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2018/19 was another successful year for HCBS, with congratulations going to our Tenant 
Participation Team and the members of the Editorial Panel for their achievement in 
being awarded the Tenant Information Service’s Danny Mullen Scrutiny Excellence 
Award.  The winning of this award provides recognition of the hard work and dedication 
shown in editing, proof reading and approving publications intended for West Lothian 
Council tenants.

Landlord Report 2019
Welcome to West Lothian Council’s latest 
edition of our Landlord Report.  This covers 
the performance for Housing, Customer 
and Building Services (HCBS) during the 
period 1st April 2018 to 31st March 2019; 
referred to throughout this report as the 
‘Reporting Year’.
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The Scottish Social Housing Charter (The Charter) was a requirement of the Housing (Scotland) Act 2010, and sets 
out standards and outcomes which social landlords should aim to achieve when performing housing activities.  

The Charter came into effect on 1 April 2012 and was reviewed during 2016.  The Charter applies to all local 
authorities and social landlords in Scotland, with each landlord being required to submit an annual return on their 
performance to the Scottish Housing Regulator (an independent regulatory authority) who monitors progress 
against these standards; this is known as the Annual Return on the Charter (ARC).  

Background

The Customer 
Landlord 

Relationship
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Support

Getting Good 
Value from Rents 

and Service 
Charges

Other 
Customers

Standard 6 applies only to those that are 
responsible for managing sites for gypsies/
travellers.  As we do not currently have any  
sites, this standard does not apply to West 
Lothian Council.

Under each standard there is a 
clear statement of what tenants 
and service users can expect 
from their landlord.  In total there 
are 69 Performance Indicators 
underpinning the six standards.  
The council is required to report 
performance against each of these 
indicators to The Scottish Housing 

Regulator by the 31st May each year, 
and must publish a Landlord Report 
to tenants by the 31st October each 
year.  Information in this report 
shows how well the council has 
performed against each of the 
standards that apply to them as a 
Landlord.  
 

This report has been produced in 
association with the members of the 
Tenant Participation Development 
Working Group and Tenants’ 
Editorial Panel, to ensure the 
information is clear and of interest to 
tenants and service users.  

If you would like to compare the council’s performance with up to four other social landlords in Scotland, you can 
do so at: https://www.scottishhousingregulator.gov.uk/landlord-performance

Within The Charter there 
are six standards:
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Landlord Information

Council housing in West Lothian is managed 
by Housing, Customer and Building Services 
(HCBS).  

The service is managed by a Head of Service, 
supported by a Senior Management Team; 
responsible for the following areas of service:

  Building Services

  Customer and Community Services

  Housing Need

  Housing Operations

  Housing, Strategy and Development

  Performance and Change

The council’s aim is to offer an effective 
service; managing, maintaining and improving 
homes, whilst delivering an excellent  
value for money service.

To continue providing quality homes 
for rent, Housing, Customer and 

Building Services employs 

around 800 officers

Our housing stock

1 bed
No. for rent

Houses 
967

Tenement
568

4 in a block
798
Other
128
Total

2,461

2 bed
No. for rent

Houses
3,161

Tenement
645

4 in a block
2,260

Other
376

Total
6,442

Bedsit
Tenement

13
Other

2

Total
15

Average 
weekly rent
£62.44

Average 
weekly rent
£67.26

Average 
weekly rent
£71.26

Average 
weekly rent
£75.68

Average 
weekly rent
£80.90

3 bed
No. for rent

Houses
 3,085
Tenement

168
4 in a block

534
Other
296

Total
4,083

4+ bed
No. for rent

Houses
 507

Tenement
4

4 in a block
89

Other
6

Total
606

In the reporting year, the weekly rent was increased by 3%; 
as agreed by tenants as part of the five year rent consultation 
carried out in 2017.  
As at 31 March 2019, the council had 13,607 homes for rent; 
an increase in our housing stock of 434 homes from 2017/18. 
Here we show the size and average weekly  
rent for our housing stock:

Total number of houses for rent 13,607
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Performance against the ARC for 2018/19

very or fairly 
satisfied

neither satisfied 
or dissatisfied

fairly or very 
dissatisfied

Tenant Satisfaction
In 2017 a total of 1,785 responses were received to our tenant satisfaction survey. 
The survey is sent out to all our tenancies every two years; you will soon receive 
your 2019 survey through the post. If you prefer you can also complete it online at:  
www.esurveycreator.co.uk/s/2019tenantsatisfactionsurvey

Here we show how satisfied tenants are:

• every tenant and customer has their individual needs recognised, is 
treated fairly and with respect, and receives fair access to housing and 
housing services.

