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“Our Board is made
up of volunteers
who give up their
time freely to run
the Association.

Our grateful thanks

go to all of them for
their invaluable

contribution”

“We are pleased to
welcome Charles
Jones to the Board.
He is also a tenant
of the Association
and as such his
views are especially
relevant.




“ An independent
Customer
Satisfaction
Survey was
carried out during
2006. We were
very pleased with
the outcome,
which
demonstrated
overall
Improvement in
the majority of
areas compared|
to 2003

REPORT OF CHAIRMAN AND CHIEF EXECUTIVE

It is pleasing to report on another busy and sigaift year for the Association
built on the solid foundations of previous years.

We remain strongly committed to resident involvemejuality of service and
investing in homes. We have continued to devedésident involvement, as this
Is an important way of assisting us in ensuringsmivices are provided to a high
standard.

Our Customer Panel, made up of residents, are adgepesenting the customer
viewpoint and their views are sought before impletimg any proposed changes
in service delivery.

An independent Customer Satisfaction Survey wasechout during 2006. We
were very pleased with the outcome, which demotestraverall improvement in
the majority of areas compared to 2003. Indeeda oational basis, the results
placed us in the top ten percent of similar orgaioss with a 98% satisfaction
rate with overall landlord service. However, asvals, there is scope for
improvement in some areas and we will not be rgstin our laurels as we
endeavour to continuously improve the services \ifero More detailed
information on the Survey is contained within treport.

During the year we held our first Residents’ OpeayBor several years which
was attended by Residents, Board Members and S#fé theme for the day
was ‘Encouraging Resident Involvement’ and the liee#t from those who
attended was positive.

Unfortunately, anti-social behaviour and lack ofspect for property and
possessions continue to be growing problems. Tésodation is determined to
tackle these issues as robustly as possible. Wieudly have to work “within
the rules” which means following the due procestaof if all else fails, but this
we are determined to do. Legal action however, te&ke months rather than
days. We tackled several serious cases duringyéae which ended with
troublesome residents losing their homes.

During 2006, the Government published the Respagtnda which aims to

improve the quality of life for residents by ensgyithat local agencies tackle
anti-social behaviour. Wirral Borough Council Hasilitated the formulation of

a local housing consortium which we strongly suppor

Our primary aim is to manage and maintain our hotoeshigh standard to meet
the needs of the communities we serve. We aremiyrpart way through our
five year planned maintenance programme wherefgignt expenditure is being
incurred bringing our properties up to a good séadd Port Sunlight was the
focus of attention during 2006. We were delightedsponsor the Dog Show
organised by two of our residents at the Port ghnNillage Fete last Summer.




We continue to hold our monthly housing surgerythet Wirral Multicultural
Centre in Birkenhead, offering advice and supparthousing issues to people
from ethnic minority groups. This has proved toabealuable forum for offering
general housing advice as well as us successkitigusing a number of people
in need of decent accommodation.

In partnership with our Customer Panel we carriastiaoBest Value Review of °

Service Charges. Charles Jones, a resident artdrgeisPanel Member, joined
the full Board during the year and also serves loen ©perational Services
Committee, representing residents’ interests.

After a lengthy search, we were successful in aogui new office
accommodation in Marcus Street, Birkenhead. The& peemises are fully
refurbished and far superior to our old offices\woodchurch Road. Marcus
House is more customer friendly offering a comfol¢areception area and a
confidential interview room, as well as being atéetvorking environment for
Staff and offering access and facilities for peaopith disabilities.

The Internal Auditors completed a programme of eewng and testing our
internal control systems. Work undertaken includell systems reviews of
Payroll and Treasury Management. In addition, oflglup reviews were
undertaken to ensure that outstanding recommemdafar the years 2005/06
and 2006/07 had been implemented in Purchasing Payinents, Corporate
Governance, Financial Regulations and Rent Collacand Accounting. In
addition, we received a ‘clean bill of health’ frahee External Auditors. We also
maintained our three green lights with our regulatbe Housing Corporation,
confirming no material concerns, which contributexd their assessment of
Family Housing as low risk.

Annual reports are, by necessity, about performamdt¢iee previous year. Much
more information regarding this will be found iretkiarious chapters throughout
this report, which we hope you will find interegfiand informative.

