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Board Members & Officers of the Association

Board Members

Chairman

Mr R Hamilton

Vice Chairman

Mr R Calderbank

Members

Mr A Field
Mrs M lIreland
Mr A Jones
Mr C Jones
Mr R Lau

Mr L McEvoy
Mr R Pasha
Mrs A Watkins

Probation Officer

Retired Teacher

Retired Accountant

Retired Civil Servant

Retired Education Business Partnership Manager
Retired Mechanical Engineer

Housing Officer; Registered Social Landlord
Retired Bank Manager (Resigned 10/07/07)
Solicitor

Retired Day Care Manager

Officers of the Association

Chief Executive
Office Manager

Administrative Officer

Clerical Officer

Consultants

Banker

Consultant Architect

Building Society
Accountant
Solicitor

Property Consultants

Auditor

Keith Molony
Rita Ludden
Collette Byrne
Helen Stonley

Royal Bank of Scotland
Paddock Johnson Associates
Cheshire Building Society
Hailwood & Company
Steggles Solicitors

Smith & Sons

Duncan Sheard Glass

The Board
Members of Family
Housing
Association give up
their time freely to
help to provide
quality homes for
people in housing
need on the Wirral

Leo McEvoy has

served on the
Board of Family
Housing
Association since
1977. After 30
years dedicated
service to the
Association, Leo
resigned in July
2007. A former
Chairman of the
Association, Leo’s
invaluable
contribution will be
sorely missed at
meetings




“The Customer
Panel, consisting
of residents, mee
on a regular basis

and have
contributed to the
Best Value Revie
programme
helping us ensur
that we provide
relevant, good
quality, cost
effective servicés
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REPORT OF CHAIRMAN AND CHIEF EXECUTIVE

During the year the Rt. Hon. Frank Field MP offiisopened our new
office premises and helped us celebrate the FHorégtniversary of the
founding of Family Housing Association in March 896

At the opening event, we were joined by almostyfifiuests including
friends and colleagues from our many partners dioly Wirral Borough
Council, other locally based Housing Associatiorleng standing
Consultants and Contractors and our Customer Réemlbers.

It was particularly pleasing to see so many of Board Members and
Staff, both past and present, who have had sudsiave influence on the
development and evolution of the Association over last forty years.
Nick Warren, a previous Chairman, Jack Cuffe, antbng Member and
Maggie Sparks, the Association’s long serving fiesief Executive, were
all present to help us celebrate our Fortieth Bathand mark the official
opening of Marcus House.

Another former Chairman, Leo McEvoy, stepped dovteraerving on the
Board since 1977. Our thanks and appreciation @d._¢o for his
dedication and commitment over three decades.

Charles Jones, a resident and Customer Panel Metob®leted his first
full year on the Board. Having grown up in Porhight, Charles lived for
many years in Canada and worked as a Consultanbé&argNow retired,
he is living back in Port Sunlight and is alreadykmg a positive
contribution to the work of the Board and OperatioBervices Committee,
representing the interests of his fellow residents.

The Customer Panel, consisting of residents, meed cegular basis and
have contributed to the Best Value Review Prograrhglping us ensure
that we provide relevant, good quality, cost effecservices.

Our Internal Audit function is carried out by theudit Department at
Wirral Borough Council. During the year, full sgsts reviews were
carried out on Rent Arrears Management and Repaids Maintenance.
We also received a satisfactory External Audit Rep®ur regulator, the
Housing Corporation, confirmed that we had retaitedgreen traffic light
viability grade in respect of our Annual Viabiligkssessment and we
continue to be in the low risk category.



We have completed the third year of our comprelvenive-year planned
maintenance programme with various properties inkdBihead being
improved to meet the Decent Homes Standard.

As part of the planned maintenance programme wee hepent over
£250,000 refurbishing one of our oldest properaé<Caroline Place in
Oxton. In addition to improving the existing siats, we have created an
extra two bedroom flat for people with disabilitiegdso, in Port Sunlight,
we converted a bedsit and a flat into a new twadimd house.

We were delighted to see the start on site of @w family housing and
bungalow development in Tranmere, which is beingtly developed with
Venture Housing Association. The new propertiesdure for completion
in February 2009.