• 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 it provides.

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

Standard 1 
The Customer Landlord Relationship

83.1% 7.2%9.7%

84.2% 8.7%7.1%

65.4% 8.6%26.0%

How do tenants feel HCBS keeps them informed about 
Landlord services? Of the 1,784 responses received, tenants 
reported satisfaction levels as:  

Q. How satisfied are tenants with the overall service 
provided by HCBS?  Of the 1,774 responses received, tenants 
reported satisfaction levels as: 

Q. How satisfied are tenants with opportunities to 
participate in their Landlord’s decision making process?
Of the 1,773 responses received, tenants reported 
satisfaction levels as:  

1,483 173 128

1,500 119 155

1,159 461 153

Scan with a QR Code reader on 
your smartphone to complete 

the sruvey online

Ann Marie Carr, Head of Service said: 
I would like to thank everyone who took the time 

to return their surveys in 2017; this information really 
helps us to see where we need to improve services.  
However, we need your help again!  The 2019 survey is 
being sent out, and I would ask that you take a few 
minutes to complete this for us.  We do value your 
views and opinions, which help us change and 
improve services to meet the needs of our tenants 

How satisfied are you?
Throughout this report, we provide information from 
the survey showing how tenants feel HCBS performed 
against certain charter indicators. We also show the 
number of tenants who responded to each question.  
These are shown as icons which represent:
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Scottish Housing Quality 
Standard (SHQS)

The Scottish Housing Quality Standard 
was introduced by the Scottish 
Government in February 2004.  Out of 
13,677 properties, 29 have failed this 
year because of one or two elements requiring renewal, 
which will be repaired in 2019/20, with the exception of 
one property, which is planned to be repaired in 2020/21.

Standard 2 
Housing quality and maintenance
• tenants’ homes, as a minimum, meet the 

Scottish Housing Quality Standard (SHQS) 
when they are allocated; are always clean, tidy 
and in a good state of repair, and also meet the 
energy efficiency standard for social housing 
(EESSH) by December 2020.

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

Repairs
In West Lothian, repairs to our housing 
stock are carried out by our own Building 
Services operatives. 
In 2018/19, they completed a grand 
total of 38,821 (emergency and non-
emergency) repairs.  

Appointments
In West Lothian we offer scheduled 
appointments for routine repairs so there 
is a choice of a morning or afternoon slots 
(anytime between 9:30am and 4:30pm).  In 
the reporting year we were able to attend 
99.6% of these.  

11,535
Routine repair
appointments

made

98.8%
of properties 
meet SHQS 

standard

of repairs 
completed ‘right 

first time’

94.8%
Energy Efficiency Standard 
for Social Housing (EESSH)
The EESSH aims to improve the energy 
efficiency of social housing in Scotland.  
The Scottish Government brought 
EESSH into force in March 2014; all 
social landlords will be expected to 
achieve this standard by 2020.

The EESSH sets a single minimum 
energy efficiency rating for landlords to achieve, meaning 
that tenants should benefit from a warmer home, which 
could mean lower fuel consumption, lower energy bills 
and fewer tenants in fuel poverty.  We are delighted 
to report excellent progress with 13,677 of our homes 
meeting  this standard.

  

78.1% 13.5%8.4% 

Q. How do tenants feel about the Quality of their Home? 
Of the 1,780 responses received, tenants reported 
satisfaction levels as: 

100%
of properties 

meet
EESSH  standard
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98.6% 0.8%0.6% 

Q. How satisfied are tenants with the repairs and 
maintenance service? 3,635 tenants who had repairs carried 
out in the reporting period, and completed a satisfaction 
survey, reported satisfaction levels as: 

3,586 21 28

1,390 149 241
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Book your repair online

Tenants have the option and flexibility to book routine repair appointments 
online.  This is a simple and straightforward process accessed through the 
council website www.westlothian.gov.uk/request-a-repair.  

