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Our Annual Report on the Charter gives our customers information on our performance in key areas of 
work and lets you know how we are doing in meeting the standards of the Scottish Social Housing 
Charter. 
 
The report details our performance over 12 months from April 2019 to March 2020 and how we 
compared to the average of all Scottish social landlords during that same period in 2019/20. 

We've also included our previous results so you can easily see how we're doing. 

In the charts provided we've used a tick to show an improvement on our performance against last year, a 
cross to show a decline on last year and a dash which indicates similar performance to the year before. 
The Scottish averages are shown for comparison against our performance.

Introduction

Customer Satisfaction

Survey Results
2017/18 2018/19

2019/2

0

How We

Compared To

The Previous

Year

Scottish

Average

2019/20

Percentage of tenants surveyed

who were satisfied with the overall

services we provided

87.7% 83.75% 89.53% 88.19%

Percentage of tenants surveyed

who feel we are good at keeping

them informed about our services

87.5% 84.12% 90.95% 91.98%

Percentage of tenants surveyed

who were satisfied with the

opportunities to participate

82.4% 55.64% 80.23% 87.21%

Percentage of tenants surveyed

who were satisfied with the quality

of their home

83.5% 77.69% 85.31% 87.15%

Percentage of tenants surveyed

who were satisfied with the way we

manage their neighbourhood

84.6% 71.3% 80.28% 87.40%

Overall Satisfaction

In the table below you can see the satisfaction levels across all indicators in the 2019/20 survey.

We are pleased that customers are reporting seeing improvements in services but we recognise that 
there is still room for us to do more. 

We encourage all customers to engage in completing surveys and providing feedback to help continually 
shape and improve the services that you receive.



We manage over 4,200 homes. In addition to carrying out emergency and non-emergency repairs, we 
conduct an extensive programme of upgrades and improvements to properties.

Planned maintenance works during 2019/20 included: 133 full kitchen replacements, 163 boiler 
replacements, window replacements to 155 properties, door replacements to 100 properties, 48 bathroom
replacements, 18 roof replacements, replacement stair vinyl to 14 blocks and cyclical painter work to 534 
properties.

Following each repair carried out by our in-house contractor or sub-contractor, we issue a satisfaction 
survey so we know how well we're doing. 

 

Repairs and Maintenance

2017/18 2018/19 2019/20
How We Compared

To The Previous Year

Scottish Average

2019/20

92.03% 91.97% 91.78% 91.33%

Percentage of tenants surveyed who were satis�ed with the repairs service

We received a high level of satisfaction for the reactive repairs service we provide. 

Our results are above the Scottish Average and we aim to improve our satisfaction scores by implementing 
several new measures to support this.
  

Average time taken to complete repairs

Repair

Category
2017/18 2018/19 2019/20

How We

Compared To

The Previous

Year

Scottish

Average

2019/20

Emergency 2.20 Hours 2.13 Hours 1.97 Hours 3.64 Hours

Non

Emergency
6.0 Days 6.55 Days 6.45 Days 6.43 Days

We have performed consistently well over the last few years on Emergency and Non-Emergency repairs with 
our average time to complete Emergency repairs better than the Scottish Average.
 
The majority of our properties pass the Energy Efficiency Standard for Social Housing (EESSH) but we also 
carried out energy efficiency work to a number of properties during the year. 



Access to Housing
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Re-Lets New Builds

During 2019/20 we provided housing for 642 households.

This included providing housing for 183 homeless households, an increase from 125 homeless 
households provided with housing in the previous year.

2017/18 2018/19 2019/20
How We Compared

To The Previous Year

Scottish Average

2019/20

93.6% 91.3% 100% 94.11%

Percentage of cases of antisocial behaviour we resolved within locally agreed targets

Neighbourhood and Community

In this indicator the Regulator's guidance on resolution means that the reasonable steps have been 
taken by us within the time limits agreed in our policy. 

