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1 Work volume

Introduction

This report looks at the Charter performance of the 64 members of GWSF during 2020-21, a 
year very much affected by the pandemic and lockdowns.  The report examines the effect on the 
services provided by GWSF members against the Charter outcomes.

From previous reports, we know that GWSF members typically provide high quality services, and 
perform better than other RSLs and LAs against most Charter indicators.

This year’s report focusses more on the changes in performance within GWSF members, though 
some comparisons are also made against the social housing sector as a whole.

The pandemic has affected housing services in a number of ways, not all necessarily as expected.  
The table below shows the range of effects on various aspects of services. The total number 
of repairs has fallen by around a quarter, although more emergency repairs were completed.  
Spending on EESSH was down by a third, probably reflecting overall delays to capital spending, and 
gas safety failures increased from their very low levels, with only seven not reporting any failures.  

Tenancy terminations fell by a fifth, and the number of lets and re-lets fell further, indicating 
more homes empty at year end, or possibly used for temporary homeless accommodation. The 
number of lets to homeless applicants increased in absolute terms, while evictions fell to very low 
numbers.  

The number of anti-social behaviour complaints reported increased by a quarter, reflecting some 
of the undesirable consequences of lockdown restrictions, while the number of complaints about 
services fell by over a third.  This will partly reflect the lower volume of services provided, but 
does also suggest that services were not affected to an extent to increase dissatisfaction. 

Indicator 2019-20 2020-21 Change
Emergency repairs 68866 71586 +2720

Non-emergency repairs 223562 138977 -84585
All repairs 295148 223045 -72103

EESSH spending £12.2m £8.2m -£4.0M
Gas safety failures 32 2313 +2281

Tenancy terminations 7300 5915 -1385
Number of lets 8063 6012 -2051

Number of re-lets 7117 5420 -1697
Number of homeless lets 1995 2217 +222

Evictions 229 34 -195
ASB complaints received 28138 35421 +7283

Adaptations completed 2158 1319 -839
Service complaints 14040 9334 -4706
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2 Tenant satisfaction

SHR expects landlords to carry out a satisfaction survey at least every three years, though many 
landlords carry out more frequent surveys, with around half reporting new results every year.  This 
year, there were 24 new surveys, half by GWSF members who survey tenants annually.  

The total of 24 is down from the previous year’s 34, suggesting some may have put off surveys, 
particularly as the scope for face-to-face surveys was much more limited.  The results for new 
surveys (for GWSF members) show individual changes from previous results, showing that there 
has been a drop in satisfaction for most landlords.

For overall satisfaction, the average fall for GWSF members was 2.8%, similar to the drop for 
other RSLs and councils.  However, the chart shows the range of experiences – some have seen 
substantial falls in satisfaction, while others have seen little change, and a few with higher 
satisfaction.

While part of the reason for the fall may be lower satisfaction because of the effect of the 
pandemic on providing the usual range of services, there was also a change in the methods used 
– previously more surveys were done by face-to-face interviews, which generally provide higher 
satisfaction results.  This year, most were done by telephone, supplemented in a few cases by 
face-to face interviews.  This alone may account for some of the fall in satisfaction for at least 
some landlords.  As ever, further details of what results in dissatisfaction are more useful in 
helping improve services.   
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Using the satisfaction results for all landlords, the chart below shows that GWSF members 
continue to report higher satisfaction levels compared to other RSLs and councils.

Using the satisfaction results for all landlords, the chart below shows that GWSF members continue 
to report higher satisfaction levels compared to other RSLs and councils. 

A similar picture emerges for keeping tenants informed, though for GWSF members, there is a drop 
of 1.7%, compared to a fall of 0.4% for other RSLs, and an increase for LAs of 1.4%.  The larger fall 
may be due to the closure of local offices and their use as a source of information, and possibly 
smaller landlords having a lower ability to switch easily to online services.
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A similar picture emerges for keeping tenants informed, though for GWSF members, there is a 
drop of 1.7%, compared to a fall of 0.4% for other RSLs, and an increase for LAs of 1.4%.  The 
larger fall may be due to the closure of local offices and their use as a source of information, and 
possibly smaller landlords having a lower ability to switch easily to online services.
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For participation, GWSF members had a larger fall of 2.6%, compared to 2.2% for other RSLs, and 
0.4% for LAs.  The broad position across all landlords is similar, with a range of outcomes, and some 
reporting large falls, possibly representing a move from face-to-face involvement which is difficult to 
replace. 
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some reporting large falls, possibly representing a move from face-to-face involvement which is 
difficult to replace.