If you don’t have access to the internet, you can still call 01506 280000 or call  
into your local CIS office.  

Emergency and Routine Repairs
Here we show performance information and the average cost of Category 1, 2 and 3 repairs:

2018/19 

22,619

6.56 hrs

£74.78

2016/17 

22,106

5.56 hrs

£65.41

2017/18 

23,829

5.89 hrs

£69.20

Category One - Emergency Repairs 

2018/19  

14,202*

7.85 days

£84.70

2016/17  

26,112

8.24 days

£89.86

2017/18

23,829

9.47 days

£87.36

Category Two - Urgent Repairs
Category Three - Non Urgent Repairs

Gas Servicing
We carry out an annual gas safety check 
and service to our homes with gas 
heating systems to ensure these are kept 
in good working order.

It is a legal requirement that these checks 
are carried out; failure to allow us into 
a property will result in our operatives 
having to force entry.

2017/18 

12,673

12,667

£45.38

Gas Servicing and Safety Check Performance

2016/17 

12,574

12,530

£43.82

2018/19 

13,228

13,224

£46.27

Attended 

99.6% of repair 
appointments 

made

99.97% 
of our properties had 

a gas safety check and 
certificate renewed by their 

anniversary dates.

*this figure is less than previous years as the repairs categories changed this year

total no. of 
repairs

average 
time to 

complete 

average 
cost of 
repair

no. of properties 
requiring gas 

safety certificate

no. of certificates 
renewed by 

anniversary date 

average cost of 
gas service
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Working Together

In West Lothian we work in partnership with tenants, 
customers, the police and other council services to 
manage our neighbourhoods.  

Standard 3 
Neighbourhood and Community
• Social landlords, working in partnership with 

other agencies, help to ensure that tenants 
and other customers live in well-maintained 
neighbourhoods where they feel safe

Antisocial Behaviour (ASB)

We record the number of antisocial behaviour complaints made to the council.  These can include neighbour 
complaints, vandalism, fly tipping, street drinking or problems with unoccupied houses.  Shown below is the 
number of cases reported and resolved.

2017/18
reported cases 

of antisocial 
behaviour 

342

reported cases 
resolved
297

cases resolved 
within locally 

agreed targets

273

2016/17 
reported cases 

of antisocial 
behaviour 

374

reported cases 
resolved
302

cases resolved 
within locally 

agreed targets

286

Antisocial Behaviour Performance One of the most important things you can 
do to improve safety in your community 
is to report antisocial behaviour.  With 
your help we can stop antisocial behaviour 
before it escalates into something more 
serious.  You can contact us by:

Tel:  the Customer Service Centre on 01506 
280000 or Police Scotland on 101  (Calls 
charged at a local rate).

To contact us visit  
www.westlothian.gov.uk/contactus

71.4% of cases reported were 
resolved within locally agreed targets in 

the reporting year.

2018/19 
reported cases 

of antisocial 
behaviour 

301

reported cases 
resolved
274

cases resolved 
within locally 

agreed targets

215

72.5% 12.3%15.2%

Q. How do tenants feel about the management of the 
neighbourhood they live in? Of the 1782 responses received, 
tenants reported satisfaction levels as: 

1,292 271 219
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• those 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.

• those at risk of losing their 
homes get advice on preventing 
homelessness.

• those 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.

• 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.

• homeless people get prompt and 
easy access to help and advice; 
are provided with suitable, good-
quality temporary or emergency 
accommodation when this is 
needed; and are offered continuing 
support to help them get and keep 
the home they are entitled to.

Standard 4 
Access to housing and support

Housing List Performance
The council allocates properties 
to people who have an active 
housing application.  Applications 
are assigned to a group and 
points are awarded based on 
applicants housing need.  Those 
with most points are given 
priority as per the full Allocations 
Policy which can be found at 
the council’s website www.
westlothian.gov.uk/apply-for-
a-council-house

The information shown provides 
details of how we managed our 
housing list in the reporting year.