We are, as always, indebted to our committed tednStaff and external
Consultants who strive wherever possible to provtue high quality services
that residents want. In addition, the skills aedidation of our voluntary Board
Members ensure that the caring ethos of the Associdalanced with running
an efficient business is maintained for the ultiena¢nefit of our customers — that
is our residents, both now and in the future.
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“ After a lengthy
search, we were
successful in
acquiring new
office
accommodation
in Marcus Street
Birkenhead. The
new premises arg
fully refurbished
and far superior
to our old offices
in Woodchurch
Road”

(0c.a\ Mol e Aeleny

KeithoMny

Richard Hamilton

Chairman

Chief Executive & Secretary




The Operational
Services Committee
meet every month to
manage our waiting
lists, rent arrears and

monitor repairs.

The Operational
Services Committee
Members are:

Mrs A. Watkins (Chair
Mr R. Calderbank
Mrs M. Ireland
Mr A. Jones
Mr C. Jones

The Customer Panel ils
involved in all aspects
of the Association’s
work and meets four

times a year. It ensurg¢s

our tenants views arg
represented in all our
work.

The Customer Panel
Members are:

Mr A. Button
Mr C. Jones
Mr |. Robertson

HOUSING MANAGEMENT REVIEW

The Association is entirely funded by the rent paid by its
tenants. For this reason it is vital that all our properties are
let and the rent collected. The Operational Services
Committee plays a key role in ensuring this happens. They
meet every month to manage our waiting lists, monitor
repairs and maintenance performance and make key
decisions regarding those tenants in arrears. They also
monitor the allocation of our properties.

During 2006 the Association continued to experience
problems due to a small number of its tenants behaving
anti-socially towards their neighbours. When anti-social
behaviour is reported the Association works with those
involved to attempt to resolve the situation. In more serious
cases the Association will work with other agencies to deal
robustly with those responsible.

The rent arrears performance of the Association remains
strong with current tenant arrears standing at just over 2%
at 31st March 2007.

RESIDENT INVOLVEMENT

The Association continues to promote resident involvement
and it was the key theme of our Open Day held in the
Williamson Art Gallery. The Association has a Customer
Panel that is involved in all aspects of the Association’s
work and for the first time in 2006 it formally reviewed and
approved the Service Charges made to our tenants. It was
also involved in shaping our 2006 planned maintenance
programme which focussed on our properties in Port
Sunlight. During 2006 a new member joined the panel.




RENT LEVELS

The Association is required to reach target rents for all of its
properties by 2012. The target rents are determined by a
government formula that includes the value of the property,
average local earnings and the number of bedrooms.

The Association has a rent restructuring plan that ensures
that our properties will reach their target level by 2012 whilst
also ensuring that average rent increases do not exceed the
level of inflation (RPI) plus %2%.

ALLOCATIONS AND LETTINGS

The Association operates a number of Waiting Lists
covering the various different sizes of property owned in
Birkenhead, Wallasey and Port Sunlight.

In order to be accepted onto a Waiting List an applicant
must satisfy a number of clearly defined criteria. The
Operational Services Committee is responsible for
accepting applicants onto the Waiting Lists.

During 2006 the Association has continued to be successful
in finding suitable tenants for its ‘hard to let’ properties.

PORT SUNLIGHT
VILLAGE FETE

In July 2006 the annugl
Port Sunlight Villagd
Fete was held.

Family Housing
Association sponsorgd
the Dog Show whiclu
was organised by odir
resident Tony Jones.

The Best in Shoy
Winner went to ‘Belle
an English Bull Dog
who is pictured beloy
with her owner Gar
from Prenton.
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HOUSING MANAGEMENT STATISTICS

AS AT 31st MARCH 2007

Stock Owned 357 Tenancy Position
Occupied 353 Assured Tenancy 313
Unoccupied 4 Secure (Fair Rent) 42
Houses 200 (2 flats permanently void awaiting refurbishment)
Renovated 103
New Build 97 . )
Tenancies Ended During The Year
Flats 157 Assured 27
New Build 71 Secure (Fair Rent) 2
Renovated 83
Unimproved 3
Tenancies Commenced During The Year
Assured 28
Property Size Secure (Fair Rent) 1
Bedsit 1
1 Bed 139 Council Nominations 2
2 Bed 87
3 Bed 119
= CIF LIRS 11 Applications for Waiting List
Considered 127
Approved 81
Lettings Rejected 32
New property 0
Existing property 29
Waiting List Length
1 Bedroom 26
Letto 2 Bedrooms 18
Single Person 6 3 Bedrooms 14
Single Parent 15 4 Bedrooms 2
Family 6 5 Bedrooms 0
Elderly 2 Elderly 6
Letting Period Tenant Status
Less than a week 4 S|ng|e Person 27%
1 week 3 Single Parent 26%
2 weeks 3 Family 25%
3 weeks 6 Elderly 22%
4 weeks 4
Over 4 weeks 9
Average (days) 30




