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Homes for Life 
Annual Customer Performance Report 2019 

 
 
 
 

This has been Homes for Life’s 21st year, but my first as 
Chair. It’s been a busy one: 
Planned Maintenance  
o We completed an extensive planned maintenance program which included - the last 84 installs in our 

programme to ensure all our homes have showers; replacing kitchen and boilers; upgrading fire detection 
systems. We continued to make progress on meeting the current Energy Efficiency Standard for Social Housing 
by end Dec 2020. 86.3% of our homes now meet this standard.   

Tenant Consultations  
o We consulted tenants on changes brought in by the Housing (Scotland) Act 2014 - including a comprehensive 

review of our Allocations policy.  We also changed Homehunt partner from Sep 2018 to Castle Rock Edinvar HA  
o We consulted tenants on rents. Our average increase since the banking crisis is significantly lower than other 

Registered Social Landlords operating within East Lothian, and our rents are well within the range charged for 
equivalent properties here.  

o We completed a comprehensive Tenant Satisfaction Survey in Nov 2018, securing responses from over 50% of 
tenants, with 94 % expressing satisfaction with our overall service.  

Service and Policy Reviews 
o In Nov 2018, we reviewed and extended our repairs and maintenance partnership with Novus through to May 

2020.  Servicing our limited stock over a wide area presents challenges for our contractors, who work with us to 
review and improve their service.   

o We reviewed a range of Customer Service, Health & Safety, IT, Finance and Governance policies- helping to 
ensure improved governance, financial management, compliance and ultimately performance. 

o We implemented the General Data Protection Regulation in May 2018 and are preparing for extension of the 
Freedom of Information legislative requirements to Scottish Registered Social Landlords in Nov 2019.  

o We continued our annual programme of appraisals for directors, to ensure they get the necessary support and 
training as well as identifying priority skills for recruitment of additional directors.  

Our Future 
o Over the year, we comprehensively reviewed our longer-term financial projections and prepared a Business Plan 

for the three-year period Apr 2019- Mar 2022. This demonstrates our continued viability, as well as clarifying 
aims, objectives, priorities and risk assessments. 

o In Feb 2019, the Scottish Housing Regulator published its new Regulatory Framework and its first Engagement 
Plans for landlords. From us, the regulator sought further assurance on our financial health. We provided the 
requested detail including our revised Business Plan, Financial Projections and Risk Assessments. We are 
confident this will give the regulator the necessary assurance.  

o A significant new requirement under the new Regulatory Framework is for landlords to 
submit an annual Assurance Statement. We already get assurance from internal and 
external audit as well as ongoing performance review. We are working towards 
submission of our first Assurance Statement in Oct 2019. 

Alan Brown (Chair)  
Customer Focused✓  Tenant led✓  Locally based✓  Affordable Rents✓ 

 

Celebrating 21 years of effective partnership  
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At a Glance…… 
We are a small housing association based in East Lothian with 6 members of office 
based staff. Our affordable rent or ownership stock is made up as below. 
 Own build  Ex ELC stock Leased to ELC Shared Equity 
 Affordable Rent Affordable Rent Temporary homeless Accom Affordable Ownership 
TOTALS 252 27 25 12 

 
We also lease a unit  to Aberlour Childcare Trust (Respite Care for Children with Learning Difficulties). 
 

Size of (self 
contained) 
homes 

Number 
owned 

Homes for Life 
Average Weekly 

Rent 

Local RSL (ex ELC) 
Average Weekly 

Rent 

Scottish RSL 
Average 

Weekly Rent 
1 bed/2 apt 112 76.77 84.27 76.10 
2 bed/3 apt 116 87.44 94.93 77.70 
3 bed/4apt 46 93.24 104.47 84.44 

 

Board of Directors 
Homes for Life is run by a voluntary Board of Directors supported by 2 committees – one for Audit and Risk and 
a statutory Health & Safety Committee. Average attendance across the 9 meetings in the year was 74.4%. At the 
year end the Board comprised 7 Tenant Directors, 2 Ordinary (Community) Directors, and 1 Specialist Co-Opted 
Directors. Average length of service was just over 8 years. 