We recognise that in some cases reasonable action does not result in a complaint being fully resolved to 
one or more party’s satisfaction.



2017/18 2018/19 2019/20
How We Compared

To The Previous Year

Scottish Average

2019/20

93.70% 94.71% 91.42% 89.14%

Percentage of new tenants who stayed with us over a year

Helping You Keep Your Tenancy

The number of new tenancies that have lasted for more than a year continues to be better than the 
Scottish Average. 
 
We have added additional resources to our Tenancy Support Services team so that we can provide 
support to tenants at critical times. The team includes our money advice officers, energy advisor and 
tenancy sustainment workers.

We are continuing to look for ways to improve services to provide better value for money and welcome 
your feedback. 

We saw a slight reduction in the percentage of rent collected during 2019/20 and a small increase in the 
time taken to re-let empty homes. Our performance in re-letting properties remains better than the 
Scottish Average.

Value For Money

2017/18 2018/19 2019/20

How We

Compared To The

Previous Year

Scottish

Average

2019/20

Percentage of tenants who

thought their rent was good

value for money

85.5% 71.65% 77.67% 83.56%

Percentage of rent collected 99.50% 99.01% 98.71% 99.30%

Rent money lost due to

homes being empty
0.60% 0.49% 0.62% 0.92%

Average time taken to re-let

properties

28.50

Days

25

Days

27.32

Days

31.80

Days

Rent collection and time to re-let empty homes



Participation

2019/20 saw the first of our new Roadshow series, with staff from all our customer service teams coming 
out to meet customers at events in 13 of our housing developments to discuss issues, provide support 
and promote services. 

We held 2 successful Tenant Gatherings. In the summer we met with tenants near Perth and in the 
winter we met with tenants in Kirkcaldy. 

2019/20 saw the successful launch of our Facebook consultation group which contributed directly to the 
Rent Review consultation. 

In December, we celebrated a double win at the TPAS Excellence awards recognising the efforts of 
Kingdom and our tenants in developing tenant participation activities.

Annual Rent Increase 2017/18 2018/19 2019/20

Kingdom Housing Association 2.50% 2.50% 2.25%

Scottish Average 3.21% 2.97% 2.49%

We continually work to keep rents affordable for customers and to deliver additional value for money for 
the rent that you pay. 

Following extensive consultation with customers in 2019, including our first virtual consultation exercise 
through our Facebook group, it was agreed that rents would be increased by 2.25% from 1st April 2020, 
and also that rents would increase by a further 2.25% from 1st April 2021. 

Customers told us that by agreeing to any rent changes for a two year period rather than year by year 
would be helpful to assist in financial planning and budgeting. 

By comparison, the average rent increase for social housing in Scotland this year was 2.49%.

Communication

In 2019/20 we saw an increasing number of customers using My Kingdom.

My Kingdom is a fast, easy and convenient way for you to manage your account and contact us.

Available 24 hours a day, 365 days a year, with simple access to a range of services, My Kingdom is an 
online service that allows you to access information about your tenancy.

With My Kingdom you can report a repair, check your rent account, print off rent statements, report a 
complaint, message us, update your personal information, request permissions or give us feedback on 
our services. 

If you have not already done so, you can register by visiting our website www.kingdomhousing.org.uk or 
by asking a staff member to sign you up. We will continue to improve our online service and we would 
welcome any feedback on things you would like to be able to do online. 

http://www.kingdomhousing.org.uk/


How Each £1 Of Rent Is Spent

Management Costs - 27p. This includes sta�ng costs, costs of managing and
maintaining business premises and equipment and business administration costs.

Repairs - 18p. This includes routine, urgent and emergency repairs.

Future Planning - 37p. Funds for supporting new property development and
planned maintenance for existing properties including new windows, doors,
bathrooms and kitchens.

Services - 3p. This includes services provided to communal areas such as
landscaping, lighting and cleaning services.

Interest on loans to build houses - 15p. 

27p18p

37p 15p

3p