We have maintained our positive engagement with ai@munities in
which we work, continuing the monthly housing suygat the Wirral
Multicultural Centre and sponsoring the succesafutual Dog Show at
Port Sunlight Village Fete.

On a more negative note we have liaised with varipartner agencies to
deal robustly with ongoing anti-social behavioud @niminal activity cases
where misery has been caused to innocent law a@pidaighbours. We
have successfully resolved several cases duringydae whereby the
offenders have lost their homes. We still havenzals minority of
troublesome residents whose actions and behaviour the peaceful
existence every resident should be entitled to. willecontinue to use all
the tools at our disposal to address these problems

Each year we repeat a similar message of thanksitdoard Members
and Staff. This remains a sincere and genuineeggiion of the time and
effort our Board Members give to the Associationaovoluntary basis and
to the commitment of our Staff.

Richard Hamilton
Chairman

KeithoMny
Chief Executive & Secretary

“We were
delighted to see
the start on site C
our new family
housing and
bungalow
development in
Tranmere, which
is being jointly
developed with
Venture Housing|
Association”
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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 on aj
regular basis. It

ensures our tenants

views are represented|in

all our work.

The Customer Panell
Members are:

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

HOUSING MANAGEMENT REVIEW

Housing Management is an important aspect of the
Association’s work as it involves all the day to day
management of our properties. For the Association to
remain financially strong we need to ensure all our
properties are let and the rents collected. When tenants
leave we have to ensure that each property is in a suitable
condition for re-letting and then offer it to a new tenant.
During 2007 it took an average of 21 days for the
Association to re-let a home, which is a significant
improvement on our performance in 2006 where it took 30
days.

The Association’s rent arrears performance has remained
strong. Our tenant arrears at the end of 2007 was 3.4% of
our annual income. This compares favourably to the
national average of 5.2%. Strong arrears performance is
very important as it has a direct impact on the amount of
money the Association has available to invest in it's
properties.

The majority of our tenants show respect to their
neighbours and communities. There is however a small
minority that behave anti-socially making the lives of their
neighbours unbearable.  The Association Staff spend
significant amounts of time working to help neighbours
settle their differences and to help offenders change their
ways. When this is unsuccessful and the anti-social
behaviour continues, the Association, as a last resort, can
ask the perpetrator to leave their home.




RENT LEVELS

PORT SUNLIGHT
VILLAGE FETE
In 2002 the Government required all social landlords to The Port Sunlight
develop a rent restructuring plan to ensure that all their Vllege e wEs
great success again {in
homes reached a target rent by 2012. The target rents are 2007.
determined by a Government formula that includes the _ ,

. Family Housing
value of the property, average local earnings and the Association sponsordd
number of bedrooms. This is intended to ensure that all the Dog Show and we

ial h . t t imil | | f imil are very grateful to our
social housing rents are at similar levels for similar el Tomy Jom
properties. The target rents themselves are increased each for organising the
year in accordance with Government requirements by [Svent ~Over a 109

4 ) dogs were entered.
inflation plus 0.5%.

<2

This years ‘Best im
T . . Show’ went to Dillon
The Association’s Rent Restructuring Plan is updated each who is pictured belo

year. Our plan is designed to reach our target rents in 2012 Lol s e
by increasing rents in equal steps.

ALLOCATIONS AND LETTINGS

The Association owns properties in Birkenhead, Wallasey,
Port Sunlight & Bromborough. As demand is strong we
operate a number of different waiting lists for different sized
properties in each area. If there are large numbers on a list
the list is closed to new applicants until it reduces to a
realistic level.

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.

Wirral Borough Council are also regularly asked to

nominate people for our homes.




VOID REPAIRS

When a tenant
moves out the
Association has tg
get the property
ready for a new
tenant to move in.

In 2007 the
Association carried
out 204 repairs,
costing over
£40,000, to get
properties ready td
re-let.

Much of this
expense is due to
tenants causing

deliberate damage
neglect or leaving
rubbish behind.