Name Designation Years on Board at Year End 
Alan Brown (Chair) Tenant (Innerwick) 8 
Jamila Greig (Vice) Tenant (Cockenzie) 11 
Gordon Leitch Tenant (Gladsmuir) 16 
Carol Widdowson Tenant (Gullane) 3 
Olga Krasteva Tenant (Cockenzie) 0.5 
Donna Wight  Tenant (Ormiston) 0.5 
Luke Bullock Tenant (North Berwick) 0.5 
David Rose  Community  21 
Graeme MacGregor Community 9 
Brenda Tonner (Chair of Audit & 
Risk) 

Specialist Co-option  11 

 
The Company is in good financial 
health with an audited net surplus 
for the year of £0.357m. 
 

Housing assets, net of depreciation, 
were valued at £12.012m.  
 

Accumulated reserves at the end of 
March were £3.829m including 
£2.180m cash at bank/deposits.  
Healthy reserves are needed for 
future maintenance & 
improvements, as well as for 
contingency.  
A cash adjusted financial statement 
is included on page 10.  
 

How each pence in the £ is spent  

Paying 
Loans 

(capital & 
interest)

Running the 
organization

Repairs and 
improvements 

(capital & 
revenue)

Transferred 
to (or from) 

Reserves 
(Cash 

Adjusted)
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Social Charter Outcomes - against which performance is assessed 

Please refer back to this page as you go through the report! 
Social landlords perform all aspects of their housing services so that: 

Outcome 1 – Equalities   every tenant and other customer has their individual needs recognised, is 
treated fairly and with respect, and receives fair access to housing and 
housing services. 

Outcome 2 - 
Communication 

tenants and other customers find it easy to communicate with their 
landlord and get the information they need about their landlord, how and 
why it makes decisions and the services that the landlord provides. 

Outcome 3 - Participation  tenants and other customers find it easy to participate in and influence 
their landlord’s decisions at a level they feel comfortable with. 

Outcome 4 - Quality of 
Housing 

 tenants’ homes, as a minimum, meet the Scottish Housing Quality 
Standard (SHQS) by April 2015, and continue to meet it thereafter, and 
when they are allocated, are always clean, tidy and in a good state of 
repair. 

Outcome 5 - Repairs, 
maintenance and 
improvements 

tenants’ homes are well maintained; with repairs and improvements 
carried out when required, and tenants are given reasonable choices about 
when work is done. 

Outcome 6 - Estate 
Management, anti-social 
behaviour, neighbour 
nuisance and tenancy 
disputes 

tenants and other customers live in well maintained neighbourhoods where 
they feel safe. 

Outcomes 7, 8, and 9 - 
Housing options 

people looking for housing get information that helps them make informed 
choices and decisions about the range of housing options available to 
them. Tenants and people on housing lists can review their housing 
options. Social landlords ensure that:  people at risk of losing their homes 
get advice on preventing homelessness. 

Outcome 10 - Access to 
social housing 

people looking for housing find it easy to apply for the widest choice of 
social housing available and get the information they need on how the 
landlord allocates homes and their prospects of being housed. 

Outcome 11 - Tenancy 
sustainment 

tenants get the information they need on how to obtain support to remain 
in their home; and ensure suitable support is available, including services 
provided directly by the landlord and by other organisations. 

Outcome 12 - 
homelessness 

Only relates to Local Authorities. 

Outcome 13 - Value for 
money 

tenants, owners and other customers receive services that provide 
continually improving value for the rent and other charges they pay. 

Outcomes 14 and 15 - 
Rents & Service Charges 

set rents and service charges in consultation with their tenants and other 
customers so that: 
-  a balance is struck between level of service provided, the costs of the 
services, and how far current and prospective tenants and service users can 
afford them. 
- tenants get clear information on how rents and other money is spent, 
including any details of individual items of expenditure above thresholds 
agreed between landlords and tenants. 

