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Introduction

Welcome to the new SVR Tenants Report, covering the year 2022-
23. To provide some background and context to this year's response
level, we surveyed 100% of residents/tenants in May 2021 for the
2020/2021 Report and had a 68% return.

We also carried out a housing support
survey later in 2021 and had a 50%
return. There was indication of survey
fatigue amongst the Veterans so it was
agreed not to carry out another SHR
(Scottish Housing Regulator) survey until
May 2023. The SHR requires a survey
of residents/tenants at least every
three years.

Questionnaires for this Report were
sent to all residents and tenants. We
received returns from 64 of the 186
(34.4%) of those surveyed. The overall

results were very positive with over 364
positive responses to questions and just
18 negative answers and 37 neutral.

All of the tenant/resident answers
have improved, with the exception

of opportunities to participate in the
decision-making process which is a
challenge when many residents are
short stay and may have little desire
or opportunity to get involved. To help
address this, the CEO is meeting with
tenants and there are Resident-led
committees at our three Residences.
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Survey results

There were 64 responses from
186 residents and tenants,
34.4% of those surveyed.

193.4% 193.1%

Overall satisfaction rose to a
five-year high of 93.4%, from 84.4% The percentage of tenants satisfied
in 2020-21 with the quality of their home rose

to 93.1%, from 89.2% in 2020-21.

S(Ttiszic:;Ir: v.vit?bzgo{?pt informed ? 8 8 °9 %

about services and decisions was Satisfaction with repairs and

91.67%, from 85.29% in 2020-21 maintenance in the last year rose to
889%, from 86.8% in 2020-21.

%
v06.67% . 490.79%
Satisfaction with opportunities to b (o

participate in decision making The percentage of reactive repairs

fell to 66.67%, from 77% in 2020-21 completed right first time fell to
90.79%, from 94.1% in 2020-21.

184.21%

The percentage of tenants who feel
rent for their property represents
good value for money rose to
84.21%, from 83.5% in 2020-21.
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What you told us

Overall satisfaction increased in 2022-23. SVR satisfaction of 93.4%
is higher than other comparable landlords (Scottish average is 86.7%).

Some areas identified from the survey for continuous development are: rent

value for money; improved communication between staff and residents/tenants;
addressing anti-social behaviour; more involvement in decision-making; improved
access to activities; increased frequency of damp checks.

There were many positive comments about our services...

“Considering all that has

happened in recent years, SVR has

responded extremely well”
Whitefoord Tenant

“The level of support from staff has
been exceptional for my recovery
and continued health”

Rosendael Tenant

“Absolutely fantastic staff. Right
people in the right place.”

Bellrock Close Tenant

“The rent for my property could not
be beaten for a 1-bedroom flat in
central Edinburgh.”

Whitefoord Tenant

*

to other Social Landlords in Scotland

‘| love it here, it feels safe and it
feels like home.”
Whitefoord Tenant

“Quality of room could be
improved to make it more
welcoming and less like a hotel”

Rosendael Tenant

“The last rent increase was a bit
steep. | sometimes struggle to
make ends meet.”

Whitefoord Tenant

“An incentive to work scheme would
be a good idea - like reduced

rent to allow residents to save for
eventually moving.”  Rosendael Tenant

The difference in these figures is largely due to the small size and specialist nature of SVR compared
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This year at a glance
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There were 88 new
occupancy agreements
in 2022 and 3 new
secure tenancies let
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The average
rent increase
was 8.37%

B

It took an average of
84.4 days to re-let
properties. The Scottish
average is 55.6 days*

Total rent due
to be collected this
year was £3,756,224

\

We collected 97.7%

of the total rent due

this year. The Scottish
average is 99%*

@

6 complaints were
received and 6 were
responded to in full

A

100% of anti-social
behaviour cases were
resolved, compared
to the nationall
average of 94.2%

™

100% of homes
met the Scottish
Quality Housing
Standard. The Scottish
average is 79%

O

100% of homes that

require a gas safety

record, had a check
and record completed
by the anniversary date

x

1,155 repairs
were completed:
80 emergency
and 1,075
non-emergency

\\4
The average time
to complete an
emergency repair was
2.76 hours. The Scottish
average is 4.2 hours

O

The average time
to complete a non-
emergency repair was
398 days,. The Scottish
average is 8.7 days

* The difference in these figures is largely due to the small size and specialist nature of SVR compared
to other Social Landlords in Scotland
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What's been happening
in the SVR Community

The year 2022 will be forever
remembered for the sad passing of
Her Majesty Queen Elizabeth Il on 8
September at Balmoral, at the age of
Q6. Her Majesty was greatly interested
in the wellbeing and welfare of the
Armed Forces and Veterans, and we
recall with great pride, her visit to

our Edinburgh residence, Whitefoord
House, in 1984,

Staff and residents at Whitefoord
House were able to pay their

final respects when Her Majesty’s
funeral cortege left the Palace of
Holyroodhouse and made its way up
the Royal Mile to St Giles” Cathedral,
before making its final journey to
London. Crowds also gathered

to hear King Charles Il officially
proclaimed monarch.

Earlier in the year, there had been
Platinum Jubilee celebrations for The
Queen, which we marked with a series
of parties and events across our three
residences.

2022 was also a year of change
in the Senior Management Team.
Susie Hamilton left Scottish Veterans

Residences after 14 years, to become
Scottish Veterans Commissioner — an
historic appointment, as she became
the first woman to hold the post. Her
replacement as Head of External
Relations is Colin Leslie, who has had
a career in journalism and the charity
sector.

Another key recruit in 2022 was
Shaun Rhodes, who joined SVR as T
Manager. Shaun, who served for 25
Years with the British Army within the
Infantry and IT & Communications
roles, immediately set about
transforming the charity’s digital
capability and strategy, and has been
an influential figure in ensuring we are
equipped to operate effectively, safely
and securely for the future.



From our

Chief Executive

The cost-of-living crisis, with its rampant inflation has
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continued to be an unwelcome intrusion in our lives.

As Residents and Tenants of Scottish
Veterans Residences (SVR), | suspect
you will have noticed a significant
increase in prices. It has been the
same for SVR. As an organisation

we have sought to maintain our
standards, quality of service and value
for money where we can find it. This is
has been challenging and it is through
the considerable efforts of SVR’s staff,
that standards and quality were
maintained.

Against that background, its
gratifying to note that the survey
results on page 1 of this report show
improvements in overall satisfaction,
passage of information, quality of
homes, satisfaction with repairs and
maintenance, and value for money.

45 222

* We have 45 Scottish Secure Tenancies. 3 of these
mainstream properties became available during
2022 and have been relet.

56

moved on to
own tenancies or
other supported
accommodation

As inflation begins to reduce, | hope
that we will be able to improve further
your satisfaction with our services. |
note a number of requests for more
engagement and involvement in
decision making and we wiill seek to
address this in the coming year.

Please do continue to engage with us.
If you have any feedback on this report,
suggestions for service improvement or
development, or more generally about
SVR, please do get in touch and let us
know.

Martin Nadin OBE
Chief Executive, Scottish Veterans
Residences
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