The Association
can pursue those
responsible for theg

cost of these repaifs

through the courts

HOUSING MANAGEMENT STATISTICS
AS AT 31st MARCH 2008

Stock Owned
Occupied

Unoccupied

Houses
Renovated
New Build

Flats
New Build
Renovated

Property Size
1 Bed

2 Bed

3 Bed

4 or More

Lettings
New property
Existing property

Let to
Single Person
Single Parent
Family
Elderly

Letting Period
Less than a week
1 week

2 weeks

3 weeks

4 weeks

Over 4 weeks

Average (days)

355
349

6

200
103
97

155
71
84

138
88
118
11
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Tenancy Position

Assured Tenancy 315
Secure (Fair Rent) 37

(3 flats void awaiting refurbishment)

Tenancies Ended During The Year
Assured 35
Secure (Fair Rent) 5

Tenancies Commenced
During The Year

Assured 39
Secure (Fair Rent) 1
Council Nominations 4

Applications for Waiting List

Considered 150
Approved 104
Rejected 42
Deferred 4

Waiting List Length

1 Bedroom 12
2 Bedrooms 29
3 Bedrooms 19
4 Bedrooms 3
5 Bedrooms 2
Elderly 6

Tenant Status

Single Person 26%
Single Parent 25%
Family 27%
Elderly 22%




RENTS PAYABLE

Average rents by property size

ASSURED TENANCIES

%0 !
No of Average

Properties  Net Rent

1 Bedroom 123 £59.74 RESIDENT

2 Bedroom 80 £58.33 INVOLVEMENT

3 Bedroom 105 £70.25 -
4 Bedroom 9 £77.49 The Association aims

to keep residents at the
heart of all its work.

Total 317 £63.37 Consultation with
residents forms an

important part of our

improvement
programme so that wg
SECURE (FAIR RENT) TENANCIES can offr?r_tenants a
choice.
No of Average The Association’s
Properties  Net Rent Customer Panel is
involved in all aspects
of the Association’s
1 Bedroom 14 £52.85 work from reviewing
2 Bedroom 8 £55.02 our policies to
3 Bedroom 13 £63.92 approving our
4 Bedroom 2 £66.36 ENEEES Sl
The Association also
Total 37 £57.94 has a Board Membel|

who is also a Tenant
This helps to ensure
that our residents’

Overall Average of Rents £62.65 views are represente

(One property has unregistered regulated tenancy at fixed level) within our governance
structure

L=

Rent Roll (at 31st December 2007) £1,156,961

Total Outstanding Arrears £47,217
Housing Benefit Arrears £12,625

! %



PROPERTY SERVICES REVIEW

PLANNED MAINTENANCE

During 2007 the Association’s planned maintenance programme
moved from our properties in Port Sunlight to Birkenhead. The work
to improve our Birkenhead properties will be carried out over a three
year period. The purpose of the programme is to improve the
standard of our homes so that they all meet the Decent Homes
Standard by 2010.

As part of the programme in 2007, the Association has invested
almost half a million pounds improving our Birkenhead homes and is
likely to invest a similar amount in the next two years. The work has
improved 69 properties in Birkenhead. We have installed UPVC
double glazing to 34 properties, 15 properties have had
programmable electric heaters installed, 52 properties have had new
kitchens and 54 properties have had their bathrooms improved.

In addition to the planned maintenance programme, during 2007 the
Association spent over £21,000 as part of an ongoing programme to
test the electrical installations in all our homes. The Association also
spent over £20,000 on its annual gas servicing programme.

NEW DEVELOPMENT

The Association is working in partnership with Venture Housing
Association in the Tranmere Regeneration Area. Work to build eight
new homes has started on site and is due for completion in February
2009. It is the first major building project the Association has
participated in for many years and at a cost of over £900,000
represents a significant investment.

The Association has also created a new two bedroom flat within the
basement of 10 Caroline Place. The new flat was included as part of
the improvement programme for the whole property. More details
can be found on page 12.