8 | Page

On complaints (no chart included), there was a large variation in the number of complaints 
received, with some receiving more, while others saw a reduction.  Response times 
averaged 3.7 days for 1st stage complaints, and 14.6 days for 2nd stage complaints, both 
well within the five-day and twenty-day targets, and better than other social landlords. 
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On complaints (no chart included), there was a large variation in the number of complaints 
received, with some receiving more, while others saw a reduction.  Response times averaged 3.7 
days for 1st stage complaints, and 14.6 days for 2nd stage complaints, both well within the five-
day and twenty-day targets, and better than other social landlords.
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3 Housing quality and maintenance

SHQS and EESSH

Around a third of GWSF members reported little or no change in the proportion of their stock 
meeting SHQS, though a number (as with other landlords) do not seem to have allowed for the 
change in definition of SHQS to include EESSH from January 2021.  This change in definition has 
resulted in a fall in the percentage meeting SHQS across the sector, even though there has been 
good progress towards meeting EESSH.  

For GWSF members, most have seen a drop, with large falls probably linked to the EESSH changes, 
but even in a difficult year, seven improved at least 1% of their stock to meet SHQS.
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The overall situation continues to be that GWSF members report lower levels compared to other 
landlords, due primarily to the much higher percentage of pre-1919 tenements.

90.1

94.4 94.9

87.2

92.2

90.3

75

80

85

90

95

100

%

Meeting SHQS

      GWSF        Other RSLs       LAs 
19-20 20-21 19-20     20-21 19-20      20-21 

   	   GWSF	 Other RSLs	 LAs
    	 19-20   20-21	 19-20    20-21	   19-20    20-21

The chart below shows that further progress has been made in meeting the first EESSH target; 
the chart excludes five members who had already had 100% compliance.  This was despite the 
pandemic restricting planned programmes of work – spending on EESSH by the sector was down 
to around 60% of the 2019-20 figure.

A surprising number reported a fall in stock meeting EESSH – some of the small falls may be 
acquisition of properties which have still to be improved, but it is not clear why some would report 
larger falls. 

The chart below shows that further progress has been made in meeting the first EESSH target; the chart excludes five 
members who had already had 100% compliance.  This was despite the pandemic restricting planned programmes of 
work – spending on EESSH by the sector was down to around 60% of the 2019-20 figure. 

A surprising number reported a fall in stock meeting EESSH – some of the small falls may be acquisition of properties 
which have still to be improved, but it is not clear why some would report larger falls.  
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The contrast to emergency repairs is evident from the chart for non-emergency repairs, where a third reported an 
increase of more than a day in their average completion time.  More members also reported a reduction in time to 
complete non-emergencies, possibly because the lower volume of work meant that repairs that could be completed 
were done more quickly. 

Again, GWSF members perform better than other landlords by comparison. However, there should be some care 
taken with the figures, since the SHR guidance that all repair requests should be recorded at the time they were 
received, even when the repair could not be carried out, was not followed across the sector.  There is also likely to be 
an impact on the 2021-22 performance from the backlog of repairs, in addition to the current difficulties in the 
construction sector.   
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Reactive repairs

Repairs services were substantially affected by the lockdowns, with essential work only for long 
periods at a time.  While in theory this should only have affected non-emergency repairs, GWSF 
members completed almost 12,500 more emergency repairs than in 2019-20, a 17% increase.  In 
contrast there were 85,000 fewer non-emergency repairs completed, a drop of almost 40%, and 
an overall fall of a quarter of the 2019-20 total.

Despite this, for emergency repairs only nine reported an increase of more than an hour, only 
three reporting large increases.  

Reactive repairs 

Repairs services were substantially affected by the lockdowns, with essential work only for long periods at a time.  
While in theory this should only have affected non-emergency repairs, GWSF members completed almost 12,500 
more emergency repairs than in 2019-20, a 17% increase.  In contrast there were 85,000 fewer non-emergency 
repairs completed, a drop of almost 40%, and an overall fall of a quarter of the 2019-20 total. 

Despite this, for emergency repairs only nine reported an increase of more than an hour, only three reporting large 
increases.   

Comparing against other landlords, GWSF members still perform much better. 
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Comparing against other landlords, GWSF members still perform much better.
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The contrast to emergency repairs is evident from the chart for non-emergency repairs, where a 
third reported an increase of more than a day in their average completion time.  More members 
also reported a reduction in time to complete non-emergencies, possibly because the lower 
volume of work meant that repairs that could be completed were done more quickly.