Outcome 16 - 
Gypsies/Travellers 

Only relates to Local Authorities. 

The report does not cover Outcomes 12 and 16 as they only relate to Local Authorities  



4

ANNUAL CUSTOMER REPORT 

  

The Report provides a comparison between Homes for Life’s performance and other 
landlords to put the information in context. We have benchmarked our performance 
within a peer group of 15 smaller associations with under 600 units from Scottish 
Housing Network, as well as against the average for all Scottish associations taken from 
the Scottish Housing Regulator’s 2019 ARC return. It also includes performance against 
previous years to enable customers to identify where there’s been an improvement or a 
decline in service. 

Outcome 1:  EQUALITIES (see page 3 for description) 
Ethnicity 
During 2018/19  - None of the 10  vacancies were allocated to non “White Scottish” 
applicants. Overall  14.2% of our tenants are not “White Scottish”.  The proportion of 
the population in East Lothian who are not “White Scottish” is 1.7%. (2016 ELP East Lothian 

by numbers)  
 

Disability 
26.0 % of all our tenants 
regard themselves as 
having a disability, almost 
double the 12.4% of last 
year.  10% of Allocations 
went to applicants 
classifying themselves as 
having a disability – up 
from 8.3%  last year.   

 
None of the complaints received during 2018-19  related to Equalities issues. 

Outcomes 2 & 3: Communication & Participation (see page 3 for 
description) 

 

 

 

No tenants expressed 
dissatisfaction with 
opportunities given to 
participate, however 18 opted 
for Neither/Nor.  

From tenant feedback it is 
evident this reflects a lack of 
concern rather than 
dissatisfaction. 

19% 22%
28%

20%

11%

20%

40%

30%

10% 0%8%

26%

37%

23%

6%

16-29 YRS 30-44 YRS 45-59 YRS 60-74 YRS 75+ YRS

Age profiles - East Lothian, Homes 
for Life tenants and Allocations

East Lothian HfL allocations HfL Tenants

86.5

91.791.8

96.4

89.1
92.2

87.2

98.6

% Satisfied with opportunities to
participate

% Satisfied with keeping tenants
informed

Communication and 
Participation 

Scottish average Peer Group

Homes for Life 2017-18 Homes for Life 2018 -19
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Outcome 4: Quality of House (see page 3 for description) 
98.3% of Homes for Life homes met the Scottish Housing Quality Standard against 
96.4% for our peers and 94.18% for the Scottish average.  

Indicator 9  This year 100% of new tenants were happy with the standard of their 
home when moving in.  This is above both our peers at 95.3% and the Scottish average 
of  90.3%.  
100% of new HfL tenants were happy with the quality of their home. At the last full 
survey 87.9 % of tenants were satisfied with the quality of their home which is below 
our peers of 90.8%  but on a par with the Scottish average of  88.1%.  

   

Planned Maintenance 
During 2018 -2019 we completed £250,000 worth of planned maintenance work. This 
included: 
• Kitchen and Gas Boiler replacements- 11 homes at Roodlands Court, Haddington;  
• 1st time Shower Installs – 84 homes at Walden Terr/Place, Gifford; Forth Street, North 

Berwick; Barga Court, Cockenzie: Old Course Gate, Musselburgh and Market Street, 
Haddington. This completed our shower install program. 
All HfL homes have now been offered showers.  

•   Periodic Electrical Safety Testing, remedials, servicing of 
electric heating and upgrading of Fire Protection Systems* 
(where required)- 137 homes at Longstone Ave, East Linton; 
Hare’s Close, Cockenzie; Bankfoot, Prestonpans; Kennedy 
Court, Davidson  Terrace/Place, Market Street and Roodlands 
Court, Haddington; Goldenstones Ave, Dunbar; Limeylands 
Crt, Ormiston; Prestonkirk/Smiddy Wynd, East Linton; and 
MacFarlane Crt, Elphinstone. 
 