Customer
Satisfaction
REPAIRS PERFORMANCE Questionnaires -
Sample Responses
Number of Day to Day Repairs 1,240
“l phoned abqut
Target No Succes s Rate 9-;?;;1”5]6;:‘)‘/”9
Emergency 1 day _ 68 100.0% Kitchen and the
Urgent 5 working days 825 96.7% contractor was
Routine 21 working days 347 96.0% there by 9.25!
Very fast indeed!
Thanks.”
Repairs Expenditure 2007 ey
Planned Maintenance Programme £459,008 satisfactory
Day to day Repairs £163,411 service, reported
Void Repairs £40,810 in the morning

and job done in
the afternoon”

Total Cost of Repairs Service £663,229

“l was dreading
this but the
contractor has
done a very good
job. Am more
than happy. Gold
Star!”

REPAIR SATISFACTION QUESTIONNAIRES

“As usual quick,
. L. ) . clean polite and
The Association sends out questionnaires to all tenants who have cheerful”

reported a repair. Those tenants who return a completed
guestionnaire are entered into a monthly prize draw for store
vouchers. The questionnaires provide us with valuable information

to help us improve our service. During 2007 39% of repairs 2007 Repair
questionnaires were returned. The results of the questionnaires for SUEIEN S HikLS
2007 are- Draw Winners
Jan: Mr Dulsan
Appointment made? 98.0% Elea? mz f,,‘;’Qﬁas "
Appointment kept? 98.2% Apr: Mrs Williams
Family Housing staff polite? 100.0% May: Mrs Griffiths
Contractor polite? 99.8% Jun: Mrs Smith
Contractor showed identification? 96.3% iﬂé_’v',\'/lsrsH'\g‘jvaé”ey
Contractor tidy? 98.8% Sep: Mrs Francis
Repair completed in one visit? 89.0% Oct: Mr Doyle
Customer satisfied with service? 98.2% Nov: Mrs Battle
Dec: Ms Johnson




Before the work
commenced the top
half of all the ground
floor windows were

blanked out

This picture shows
the property before
the works. The
overgrown tree,
damaged front wall
and blanked out
windows all spoiling
the property

Improvement of 10 Caroline Place

10 Caroline Place is a large Victorian style semi-detached house
situated in Oxton. It was one of the first properties bought by Family
Housing Association almost 40 years ago. When the Association
bought the property it was divided into three flats. The Association
converted it into six flats shortly after and the building has remained
largely unchanged since.

In 2005 the Association
began planning to improve
the property. It took over two
years before the proposals

were finalised due to
financial and planning
difficulties. The Association

was very grateful during the

planning stages for the
support of the Wirral
Borough Council’s

Regeneration Department.

Work was started in 2007 and completed in 2008. The work included
the creation of a new two bedroom flat in the basement of the
property, which has been designed for use by people with a disability.
The existing six flats have been fully refurbished including new
double glazed windows, new central heating with high efficiency
condensing boilers, new kitchens and new bathrooms. The work has
also upgraded the soundproofing between the flats to modern
standards.

This picture shows
the bricked up
basement level

before it was opened
up to create the new
flat

Prior to the works the ground floor
flats had false ceilings that met the
windows half way up. This resulted
in unsightly blank panels in the top
half of the window and reduced
natural light into the rooms. The
works removed these false ceilings
and opened up the windows to their
original size.

In total the work to improve the
property and provide an additional
two bedroom flat cost over £250,000.




Our New Office

In  April 2007 the Association moved into its new office
accommodation in Marcus Street, Birkenhead. The office forms part
of a development called ‘The Foundry’ that was formerly a
warehouse and industrial units. In fact the world’s first powered
submarine ‘Resurgam’ was built here in 1878. The disused units
were bought by a private developer who has renovated the buildings
and converted them into offices for small businesses.

The Association moved from Woodchurch Road to Marcus Street in
April 2007. The office was formally opened by the Rt. Hon. Frank The worlds first
Field MP. It was a great pleasure to welcome Frank back to Family powered submarine

. . . . was built in the
Housing as he has a long standing involvement with the Association. development where

He has formally opened some of our developments in the past, Family Housing
including The Lindens and St. Aidens Terrace. Association has it’s
new office.
Resurgam was built
here in 1878

Our new office is a great improvement over our previous
accommodation. It has a private interview room available that is
accessible from the reception. It is accessible to wheelchair users
and has a much larger, more comfortable reception area. The office
is also physically larger, which will allow the Association to expand.

Situated close to Corporation Road, the new office is half a mile from
Birkenhead’'s Shopping Centre. There is also plenty of parking

available.