Again, GWSF members perform better than other landlords by comparison. However, there should 
be some care taken with the figures, since the SHR guidance that all repair requests should be 
recorded at the time they were received, even when the repair could not be carried out, was not 
followed across the sector.  There is also likely to be an impact on the 2021-22 performance from 
the backlog of repairs, in addition to the current difficulties in the construction sector.  
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For other aspects of the repairs service, the pandemic clearly had effects, with a lower percentage of repairs 
completed right first time, and lower satisfaction with the repairs service, although GWSF members maintained better 
performance than other landlords.  There was also a large increase in properties not having their gas safety check 
completed within twelve months, from a very low level in 2019-20, a position reflected across most landlords.  
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4 Lets, tenancy turnover and sustainment

Tenancy turnover

Letting houses was one of the more difficult challenges, with restrictions early on, as well as 
reluctance of some applicants to move home even when offered a new tenancy.  

Tenancy turnover fell substantially, with only one reporting a rate higher than 10%, compared to 
eight in the previous year.  Part of this reduction is probably also due to the slowdown in new-
build properties, with fewer consequential moves following on from lets to existing tenants.

4 Lets, tenancy turnover and sustainment 

Letting houses was one of the more difficult challenges, with restrictions early on, as well as reluctance of some 
applicants to move home even when offered a new tenancy.   

Tenancy turnover 

Tenancy turnover fell substantially, with only one reporting a rate higher than 10%, compared to eight in the previous 
year.  Part of this reduction is probably also due to the slowdown in new-build properties, with fewer consequential 
moves following on from lets to existing tenants. 

-20

-15

-10

-5

0

5

10

Ch
an

ge
 in

 %

Change in tenancy turnover (GWSF members)

8.5
8.9

8.2

6.8

7.5

6.7

0

1

2

3

4

5

6

7

8

9

10

%

Tenancy turnover

      GWSF        Other RSLs       LAs 
19-20 20-21 19-20     20-21 19-20      20-21 

8.5
8.9

8.2

6.8

7.5

6.7

0

1

2

3

4

5

6

7

8

9

10

%

Tenancy turnover

      GWSF        Other RSLs       LAs 
19-20 20-21 19-20     20-21 19-20      20-21 

   	  GWSF	     Other RSLs	 LAs
    	 19-20   20-21	   19-20     20-21	 19-20      20-21



 Page | 15

Tenancy sustainmentTenancy sustainment 

Tenancy sustainment has shown a welcome improvement, with an overall increase, and most GWSF members 
performing better than previously, and overall slightly better than other landlords.  
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performing better than previously, and overall slightly better than other landlords.  
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Tenancy sustainment has shown a welcome improvement, with an overall increase, and most 
GWSF members performing better than previously, and overall slightly better than other landlords. 
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Lets

Evictions

The total number of lets was down by a quarter, reflecting the lower turnover of terminations, as 
well as the reduced new-build programme.  

Lets to homeless applicants were, however, up in absolute terms, helping councils deal with the 
reduced availability of housing for homeless households in temporary accommodation.  There 
was a big increase in the relative percentage of lets to homeless applicants, up from 25% to 37% 
- higher than, and a bigger increase compared to, other RSLs, though these include specialist RSLs 
which tend to have low levels of rehousing homeless applicants.  In addition, there were just over 
200 properties leased to councils for use as temporary accommodation during the year.
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There were 34 evictions, by 23 landlords, three being the highest number by a landlord, compared to 229 evictions, by 
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There were 34 evictions, by 23 landlords, three being the highest number by a landlord, compared 
to 229 evictions, by 43 landlords, in 2019-20 (chart not included).
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Adaptations
Adaptations 

Adaptations showed an increase in time taken to complete them, with fewer adaptations completed, and spending 
reduced to around 70% of the previous year. 
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Adaptations showed an increase in time taken to complete them, with fewer adaptations 
completed, and spending reduced to around 70% of the previous year.
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5 Neighbourhood

Anti social behaviour

The number of anti-social behaviour cases reported rose substantially, by around a quarter.  
Despite this, the percentage of cases resolved within the year rose slightly, suggesting that most 
were relatively low-level cases.  There were six evictions for anti-social behaviour.

5 Neighbourhood 

Anti social behaviour 

The number of anti-social behaviour cases reported rose substantially, by around a quarter.  Despite this, the 
percentage of cases resolved within the year rose slightly, suggesting that most were relatively low-level cases.  There 
were six evictions for anti-social behaviour. 