RENTS PAYABLE

Average rents by property size

ASSURED TENANCIES

No of Average
Properties  Net Rent

Bedsit 1 £57.22 NEW FAMILY

1 Bedroom 121 £58.24 HOUSING

2 Bedroom 79 £55.16 ASSOCIATION

3 Bedroom 105 £67.45 OFFICE

4 Bedroom 9 £74.24 During 2006 the
Association purchasefl

Total 315 £60.99 new office

accommodation on
Marcus Street,
Birkenhead. The
fitting out of the new

office was completed n
SECURE (FAIR RENT) TENANCIES early 2007 and the
Association moved irj
No of Average on 16th April.

Properties  Net Rent .
Our new office has al

larger reception area

1 Bedroom 17 £49.63 a private interview
2 Bedroom 8 £52.30 room, disabled accesp
3 Bedroom 14 £61.68 to all floors and a

hearing loop at
reception. It also hag
a larger Board room

Total 41 £54.90 and additional offices

It has improved car
parking facilities and
Overall Average of Assured & Secure  £60.13 is situated half a mile

(One property has unregistered regulated tenancy at fixed level) e EU e
shopping centre.

4 Bedroom 2 £62.53

Rent Roll (at 31st December 2006) £1,127,981.40

Total Outstanding Arrears £29,479.74
Housing Benefit Arrears £444.64




PROPERTY SERVICES REVIEW

PLANNED MAINTENANCE

During 2006 the Association’s planned maintenance programme

3 .3 moved from our properties in Wallasey to Port Sunlight. The purpose
1) $6 ' # of the programme is to improve the standard of our homes so that
! #"7 i //(( they all meet the Decent Homes Standard by 2010.

%
The programme in Port Sunlight has presented some significant

challenges due to the listed status of the properties. This has
necessitated the refurbishment of existing window frames with
secondary glazing used to improve insulation. The programme in
2006 involved the installation of secondary glazing to 63 properties
and the installation of showers to 22 properties. It also included

“During 2006 the replacement of 9 kitchens and 7 bathroom suites.
Association joined|

Procurement for " . C
Housing. In addition to the planned maintenance programme the Association is

Membership has also in the middle of a three year programme to check the electrical
allowed us to maké installations in all our homes. This is in addition to the annual gas
significant savings servicing programme.
on our photocopiel

and stationery
costs. Over the next

year we will be
looking for more

Between 2007 and 2009 the planned maintenance programme will
focus on our properties in Birkenhead.

ways to make
procurement

savings through of = NEW DEVELOPMENT
PfH membership”

The Association’s project to develop eight new homes in the
Tranmere regeneration area, in partnership with Venture Housing
Association continues to move forward. During 2006 all the
remaining properties were acquired and demolished. The site has
since been tested and is ready for construction to commence.

VOID REPAIRS

These repairs are carried out when a tenancy ends and are often due
to neglect or wilful damage. During 2006 the Association carried out
150 void repairs. This figure includes the Gas and Electrical tests
that all properties have before a new tenant moves in.

- 4)




Customer
REPAIRS PERFORMANCE el
Sample Responseq
Number of Day to Day Repairs 1228
“ Contractor had to
Target No  Success Rate ::;‘fargéfnzgfgaf?{
Emergency 1 day 37 100.0% returned within the
Urgent 5 working days 737 93.2% half hour. Was
Routine 21 working days 454 95.8% ﬁr}:ﬁsﬁi@dvgsw
Repairs Expenditure 2006 e\/leculcl)(r?et(i)nt\?cj\r/]gd
Planned Maintenance Programme £336,715 as it was important
Major Structural Repairs £31,972 ]
Day to day Repairs £174,632 dangerous. The
Void Repairs £36,646 Ig\‘jgy”;%"giﬁe
Electrical Testing Programme £12,831 and cleaned up
Gas Servicing Programme £15,889 after themselves.
Great work from a
Total Cost of Repairs Service £608,685 great Associatof
“We have had the
same contractor on
many occasions for
all sorts of repairs
and he has always
REPAIR SATISFACTION QUESTIONNAIRES been friendly and
polite. The work is
always done
The Association sends out questionnaires to all tenants who have QUickIy);nd with a
reported a repair. Those tenants who return a completed smile.
guestionnaire are entered into a monthly prize draw for store
vouchers. The questionnaires provide us with valuable information
to help us improve our service. The results of the questionnaires for 2006 Repair
2006 are: Questionngire Prize
Draw Winners
Appointment made? 97.9% Jan: Mrs Carran
Appointment kept? 97.9% Fep: s Bullen
Family Housing staff polite? 100.0% Aors Mr Blackwel
Contractor polite? 99.4% May: Mrs Diamond
Contractor showed identification? 94.6% Jun: Mr Dawson
Contractor tidy? 98.6% o Mre Roperts
Repair completed in one visit? 79.8% Seg} Mr Owen
Customer satisfied with service? 98.9% Oct: Mrs Graham

