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Introduction 
 

This is the 18th annual statistical review (ASR) report provided for members of the 

RSL Quality and Efficiency Forum (QEF).  The QEF comprises of members drawn 

from the RSL sector in Scotland and meets on a quarterly basis to discuss statistical 

data, processes, and best practices. The group also discuss topical issues and invite 

guest speakers to present on key matters. 

 

This report contains some comparative information based on a number of Charter 

Indicators and Contextual Indicators gathered by the Scottish Housing Regulator 

(SHR) in the Annual Return on the Charter (ARC). The information has been 

extracted from (i) the SHR’s website and (ii) the 2024/25 ARCs which QEF members 

provided to the Scottish Housing Regulator.   

 

Appendix 1 shows all the information used in the body of this report for ease of 

reference.  

 

The report is divided into the following sections: 

 

1. Landlord profile 

2. Satisfaction 

3. Housing quality and maintenance 

4. Neighbourhood and community 

5. Getting good value from rents and services charges 

6. Rent arrears 

7. Source of lets and tenancy sustainment 

8. Complaints 

9. Legal action 

10. Staff turnover and sickness levels  

11. Value for Money Scorecard 

 

The following should be borne in mind: 

 

◼ We have attempted to provide useful comparative information rather than 

produce large volumes of information that may not be particularly meaningful.  As 

a result, not all Indicators are included.  

 

◼ Members will need to carry out additional individual analysis which takes account 

of their specific operating context.  The report provides baseline information, but 

individual performance depends on other factors such as historical results/trends, 

performance against internal targets, operating context, and any other factors 

that may impact upon Charter/Contextual Indicators and other KPIs.  Where most 

relevant, some trend information has been provided.  
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◼ Data / performance stated is as at March 2025 unless otherwise stated.  

However, it should be noted that the SHR is not due to publish the 2024/25 ARC 

results until late summer/autumn 2025, so national medians relate to the 2023/24 

returns. 
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2.2 Figures 2.1 to 2.8 show the proportion of tenants satisfied with various 

aspects of the Association’s service; Figure 2.8 shows the proportion of 

owners satisfied with the factoring service [where applicable].  For ease of 

reference, the specific Indicators for Figures 2.1 to 2.9 are: 

 

⚫ Figure 2.1 – percentage of tenants satisfied with the overall service 

provided by their landlord (Indicator 1) 

⚫ Figure 2.2 – percentage of tenants who feel their landlord is good at 

keeping them informed about their services and decisions (Indicator 2) 

⚫ Figure 2.3 – percentage of tenants satisfied with the opportunities given to 

them to participate in their landlord’s decision-making processes (Indicator 

5) 

⚫ Figure 2.4 – percentage of tenants satisfied with the quality of their home 

(Indicator 7) 

⚫ Figure 2.5 – percentage of tenants who have had repairs or maintenance 

carried out in the last twelve months satisfied with the repairs and 

maintenance service (Indicator 12) 

⚫ Figure 2.6 – percentage of tenants satisfied with the management of the 

neighbourhood they live in (Indicator 13) 

⚫ Figure 2.7 – percentage of tenants who feel that the rent for their property 

represents good value for money (Indicator 25) 

⚫ Figure 2.8 – percentage of factored owners satisfied with the factoring 

service they receive (Indicator 29) 

 

2.3 The remainder of this section contains graphs with group members’ results. 
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5.1.4 Figure 5.2 [over] shows the days taken by Knowes to re-let empty properties.  

The following is noted: 

 

◼ The Association took an average of 5.57 days to re-let its empty properties 

◼ Its rank in the QEF group is 2nd (with 1st being the least number of days to 

re-let) 

◼ The QEF group average is 19.28 days 

◼ The Scottish median is 31.12 days 

◼ A re-let period of 5.57 days puts the Association in the top performance 

group for Scotland which covers 0 to 22.79 days 

 

5.1.5 As noted above, members should bear in mind when comparing days to re-let 

and void losses that some members will inevitably experience higher figures 

given the nature of their client group and/or areas of operation. 

 

5.1.6 Similarly, some members operate a common housing register and/or choice-

based lettings and this can lead to increases in re-let times.  
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6. Rent Arrears 
 

6.1 Gross rent arrears – all current tenant and former tenant amounts 

(Charter Indicator 27) 

 

6.1.1 Figure 6.1 on the next page shows total gross rent arrears reported by the 

group at 31 March 2024 plus details of the previous four years in order to 

show trends.  The following is noted: 

 

◼ The Association’s total gross rent arrears equated to 1.13% of its rental 

income  

◼ Its rank in the QEF group is 3rd (1st having the lowest gross rent arrears) 

◼ The QEF average is 2.73% (last year it was 3.14%) 

◼ The Scottish median is 4.56% 

◼ Gross arrears of 1.13% places the Association in the top of the Scottish 

performance group which covers 0% to 3.39% 

 

6.1.2 Yet again, the QEF average is better than the Scottish median. 
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8. Complaints 
 

8.1 This section contains information on the number of customer complaints 

received in 2024-25 and the number responded to in full within SPSO 

timescales.  The information is further divided into Stage 1 and Stage 2 

complaints.  There is no longer a requirement to report on the number upheld 

within the ARC. 

 

8.2 Complaints received & responded to 

 (Charter Indicators 3 and 4) 

 

8.2.1 Figures 8.1 shows the average number of Stage 1 and Stage 2 complaints 

received per 100 units of ownership. 

 

Knowes received: 

 

• Stage 1 – 2.27 complaints (group average 5.11) and 

• Stage 2 – 0.66 complaints (group average 0.67) 

 

per 100 units. 

 

 

8.2.2 Figure 8.2 shows the actual number of complaints received for Stage 1 and 

Stage 2 complaints, broken down into: 

 

• Number of complaints received in reporting year 

• Number of complaints carried over from previous year 

• Number of complaints responded to in full 

• Percentage responded to in full 

• Average number days to respond in full 
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Appendix 1 – list of tables 
 

1. Number of properties in ownership and factored units 

2. Average rent increases 

3. Satisfaction with the overall service 

4. How good the landlord is at keeping tenants informed of its services and 
decisions 

5. Satisfaction with the opportunities to participate in the decision making 
process 

6. (Existing) tenants satisfied with the quality of their home 

7. Tenants satisfied with the reactive repairs service in the last twelve months 

8. Tenants satisfied with the management of the neighbourhood in which they 
live 

9. Percentage of tenants who feel their rent represents value for money 

10. Percentage of factored owners satisfied with the overall service 

11. Proportion of stock meeting the SHQS 

12. Time to complete emergencies, non-emergencies and percentage right first time 

13. Average number of repairs per unit  

14. Proportion of properties with valid gas certifiates  

15. Proportion of ASB cases resolved by 31 March 2025 

16. Number of anti-social cases reported per 100 units  

17. Percentage void losses and days to re-let  

18. Rent collected as a proportion of rent due 

19. Gross arrears  

20. Former tenant arrears amounts and proportion written off  

21. Former tenant arrears per unit and amount written off  

22. Proportion of lets by source 

23. Overall tenancy sustainment  

24. Tenancy sustainment by source 

25. Complaints received per 100 units  

26. Complaints made, responded to (Stage 1) 

27. Complaints made, responded to (Stage 2) 

28. Legal actions and recoveries  

29. Notices and evictions per 100 units  

30. Abandonments per 100 units  

31. Overall staff turnover  

32. Percentage of Days Lost to Sickness  
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