95.0
93.5 93.5

95.5 94.9

92.7

75

80

85

90

95

100

%

ASB cases resolved

      GWSF        Other RSLs       LAs 
19-20 20-21 19-20     20-21 19-20      20-21 

5 Neighbourhood 

Anti social behaviour 

The number of anti-social behaviour cases reported rose substantially, by around a quarter.  Despite this, the 
percentage of cases resolved within the year rose slightly, suggesting that most were relatively low-level cases.  There 
were six evictions for anti-social behaviour. 

95.0
93.5 93.5

95.5 94.9

92.7

75

80

85

90

95

100

%

ASB cases resolved

      GWSF        Other RSLs       LAs 
19-20 20-21 19-20     20-21 19-20      20-21 

   	  GWSF	     Other RSLs	 LAs
    	 19-20   20-21	   19-20     20-21	 19-20      20-21



 Page | 19

Satisfaction with the neighbourhoodSatisfaction with the neighbourhood 

For GWSF members with updated satisfaction surveys, most reported fairly large falls in satisfaction, compared to 
their previous satisfaction survey, and much larger falls than for other satisfaction indicators.  The reasons for this are 
not clear and merit further investigation: one possibility is the impact of further cuts (Covid-related or otherwise) in 
local authority cleansing and other environmental services.  Satisfaction levels still remain higher than for other 
landlords. 
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For GWSF members with updated satisfaction surveys, most reported fairly large falls in 
satisfaction, compared to their previous satisfaction survey, and much larger falls than for other 
satisfaction indicators.  The reasons for this are not clear and merit further investigation: one 
possibility is the impact of further cuts (Covid-related or otherwise) in local authority cleansing 
and other environmental services.  Satisfaction levels still remain higher than for other landlords.
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6 Value for money

At the onset of lockdown measures, there was concern about the possible impact on RSLs’ 
finances, with possible increases in rent arrears and higher void rent loss.  In the event, GWSF 
members maintained high rent collection rates, and most reported little change in arrears levels – 
many actually reducing arrears during the year. Note that the large increase for one RSL was due 
to a merger, with the GWSF member taking on a higher level of arrears.

Rent collection

Rent arrears
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Void rent loss 

There was a large increase in the rental loss due to empty properties, almost doubling for GWSF members, though 
again despite this increase, GWSF members report lower void rent loss compared to other landlords.   
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Void relet times 

The time taken to re-let properties was the main cause of the increased void rent loss, with a disproportionately large 
increase for GWSF members, whose previous performance was much better than other landlords.  There was also an 
increase in the number of empty properties at year end, increasing from probably around 600 properties to over 
1,000 at year end, meaning that void rent loss and relet times will be affected during 2021-22 as well. 
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There was a large increase in the rental loss due to empty properties, almost doubling for GWSF members, though 
again despite this increase, GWSF members report lower void rent loss compared to other landlords.   
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Void rent loss

Void relet times

There was a large increase in the rental loss due to empty properties, almost doubling for 
GWSF members, though again despite this increase, GWSF members report lower void rent loss 
compared to other landlords.  

The time taken to re-let properties was the main cause of the increased void rent loss, with a 
disproportionately large increase for GWSF members, whose previous performance was much 
better than other landlords.  There was also an increase in the number of empty properties at year 
end, increasing from probably around 600 properties to over 1,000 at year end, meaning that void 
rent loss and relet times will be affected during 2021-22 as well.
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Rent increase 

One good outcome for tenants has been a reduced rent increase compared to previously, with GWSF members only 
increasing rents by 1% from the previous year’s 2.4%, and a lower rise than other landlords.  Fifteen members agreed 
no change to rent levels for 2021-22. 
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Rent paid directly to landlords 

A further effect of the pandemic has been a reversal of the trend around the falling percentage of rent paid directly to 
landlords through Housing Benefit and Universal Credit.  This had been falling since the beginning of Charter data 
collection, but GWSF members reported an increase in the value received from 53% to 56%, higher than other 
landlords.   

This reflects higher deprivation levels, but also the work done to ensure that tenants receive support with paying rent 
and maintaining their income.  It does mean that the reduction in the level of Universal Credit from October 2021 may 
have a disproportionate effect on their tenants. 
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A further effect of the pandemic has been a reversal of the trend around the falling percentage of 
rent paid directly to landlords through Housing Benefit and Universal Credit.  This had been falling 
since the beginning of Charter data collection, but GWSF members reported an increase in the 
value received from 53% to 56%, higher than other landlords.  

