Rent arrears of current tenants net
of unpaid HB as % of rent due

0.26

0.28

2.19

Rent arrears of current and former
tenants written-off as % rent due

0.28

0.17

1.26

Rent loss (£000s) due to empty
properties (voids)

599

234

**

Rent loss due to empty properties
(voids) as % rent due

1.90

1.46

0.59

Average re-let time in days (standard re-lets)

53.95

30.05

19.56

Corporate Health
% of staff turnover in year
11.10
% of working days lost through staff sicknes s3.46
Customer Contact and Complaints
% of stage 1 complaintsupheld
(fully or partially)

65.44

64.29

55.56

% of stage 1 complaints responded to
within SPSO timescales

79.26

85.71

77.90

% of stage 2 complaints upheld

59.32

55.77

58.30

% of stage 2 complaints responded to
within SPSO timescales

77.97

94.23

77.80

Major Work and Cyclical Maintenance
% of dwellings with a valid gas
safety certificate

Peer
Group

Hanover

100.00

100.00

100.00

Responsive Repairs

Void Works and Lettings

Average length of time taken to
complete emergency repairs (hours)

5.98

3.34

3.48

Percentage of properties
accepted on first offer

71.59

78.16

**

Average number of working days
taken to complete non-emergency
repairs (urgent and routine)

5.49

4.73

6.63

Number of tenancies terminated
as % of properties managed

14.60

14.91

*

% of repairs completed right the first time

94.20

97.86

92.63

*

Other Hanover Indicators
95.70

93.10

Telecare response within 60 seconds (%)
* Not collected on Housemark
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** Statistics not collected by others
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Charlie & Margaret Watson

Charlie and Margaret were the first residents to
move into our new development Varis Court in Forres.
They are both in their eighties and while they did not
feel they were in need of a care home, they did want
somewhere where they felt safe in the face of
failing health.
Charlie was an officer in the Grampian Police
Force and Margaret was a maternity nurse at
Leanchoil Hospital. They used to live a mile out
of town but having taken on a corner flat in the
development, they have never looked back.
Margaret said; “It’s wonderful here. We like the
staff – they provide great care and make us feel very
comfortable. It’s just perfect. It’s all we need at our
time of life. We can have people to stay and it’s a good
size. We have a two-bedroom flat with a good-sized
lounge, kitchen and shower.”
“Varis Court is fine and handy for visiting the town,”
added Charlie.
Their daughter Elaine, a physiotherapist in an
extended care community in Canada helped the couple
move to Varis Court. On her return to Canada, she left
a note saying: “Mum, I am so happy, comforted and
assured to know you and Dad will be taken care of
with compassion and true care and concern. All the
staff are wonderful.”
24

Varis
Court,
Forres
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Finances
Income 2016 – 2017

Expenditure 2016 – 2017

Service costs (all sectors)
Rent & service charges

Repairs & maintenance
including adaptations

Housing support
Factoring

Depreciation
Other
Adaptations Telecare

Care

80% Rent & service charges
6% Housing support
6% Factoring
3% Telecare
3% Care
1% Other
1% Adaptations

Total Income: £35.3 million
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Other
Housing management

Telecare

47% Service costs (all sectors)
17% Repairs & maintenance including adaptations
16% Depreciation
16% Housing management
3% Telecare
1% Other

Total Expenditure: £30.7 million
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To see what else is going on, visit our website:

www.hanover.scot
For further information, 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 no. PF000140.