During the current financial year 2019-2020,  
We plan to complete a significantly larger programme of 
planned  maintenance work. This includes:  
• Kitchen & Boiler Replacements- 13 homes at St Andrew Street and Forth Street North Berwick 
• Periodic Electrical Safety Testing, remedials, servicing of electric heating and upgrading of Fire 

Protection Systems*(where required)- 105 homes at St Andrew & Forth Streets, North 
Berwick; Muirfield Gardens & Drive, Gullane; Walden Place and Terrace, Gifford; Old Course 
Gate, Musselburgh;  

• External Painterwork- 304 homes in all our developments.  
• Upgrading or replacement of heating – balance of any outstanding works required to meet 

Energy Efficiency Standard for Social Housing. 
 *A new legal standard for Fire Detection Systems will apply from Feb 2021. All HfL homes will 
meet this standard by March 2020 
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Outcome 5: Repairs, Maintenance and Improvement (see page 
3 for description) 

 

Emergency repairs  
were completed on 
average within 2.1 
hrs, slightly longer 
than last year but  
on par with HfL’s 
peer group at 
2.1hrs and quicker 
than the Scottish 
average of 3.7 hrs. 

Non-emergency 
repairs were 
completed on 
average in 7.1 days,  
well within the 
target of 10 
working days.  

Homes for Life tenant satisfaction with their repairs service has dropped 
significantly from 92.1% last year to 84.8%. This is  well  below the peer average of 
95.8% and the Scottish RSL average of 92.1%.  

 

 

Jobs 
completed 
Right First 
Time are 
slightly down 
from 86.6% 
last year to 
84.9%, and still 
lower than 
both Peers and 
the Scottish 
Average of 
94.1%. 

 

 

3.7

6.6

2.1

4.0

1.9

5.2

2.1

7.1

Average no. of Hours taken to
complete emergency repairs

Average  number of Days taken to
complete non-emergency repairs

Repairs Response Times 

Scottish Avg Peer Group Homes for Life 2017-18 Homes for Life 2018 -19

91.7

92.5

95.6

95.8

94.1

97.1

92.1

86.6

97.1

84.8

84.9

85.1

78.0 80.0 82.0 84.0 86.0 88.0 90.0 92.0 94.0 96.0 98.0100.0

%  Overall Satisfaction with repairs service

% Reactive repairs Right First Time

% Repairs appointments kept

Repairs Performance

Homes for Life 2018- 19 Homes for Life 2017-18 Peer Group Scottish average
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Outcome 6: Estate Management, Anti-Social Behaviour,   
Tenancy Disputes  (see page 3 for description) 

 

No 2nd s tage or Equali  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

No 2nd stage or 
Equalities 
complaints 
were received 
during 2018 - 
2019ties  complaints  were received duri ng 2018 - 201 9  

We work in partnership with East Lothian Council, Police Scotland and other local 
agencies to prevent and tackle anti social behaviour.  

13.5 cases of Anti-
Social behaviour 
were reported per 
100 properties 
during the year, 
compared to 5.9 
cases per 100 
properties for our 
peer group and a 
Scottish average of 
7.5. We record and 
monitor all reported 
cases.                                   

 

Homes for Life tenants satisfaction with how their neighbourhood is managed is 
86.4%, In line with the Scottish average of 87.7% The peer average was 92.7% 

  

86.9

55.6

87.9

95.3

58.4

95.9

94.1

76.5

93.9

92.3

69.2

94.6

0.0 20.0 40.0 60.0 80.0 100.0 120.0

1st stage complaints responded to in
full within SPSO timescales

All 1st stage complaints Upheld

Anti - Social Behaviour resolved
within local timescales

Complaints and Tenancy Disputes

Homes for Life 2018- 19 Homes for Life 2017-18 Peer Group Scottish average

93.6 87.893.1 92.7
83.3 88.3

100.0
86.4

% Tenancies Sustained % Satisfied with management of their
neighbourhood

Estate Management

Scottish average Peer Group

Homes for Life 2017-18 Homes for Life 2018- 19
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Outcomes 7, 8, 9: Housing Options ; Outcome 10: Access to 
Social Housing;  Outcome 11:  Tenancy Sustainment   
We provide affordable rented or ownership homes in 19 areas throughout East Lothian. 
Allocation of our homes is through choice based Homehunt as part of a common housing register 
for local landlords. Shared Equity homes are advertised in the local press when available.   