This reflects higher deprivation levels, but also the work done to ensure that tenants receive 
support with paying rent and maintaining their income.  It does mean that the reduction in the 
level of Universal Credit from October 2021 may have a disproportionate effect on their tenants.
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7 Recovery and the ongoing impact of Covid

There was little time for landlords to prepare for lockdown restrictions, but essential services 
continued to run.  Recovery to previous service levels will take time, particularly as there are 
multiple issues to resolve as a direct result of the restrictions:

•	 Backlog of reactive repairs
•	 SHQS programmes, including additional requirements on electrical and fire safety
•	 EESSH2 targets
•	 Delayed Affordable Housing Supply Programme 
•	 Increased number of void properties requiring work
•	 Adaptations waiting list
•	 Tenant participation opportunities
•	 High numbers of homeless households in temporary accommodation
•	 Fewer opportunities for being rehoused from the housing list
•	 Increased levels of anti-social behaviour

These issues are in addition to Brexit implications, such as reductions in the workforce, supply 
side issues in construction and maintenance, and possible wider economic implications of the 
restrictions on industries such as tourism and hospitality, and possible future public spending 
restrictions.

GWSF members have maintained services well during the first year of the impact of Covid, but 
there are still major challenges to face, and it is too early to assess the likely impact of the new 
Omicron variant.   



 Page | 25

All GWSF
Stock at 31 March 2021 610,232 87,201 

[14.3% of total]
Gross rent arrears £m
Q4 20-21 £160,709,818 £16,804,622 

[10.5% of total]
Q1 21-22 start - April 1 £145,198,964 £14,812,624 [10.5 % 

of total]
Q1 end - June 30 £157,463,450 £15,322.703 [9.7% of 

total]
Q2 £166,198,010 £16.029,345 [9.6% of 

total]
Gross arrears %
Q4 20-21 6.16 4.40
Q1 21-22 April 1 5.45 3.80
Q1 June 30 5.91 3.93
Q2 6.22 4.11
Rent paid directly %
20-21 50.99 55.61
Q1 51.62 55.06
Q2 52.82 53.66

Quarterly Covid data 2021-22

Table – Covid data for Q1 and Q2 2021-22

The quarterly data published by SHR shows the following trends for GWSF members for the first 
two quarters of 2021-22:

•	 Tenancy turnover is rising slowly, and is approaching pre-Covid levels
•	 The number of lets has remained steady, meaning that void rent loss is increasing
•	 Re-let times have improved, but are still much higher than in previous years – this may reflect 

the backlog of empty homes, rather than purely the speed of letting newly vacant properties, 
but issues such as with energy suppliers may well be playing a part here

•	 The percentage of lets to homeless applicants has fallen slightly, but at around one-third is still 
higher than before

•	 Gross rent arrears are rising, up from 3.8% on 1 April to 4.1% at the end of Q2
•	 Rent received directly has begun to fall
•	 Action on arrears has increased, with a steady rise in court actions, and almost forty evictions, 

more than in the previous year, but still well down on pre-pandemic levels

Summary figures are shown below.
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All GWSF
Void rent loss %
20-21 1.37 1.06
Q1 21-22 1.42 0.99
Q2 1.49 1.12
Tenancies terminated
Q4 20-21 12,002 1,684  

[14% of total]
Q1 21-22 12,395 1,721 

[13.9% of total]
Q2 13,051 1,786 

[13.7% of total]
Empty homes at month end
Q4 20-21 8,920 1,019 

[11.4% of total]
Q1 21-22 8,909 983  

[11% of total]
Q2 9,469 1,070 

[11.3% of total]
Total number of lets
Q4 20-21 13,121 1,728 

[13.2% of total]
Q1 21-22 13,382 1,738 

[13% of total]
Q2 13,066 1,689 

[12.9% of total]
Note – SHR validation check shows around 5% difference between  

two different indicators of numbers of lets
Lets to homeless %
Q4 20-21 41.16 38.66
Q1 21-22 38.85 33.49
Q2 36.68 34.04
Court actions / Arrears evictions
Q4 20-21 196 / 4 80 / 2

[41%/50% of total]
Q1 21-22 296 / 36 100 / 16 

[34%/44% of total]
Q2 469 / 43 145 / 23 

[31%/53% of total]
Number in temporary accommodation
Q4 20-21 13,331 -
Q1 21-22 13,152 -
Q2 13,233 -
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Unit 3D, Firhill House
55-65 Firhill Road
Glasgow G20 7BE
Tel: 07936 152193

www.gwsf.org.uk

GWSF’s purpose is to promote and represent local community controlled housing  
associations and co-operatives in Glasgow and the west of Scotland


