
Resident satisfaction is steady in 

the face of increasing infection 

rates and renewed restrictions

We found that 90% of tenants were 

satisfied with their last repair, which 

matches the UK-wide median and is 

consistent with the figures we collected 

during the summer.

Scottish participants recorded the highest 

overall satisfaction rates in the UK, though 

only one carried out a STAR survey in 2020.

90%
Satisfied with 

last repair

As the UK’s leading data-driven solutions 

provider for the sector, HouseMark 

remains the only UK-wide organisation 

monitoring and forecasting the impact of 

these unprecedented times on the social 

housing sector.

Only with HouseMark can you access this 

essential level of analysis.

COVID-19 Impact Monitoring

December 2020

This summary highlights the effect of the COVID-19 pandemic on 

the Scottish social housing sector up to the end of November 2020.

Based on nine months of data collection, our analysis focuses on 

submissions made by Scottish members. With Scotland 

experiencing different lockdown restrictions to other UK nations, 

this analysis highlights the similarities and differences experienced 

in Scotland compared to the rest of the UK.

To find out more about the detailed impact reports, HouseMark’s 

new forecasting solutions and the wider ways we’re supporting the 

sector through COVID-19, please contact 

scotland@housemark.co.uk.

Sickness absence

Repairs

Gas safety Arrears

Sector lost 12,892 days to 

sickness in November

Gas safety returns to 

pre-pandemic levels
Participants’ current tenant arrears increased 

by 0.9% between October and November, 

resulting in no material change to the headline 

figure.

While this figure is higher than rates for 

landlords based in other parts of the UK, the 

gap closed in November as many English 

landlords recorded significant increases 

relating to the lockdown.

The number of repairs reported fell by 4% 

between October and November as landlords 

gradually clear backlogs. While completion rates 

for emergency repairs rose slightly, non-

emergency repairs fell by 2 percentage points to 

73% in November.

Average compliance levels reached a 

pre-pandemic 99.9% as two-thirds of 

landlords reported full compliance with 

gas safety regulations.

Alongside this positive result, 78% of 

landlords reported zero or negligible 

levels of no access.

Current arrears rate 

remains stable5.1%

Satisfaction

Staff wellbeing

Scottish landlords lost an average 4.5% of 

working days to sickness absence in November.

Across the UK, we found landlords reporting an 

average of 4.7% of working days available lost 

to sickness absence.

99.9%
Gas safety 

compliance

Repairs reported 

stabilise while 

completions drop

1 in 3 landlords ‘not 

surveying’ employees
Staff satisfaction rates (77%) amongst Scottish 

landlords are lower than all other parts of the 

UK, except London.

In spite of nationwide concerns about the strains 

of long-term homeworking, one third of Scottish 

participants has not surveyed staff satisfaction in 

the last two years. 

77%
Staff 

satisfaction