Area Nos. of 
allocations 

1 bed 
flat 

2 bed 
flat  

3  bed 
House 

Average nos. of 
applicants per 
property 

 
An average of  87 
people applied for 
each vacancy, with 
homes in the West 
of the region 
remaining most 
popular. 

Totals 10 5 4 1 87 

Cockenzie 1 - 1 - 175 

Gullane 5 3 2 - 88 

Gifford 2 1 - 1 75 

North Berwick 1 - 1 - 71 

East Linton 1 1 - - 51 

 
 
The majority of advertised 
allocations went to 1 bedroom 
flats and again Cockenzie was our 
most popular area. We advise 
tenants who are looking for larger 
properties or houses that a 
Mutual Exchange with another 
social landlord is very often a 
much quicker solution.   We 
always look at our own tenants 
needs before we advertise but 
were only able to accommodate 2 
transfers this year. We subscribe 
to the joint mutual exchange list 
with East Lothian Council and East 
Lothian HA called East Lothian X-
Changes. 
 

 

no priority
23%

Priority 
Homeless

38%

Transfer
23%

ELC 
Nomination

8%

Silver 
condition of 

property
8%

ALLOCATIONS AND PRIORITY 
PASSES 

Turnover remained low.  We advertised  10 vacancies through Homehunt,  of these 6 
were allocated to priority homeless pass holders. We arranged  3 internal transfers 
and 6 mutual exchanges. This is half the number of vacancies advertised last year. 
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Indicator 35: Average length of time taken to re-let properties in the last 
year” and “Indicator 34: Percentage of rent lost through properties being 
empty in the last year”. 

 

 
 

Homes for Life rent loss through  
properties being empty dropped from 
0.4% to 0.14 % this year with a 
Scottish average of 0.9% . This is 
partially due to letting properties 
more quickly but also due to the very 
low turn over last year. 
 
 
 
We carried out 1 eviction during 2018-
19. Evictions are a last resort after we 
have exhausted all other avenues of 
trying to help tenant’s stay in their 
home. These aren’t a Charter 
outcome but are reported to the 
regulator under Context 12 of the ARC 
submission. 
 
 
 
 
 
 
Both arrears  of rent and incidents of 
anti-social behaviour continue to be 
low amongst Homes for Life tenants. 
The introduction of Universal Credit 
continues to have an impact on 
arrears.  68 of tenants have made 
Universal Credit claims, with many 
experiencing difficulties and delays in 
payments. We work in partnership 
with many agencies to mitigate this 
and to help tenants sustain their 
tenancies.  Thank-you to our tenants 
and partner agencies. 

 

 
 

 
 

  

31.9

7.3

20.1

12.5

Average number of days to 
relet properties

Scottish average Peer Group

Homes for Life 2017-18 Homes for Life 2018-19

0.9

0.1

0.4

0.1

Rent Lost through empty 
properties

Scottish average Peer Group

Homes for Life 2017-18 Homes for Life 2018-19
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Outcome 13,14 & 15: Value for Money / Rents and Service 
Charges (see page 3 for description)  

Our average rents are now lower than other Housing Associations operating locally 
and we do not charge separate Service Charges. This is as a result of pursuing a 
conscious policy to implement only the lowest rent increases necessary for prudent 
management since the recession. 
 

Local rent comparisons general needs                    Weekly Rents for 2017/18  
  
 

1 bedroom 2 bedroom 3 bedroom 
Average Average Average 

Homes for Life 76.77 87.44 93.24 
East Lothian HA 82.85 93.31 102.72 
Castle Rock 80.37 92.16 103.47 
Dunedin Canmore 89.59 99.32 107.21 
Scottish Average 76.10 77.70 84.44 

                                                                                                                                                         Source: SHR – ARC results 2018/19   

We continue to offer tenants excellent value for money 
for rent. Our rent increases have generally been lower 
than other registered social landlords operating in East 
Lothian and the average for our peer group.   
 