Nov: Mrs Dease
Dec: Mrs Roberts




2006 CUSTOMER SATISFACTION SURVEY

During 2006 the Association commissioned an independent and
confidential customer satisfaction survey from Kwest Research. The
survey is useful as it enables us to understand those areas where our
| performance is strong and identify areas in which we can improve.
' On these pages some of the key findings are shown. Where

information is available our performance is compared with the
average performance of other Associations surveyed by Kwest.
Key Service Areas
Overall Satisfaction with: % Satisfied Average?
- home 89% ABOVE
- landlord service 98% ABOVE
- repairs service 93% ABOVE
- neighbourhood 84% ABOVE
] " - o
[ —— opportunities to participate 83% ABOVE
in relation to overal
landlord service an Rating of Key Service Areas %Good or Fair Average?
o Keeping Tenants Informed 95% ABOVE
tunities t
Op_p?r HIHES c_) Value for money of rent 90% ABOVE
participate, Family}  General condition of property 86% ABOVE
Housing Associatio
were in the top 109 - L _
of similar Property Condition & Facilities %Good or Fair Average?
o Convenience of location 99% ABOVE
organisations General design and layout 98% ABOVE
surveyed. Heating system 90% ABOVE
Security of doors 94% ABOVE
Car parking facilities 81% ABOVE
Security of windows 82% AVERAGE
% Condition of windows 72% AVERAGE
f Kitchen fittings 85% ABOVE
e g Bathroom fittings 87% ABOVE
L Insulation against noise 66% AVERAGE
$ Storage Space 73% ABOVE
Staff Service Average?
Satisfaction with outcome of contact 89% ABOVE
Problem dealt with 94% ABOVE
) Helpful when last contacted 98%
#




Satisfaction with last completed repair
% very/fairly good Average?
Overall quality of repair work 99% ABOVE .
Speed of completing work 98% ABOVE %, ) +)_’ %
Being told when work would start 97% ABOVE & *
Attitude of workers 96% ABOVE '
Time taken before work started 96% ABOVE -
Keeping dirt & mess to a minimum 96% ABOVE ;
Problems in Neighbourhood % serious or
slight problem Average?
Litter or rubbish in street 68% AVERAGE
Vandalism 63% AVERAGE
Noise from people 49% ABOVE 0 )
Dogs 45% AVERAGE ;2'
Noise from traffic 50% ABOVE
Graffiti 46% AVERAGE |
Other crime 46% ABOVE *
Drug dealing 36% AVERAGE
Problems with neighbours 28% AVERAGE
People damaging home 26% ABOVE . 3
Racial Harassment 1% BELOW
Areas of Service that Landlord Should Focus On Most
Minimising rent increases 67%
More home improvements 61% e
Crime prevention initiatives 40%
Information on allocation of homes 30% x
Tackling Anti-Social Behaviour 28%
Information on complaint handling 21%
Improved home repair at tenancy start 19%
Advice/support for tenants in arrears 16%
More tenant involvement in decisions 15%
Higher standard of repairs 14% 4
More help to move home 14%
Faster, efficient repairs service 12%
Improving customer service 8%
Friendlier, more personal service 6% &*
%.,)




2006 Garden
Competition

During 2006 the
Association held its
first garden
competition. The
standard of entrieg
was very high and
the judges found it
very difficult to
choose a winner.
They eventually
declared Ms Jame
of The Lindens as

the winner.