2017/18 

2,683

3,116

8,824

1,794

846

2016/17 

2,992

1,829

9,517

2,414

1,417

Housing List Performance

2018/19 

3,600

2,111

8,271

2,699

1,376

applicants added 
to housing list 

total applications 
cancelled from 

the housing list

total applicants 
on the housing 

list

offers of  
housing refused

offers of  
housing made
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Letting our Houses

How we let our houses

2017/18 

169

142

605

125

14

2016/17 

163

178

544

137

6

Homelessness
The council provide a 24 hour practical support and assistance service for people who are homeless or potentially 
homeless.  Our homeless accommodation includes both emergency and temporary accommodation.  

Homelessness Performance

2017/18 
average time homeless 

applicants spent in 
temporary accommodation 

195 days

households staying in 
temporary accommodation

1,427
houses in West Lothian 

used for temporary 
accommodation

412
Number who contacted the 
council’s prevention service 

730

2016/17 
average time homeless 

applicants spent in 
temporary accommodation 

82 days

households staying in 
temporary accommodation

1,257
houses in West Lothian 

used for temporary 
accommodation

405
Number who contacted the 
council’s prevention service 

1,070

2018/19
average time homeless 

applicants spent in 
temporary accommodation 

244 days

households staying in 
temporary accommodation

1,973
houses in West Lothian 

used for temporary 
accommodation

424
Number who contacted the 
council’s prevention service

1,127

When a property becomes empty we do our best to re-let as quickly 
as possible; this maximises rental income and provides much needed 
accommodation for those on the housing list.  7.2% of our lettable 
housing stock became available for re-let in the reporting year.

Letting performance

2017/18

757

104

25.55  
days

2016/17 

731

86

30.57  
days

2018/19

933

95

37.52  
days

2018/19

371

232

737

134

5

83.2% 

Q. How do tenants feel 
about the quality of 
temporary or emergency 
accommodation offered?
Of the 215 responses 
received, tenants reported 
satisfaction levels as: 

1.9%

14.9%

9.6%6.4%84% 
Q. How do tenants feel about the standard of their 
home when moving in during the reporting year? 
Of the 667 responses received, tenants reported 
satisfaction levels as: 

properties that 
became vacant 

properties 
abandoned

average time 
taken to re-let 

properties

lets to existing 
tenants (transfers)

lets to 
housing list 

applicants

mutual 
exchanges

lets to other 
sources

lets to 
homeless 

applicants

560 43 64

179

20

16
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Medical Adaptations
At some stage in life, tenants may find their home is no longer suitable. This may be because the layout of the 
house is difficult due to illness, disability or if a tenant is elderly.

We can carry out alterations to a property (as approved by an Occupational Therapist), based on a tenant’s 
medical needs.  These adaptations are to help the tenant continue to live more independently in their own home.  
Adaptations can include grab rails, ramps or wet-floor showers.  The information below shows how well we 
performed:

Medical Adaptations Performance

2017/18 
medical adaptations 

completed  

682
time taken to complete 

approved applications for 
medical adaptations

16.51 days

2016/17 
medical adaptations 

completed  

812
time taken to complete 
approved applications 

for medical adaptations

18.72 days

2018/19 
medical adaptations 

completed  

552
time taken to complete 
approved applications 

for medical adaptations

13.71 days

97.0% of approved medical adaptations 
were completed in the reporting year
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Standard 5 
Getting good value from rents and service 
charges
• tenants, owners and other customers receive services that 

provide continually improving value for the rent and other 
charges they pay.

• a balance is struck between the level of services provided, 
the cost of the services, and how far current and 
prospective tenants and other customers can afford them.

• tenants get clear information on how rent and other 
money is spent, including any details of individual items of 
expenditure above thresholds agreed between landlords 
and tenants.

Paying rent

Rent money is used to fund the repair service, improvements 
to council homes and new-build projects. It is therefore very 
important that tenants pay their rent to ensure the council is 
able to deliver these vital services.

You can see how the rental income is being spent with over 
70 pence in every pound collected being spent on Repairs, 
Maintenance and Planned Investment work on tenants’ 
homes.