We consult all our tenants each year on proposed 
increases and provide comprehensive information on 
how rent money is spent.  
 

Satisfaction that rent provides value for money 
Year 2013/14 2014/15 2015/2016 2016/17 2017/18 2018/19 SHR  

Scottish  
HfL  Rent Increase 2.5% 2% 1% 2% 3% 3% RSL 

Average 
Average Local RSL  
increase 

3.6% 2.7% 2.2% 3.3% 3.7% 3.7% 3.0% 

% HfL Tenants 
satisfied rent 
provides Value for 
Money 

75.4% 79.6% 87.2% 80.5 80.5 84.4% 83.2% 

The success of our rent policy has been reflected in continuously increased tenant 
satisfaction that rent provides value for money. We now have the lowest rent increases 
and lowest rents amongst housing associations in East Lothian. We can’t restrict our 
rent increases any more but hope to increase satisfaction further by reviewing and 
improving services.  

 

Want to know more? For full performance data for Homes for Life and the 
other registered social landlords in Scotland please visit the Scottish 
Housing Regulator’s website at www.scottishhousingregulator.gov.uk 
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Finance                                  
Audited Financial Statements for 2018/19. 
Full copies are available from our Office. The summary below takes account of both capital and 
revenue costs- to show what makes up each £ of income and expenditure. We have again 
performed better than projected budget surplus, cumulative Cash/ Deposits and overall 
Reserves.   

Income Summary  2018/19 2017/18 
 £ Pence in £ Pence in £ 
    

Housing Rents (net of voids) 1,371,459 98.8 98.6 
Commercial Rents  - - - 
Factoring Income 489 0.0 0.1 
Other income 5,647 0.4 0.4 
Interest earned (investments) 10,613 0.8 0.9 
Total Income 1,388,208 100.0 100 

 

Expenditure (Cash Adjusted) 2018/19 2017/18 
 £ Pence in £ Pence in £ 
    

Paying Loans (capital & interest) 390,281 28.1 29.5 
Running the organization 512,245 36.9 40.4 
Repairs and improvements (capital & revenue) 462,146 33.3 48.5 
Transferred to (or from) Reserves (Cash Adjusted) 23,536 1.7 -18.4 
Commercial Property Costs  - - - 
Factoring Costs - - - 
Total Expenditure 1,388,208 100.0 100 

 
Financial Position (previously Balance Sheet) 2018/19 
 At 31st March 2018 

 £ 
Movement in Year  

£ 
   

Housing (Net of depreciation) 12,012,231 -227,359 
Other Fixed Assets (Including offices)  67,157 -5,628 
Investments (from founder members) 2 - 
Debtors- cash due 73,855 -14,447 
Cash and Deposits  2,180,120 203,617 
Liabilities due within 1 year (includes Loans) -613,787 -128,576 
Liabilities due after 1 year (Loans) -1,080,868 313,450 
Deferred Capital Grants (Net of depreciation) -8,578,922 256,220 
Pension Liabilities -231,000 -96,000 
Net Assets 3,828,788 301,277 
Reserves   
General 3,306,788 378,677 
Pension -231,000 -96,000 
Maintenance (to cover next 3 years plans) 753,000 18,600 
Total Reserves 3,828,788 301,277 

 
Loan Covenant Compliance- for 2018/19 
 Required Achieved 
Interest Cover 110% 448% 
Security Cover 105% 496% 
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Community Pride  
 

 

 
 

 

 
 

 
 

Homes for Life, 57 Market Street,  Haddington,  East Lothian    EH41 3JG           Registered Social Landlord No.311 
Registered Charity No.S  C028542             Company Limited by Guarantee            Company Registration No. 188299        Property Factor Reg No. PF0000219 

Quality homes & services ✓   Satisfied Tenants✓ Safe neighbourhoods✓ 
 

 

Good
63%

Fair
33%

Poor
4%

Rate My Estate 2019