Energy
Performance

Certificates

Energy
Performance
Certificates show
how energy efficie
a home is. During
2007 the
Association took
part in a pilot
scheme with Wirra
Methodist Housing
Association to
obtain Energy
Performance
Certificates for its
homes. The projed

was a Success an(

we now have Energy
Performance
Certificates for
three quarters of
our homes. The
remainder will be

obtained during

2008.

PERFORMANCE INDICATORS 2007

RENT COLLECTION, RENT ARREARS & RENT LOSSES

This This National
RSL 2007 RSL 2006 Average
Total Rent Arrears 3.41% 2.10% 5.20%
Rent Lost due to
vacant dwellings 1.01% 0.94%
Rent Written Off 0.28% 0.34%

STOCK CONDITION
Average SAP Rating 63 63

Failing Decent

Homes Standard 10.1% 10.9%
TENANT SATISFACTION

Tenant Satisfaction

Overall 98%* 98%
Tenant Satisfaction

with Participation 83%* 83%

*Last independent ‘STATUS’ Customer Satisfaction Survey in 2006

MANAGEMENT & MAINTENANCE COSTS PER UNIT
Management Cost 1,004 954
Maintenance Cost 1,898 1,453

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 5.44 5.64

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 reduced in 2007 due to the
high level of investment in our planned maintenance programme. It is expected
to increase significantly when this programme in scaled back in 2010 as all our
properties will then meet the Decent Homes Standard.

Net Interest Cover 1.25 2.43

GEARING measures the extent to which the Association is financed through
borrowing.
Gearing 10.12% 10.47%

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.
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FINANCE REVIEW

The Association made a relatively small surplus again this year, mainly due to
the five year programme of cyclical works. This year, the third year, saw a
spend of £453,000 with an additional £95,000 being invested in double glazing
for 59 properties. This brings the total spend so far to £1.35m with another
£1.08m to be spent by the time the programme is completed in 2009.

During the year, the Association moved to new office premises, the net cost
after the sale of the old office premises being £225,000.

The Association had £1.1m in cash reserves at the end of 2007, however, it is
committed to purchasing eight new units in Leighton Road in early 2009 which
together with the refurbishment of Caroline Place in 2008 and the continuing
cyclical programme will turn this surplus into a £500,000 borrowing requirement
by early 20009.

That said, by the end of 2009, the Association will have a housing stock that
fully complies with the Decent Homes Standard and should be relatively
inexpensive to maintain in the medium term, returning the Association to levels
of surplus which will allow continued development of new housing property.

Five Year Summary

The Finance &
Resources
Committee meets
six times a year to
help ensure that oy
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

=

2007 2006 2005 2004 2003
How surpluses have been invested £'000s £'000s £'000s £'000s £'000s
Long Term Finances
Total cost of housing, land, buildings, 14,397 13,995 13,786 13,823 14,246
offices and equipment
Less Grants and Depreciation (8,669) (8,656) (8,509) (8,558) (8,990)
Net cost of assets 5,728 5,339 5,277 5,265 5,256
Less loans secured on those assets (1,554) (1,585) (1,618) (1,648) (1,680)
Retained surpluses invested in long term 4,174 3,754 3,659 3,617 3,576
assets
Short Term Finances
Receivable from management agents, 112 102 95 83 113
tenants and other short term assets
Cash Reserves 1,138 1,455 1,544 1,280 753
Less payable to contractors & suppliers (197) (245) (388) (350) (44)
Retained surpluses invested in short term 1,053 1,312 1,251 1,013 822
assets
Total retained surpluses 5,227 5,066 4,910 4,630 4,398
Annual Surplus
Tenants rents and service charges 1,158 1,111 1,076 1,056 1,045
Bank interest and other sundry income 62 52 55 44 17
1,220 1,163 1,131 1,100 1,062
Less services, repairs and administration (1,059) (1,007) (850) (868) (673)
Surplus for the year 161 156 281 232 389

5




How money was spent during 2007

Management Professional Fees

Costs

Insurance

Mortgage Interest

Response
—  Repairs
Service Costs ——
Void
— Repairs
Surplus —
Aids & Improvement
Adaptations 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