44p
planned 

investment

29p
repairs & 

maintenance

10p
employee 

costs

7p
supplies & 

services

5p
support 
services

3p
premises 

costs

2p
voids & bad 

debts

78.5%  9.2% 12.3%
Q. Do tenants feel that the rent for their property represents 
good value for money?

Of the 1,782 responses received, tenants reported 
satisfaction levels as: 

1,399 219 164
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Rental Income 

As a landlord we have a duty to collect as much rental income as possible, so we can provide a good value 
for money service to all our tenants.  Against a challenging and difficult year for many, we were able to collect 
97.6% of the rental income due in the reporting year. 

Our aim for 2019/20  is to continue to work to support tenants to maximise our income and reduce rent arrears.

Former Tenant Arrears
The income and arrears performance information below also includes figures for former tenant arrears.  This is 
because when a tenant leaves a council property with rent arrears, we keep a record of these and work with our 
colleagues in Revenues to collect the money owed.  

Rent lost due to Empty Properties

When properties become empty, we do our best to re-let as quickly as possible.  However, sometimes this can 
take longer than we would like, due to improvement work being carried out on the property.  In the reporting 
year 0.81% of our rent, a total of £389,572 was lost due to properties being empty.  

Income and Arrears Performance

£ ££ £
2018/19 

£47,851,906 

£46,699,279 

£3,184,868 

2017/18 

£45,624,943

£45,062,199 

£2,378,178

2016/17 

£45,473,545

£45,319,348 

£2,227,481

Paying Rent
Paying rent is part of your tenancy agreement and it is important that rent is paid on time and in full.  If you are 
having difficulty paying rent, please contact your housing officer for help and advice.

Tel: 01506 280000 | To contact us visit www.westlothian.gov.uk/contactus

rent due

rent 
collected 

rent arrears 
(gross)
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Taking Part
The Housing (Scotland) Act 2001 and 2010 gives 
tenants legal rights in relation to participation and 
places a duty on Local Authorities and Registered 
Social Landlords (RSLs) to consult with tenants on a 
range of housing issues.

In West Lothian we have a Tenant Participation 
strategy which sets out how the council will 
communicate, consult and most importantly, take 
on board the views and opinions of tenants and use 

these to influence decisions that shape services.  
Any tenant or service user can take part, either as 
an individual or through one of our tenants and 
residents groups in a way that suits them.  We 
have various initiatives and activities available that 
provide a means for tenants to come along and find 
out about changes or improvements to services, 
such as rent levels, repairs or any other housing or 
environmental issue.  

Priorities for 2019/20

 Continue to provide a high quality Repairs and   
 Maintenance service to meet the needs of our   
 tenants

 Continue to increase the numbers of new,   
 affordable homes- we have a target of building   
 3000 homes by 2022

 Improve existing council homes by helping tackle   
 fuel poverty- we do this through a range of energy   
 efficient measures which will ensure that we will   
 meet the new Energy Efficiency Standard for Social  
 Housing by 2020

 Providing tenants with a range of support to help   
 them stay in their tenancies 

 Reduce anti-social behaviour through a range of   
 targeted, preventative, diversionary and    
 educational means

 Provide high quality customer services and   
 facilities that are accessible and meet the needs of   
 our customers

 Continue to provide statutory services in both our   
 Libraries and Registration Services 

The biggest challenge for Housing, 
Customer and Building Services 
continues to be tackling homelessness. 
Over the next five years, the service will support 
the delivery of the actions of West Lothian’s 
Rapid Rehousing Transition Plan (RRTP) to reduce 
homelessness. The RRTP is a document which we 
are required to produce for the Scottish Government 
and which shows that we have identified the 
main homeless issues in West Lothian. The main 
challenge in West Lothian is increasing demand from 
households presenting as homeless against the 
available supply of suitable housing. We will reduce 
homelessness through: 

 Working in partnership with other partners to   
 deliver the supply of affordable housing;

 Move towards a West Lothian-wide Housing   
 Options and Homeless Prevention approach;

 Remove the use of B&B accommodation; 
 Reduce lengths of stay in temporary    

 accommodation.

If you would be interested in taking part, please contact us by:  
Email:  TP@westlothian.gov.uk  
Telephone:  01506 280000
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