PERFORMANCE INDICATORS 2006

RENT COLLECTION, RENT ARREARS & RENT LOSSES

This This Peer Group National

RSL 2006 RSL 2005 Average Average
Rent Arrears 2.65% 2.09% 4.40% 5.10%
Rent Lost due to
vacant dwellings 1.32% 1.34% 1.14% 1.60%
Rent Written Off 0.16% 0.28%
STOCK CONDITION
Average SAP Rating 63 63 68 69
Failing Decent
Homes Standard 10.9% 12.2% 7.5% 15.5%
TENANT SATISFACTION
Tenant Satisfaction
Overall 98% 91% 89% 79%
Tenant Satisfaction
with Participation 83% 74% 72% 62%

MANAGEMENT & MAINTENANCE COSTS PER UNIT
Management Cost 954 911
Maintenance Cost 1,453 1,194

LIQUIDITY is the ratio of current assets to current liabilities. This needs to be at
least 1.0 if the Association is to be able to pay its debts as they fall due.
Liquidity 5.64 3.92

NET INTEREST COVER demonstrates the number of times over that the
Association can afford to pay the interest on its loans. Most lenders now insist
on interest cover of at least 1.2.

Net Interest Cover 2.43 2.95

GEARING measures the extent to which the Association is financed through
borrowing.
Gearing 10.47% 10.87%

An Association with high interest cover and low gearing, is able to spend more
of its income on developing and improving its properties as opposed to repaying
and paying interest on loans.




FINANCE REVIEW

The Association's financial position remains strong, although surpluses have
been low for three years now. The stock condition survey undertaken in 2003
led to a large spend on remedial works in 2004 and resulted in a five year
modernisation programme costing £2.1 million starting in 2005. This programme
will continue to effect surpluses until 2009, but by its end the Association will
have a fully modernised, "Decent Homes" compliant housing stock, capable of
generating the surpluses needed to fund future development.

The major projects expected to get underway in 2006 have for differing reasons
been deferred. The building projects will now impact 2007 and 2008 accounts,
with an investment of around £1.3 million expected over the two years. The
move to more suitable office accommodation took place in April 2007 and will
also effect the 2007 accounts.

Although the Association currently has cash reserves approaching £1.5 million,
all of these will be needed to finance the expenditure planned over the next
three years.

Five Year Summary
2006 2005 2004 2003 2002

How surpluses have been invested £'000s £'000s £'000s £'000s £'000s
Long Term Finances

Total cost of housing, land, buildings, 13,995 13,786 13,823 14,246 14,255
offices and equipment

Less Grants and Depreciation (8,656) (8,509) (8,558) (8,990) (8,992)
Net cost of assets 5,339 5,277 5,265 5,256 5,263
Less loans secured on those assets (1,585) (1,618) (1,648) (1,680) (1,711)
Retained surpluses invested in long term 3,754 3,659 3,617 3,576 3,552
assets

Short Term Finances

Receivable from management agents, 102 95 83 113 221
tenants and other short term assets

Cash Reserves 1,455 1,544 1,280 753 251
Less payable to contractors & suppliers (245) (388) (350) (44) (16)
Retained surpluses invested in short term 1,312 1,251 1,013 822 456
assets

Total retained surpluses 5,066 4,910 4,630 4,398 4,008
IAnnual Surplus

Tenants rents and service charges 1,111 1,076 1,056 1,045 1,015
Bank interest and other sundry income 52 55 44 17 7|

1,163 1,131 1,100 1,062 1,022

Less Services, repairs and administration (1,007) (850) (868) (673) (696)

The Finance &
Resources
Committee meets
Six times a year to
help ensure that oyr
financial position

remains strong.

The Finance &
Resources
Committee

Members are:

Mr A. Field (Chair)
Mr R. Pasha
Mr R. Calderbank
Mr R. Hamilton
Mr R. Lau

Surplus for the year 156 281 232 389 326
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How money was spent during 2006

Management Professional Fees
Costs

Insurance

Mortgage Interest
Response

Repairs
Service Costs

Void
Repairs
Surplus

Aids &

Adaptations Improvement

Programme

(Birkenhead & Wirral) Limited

Registered Office : Marcus House, Marcus Street, Birkenhead CH41 3NY
Tel 0151 647 5000 Fax 0151 647 5007 email admin@familyha.org

A charity incorporated as an Industrial & Provident Society under reference number 18542R

Charitable Housing Association registered with the Housing Corporation L1236
Member of the National Housing Federation, compliant with code of governance



