


Contents

Page 3 Board Members and Staff

Page 4 Report of Chairman and Chiefdakve
Page 6 Housing Management Review
Page 8 Housing Management Statistics
Page 9 Rents Payable

Page 10 Property Services Review

Page 12 New Development

Page 13 Introduction of Starter Tenasicie
Page 14 Performance Indicators

Page 15 Finance Review

Family Housing Association Staff Structure

Keith Molony
Chief Executive

Mark French
Housing Manager Office Manager

|—|—| % |

Collette Byrne Dawn Keenan Pam Fewtrell Helen Stonley
Admin Officer Admin Assistant Admin Assistant Clerical Officer




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 R Pasha
Mrs A Watkins

Probation Officer

Retired Teacher

Retired Accountant
Retired Civil Servant

(Sadly, Alan passed away in January 2009)

Retired Mechanical Engineer

Housing Officer; Registered Social Landlord

Solicitor
Retired Day Care Manager

Officers of the Association

Chief Executive
Housing Manager
Office Manager
Administrative Officer
Clerical Officer
Administrative Assistant
Administrative Assistant

Consultants

Banker

Consultant Architect
Building Society
Accountant

Solicitor

Property Consultants
Auditor

Keith Molony
Mark French
Rita Ludden
Collette Byrne
Helen Stonley
Dawn Keenan
Pam Fewtrell

Royal Bank of Scotland
Paddock Johnson Partnership
Nationwide Building Society
Hailwood & Company
Steggles Solicitors

Smith & Sons

Duncan Sheard Glass

It is with great
sadness that the
Association has to
announce that Alan
Jones passed away
in January 2009.

Alan served on the
Board for over three
years and despite
fighting terminal
illness for much of
that time, Alan
continued to attend
meetings. His
knowledge,
experience and
warm personality

will be sadly missed
by everyone at the
Association.

New Staff

The Association
has appointed three
new staff as part of

its re-structure to

bring in the rent
accounting work
from Smith and
Sons. Mark French
has joined the
Association full time
as Housing
Manager following
his 2 year
secondment. Dawn

Keenan and Pam
Fewtrell have joined
the Association as

Admin Assistants.




“ We were delighte(|
to start on site with
our first new build
development for
several years at
Leighton Road in
Tranmere. This
project was
successfully
completed and we
are now the proud
owners of four
attractive bungalows;
and four family
houses”

REPORT OF CHAIRMAN AND CHIEF EXECUTIVE
40 YEARS OF PROVIDING HOMES 1968 —2008

In 2008, Family Housing Association celebratedt8 anniversary and the
year also marked the move to our new office accodanon at Marcus
House in Birkenhead.

We were delighted to start on site with our firetwbuild development for
several years at Leighton Road in Tranmere. Thogept was successfully
completed and we are now the proud owners of ftuacive bungalows
and four family houses. All homes have been sufwésdet and the new
residents are very pleased with the standard af tleev accommodation.
The project was entirely self financed with thephef a loan from the
Royal Bank of Scotland, and without recourse tdlipifanding.

We have also continued with our five year plannedintenance
programme to bring all of our properties up to tladional Decent Homes
Standard. This involves kitchen and bathroom regptaents, provision of
double-glazing and internal and external repairsene current provision
fails to meet minimum standards. The financial ietaf this work are
contained within the Finance Review Section atehd of the report and
the investment clearly demonstrates our commitntemnaintaining our
homes to a good standard.

During the year, the Board made an important agdifstant decision to
bring in-house the Housing Management and RenteCwdin Services
currently provided by our long standing partnemsjtB and Sons. We have
enjoyed a strong and productive relationship ovanynyears, but we
simply felt that the time was right for us to take control of our own
affairs. We are however, indebted to Smith and Sonsheir support and
professionalism and the assistance they have dffeueing the period of
transition as we set up our own systems and arma@ges to smoothly
transfer operations.

As a result of this change, we have appointed Madgnch as Housing
Manager on a permanent and full time basis. Heverseeing and co-
ordinating the project to ensure the transfer isemmless and smooth as
possible.

In addition, we were very pleased to welcome twav redministrative
Assistants, Dawn Keenan and Pam Fewtrell, who lvélp us provide the
In-house service. Both ladies have significant HuaysAssociation
experience and have settled in well with their meleagues.



Another important decision taken by the Board dytime year was for the
Association to join the Wirralhomes Choice Basettihgs Scheme. This
means that by the beginning of 2010, the Assoaiatitl no longer operate
its own waiting lists for applications for accomnadidn. Instead we will
join the scheme already signed up to by all otbenlly based Housing
Associations whereby applications are held on aw@ral register. It is
from this register, that new applications will bawn for empty properties.

Our Customer Panel has continued to meet as negessd we were very
pleased to welcome two additional residents, Goldennett and Barbara
Tierney, to their first meeting. They join existiiganel Members Charles
Jones, Alan Button and lan Robertson.

The Internal Audit function is carried out by theaidkt Department of
Wirral Borough Council. During the year risk basegtiews were carried
out on Corporate Governance, Payments and Purghasid Income and
Grants. The controls in operation were found tgpbdorming effectively

. . “Our Customer
and all recommendations made have been acceptie Byssociation.

Panel has continue}
to meet as necessaly,
We also received a satisfactory External Audit repo and we were very

pleased to welcome}
It is with sadness that we have to report the deftklan Jones, one of our ~ two additional
committed Board Members, who died in January 2@0an had been a Dreensr'gftn;’ dGI??a:(rjt?;m
Board Member since September 2005 and had himskdfived his wife Tierney, to their firsf
Shelah on to the Board after she had sadly die20bv. He was a true meeting’
gentleman who strongly supported the ethos of tegodiation to provide

homes for people in housing need.

Finally, as ever, it is the Board Members and Stdfé put the effort in to
make things happen. Their commitment to the highe&tls of customer
service coupled with their drive and skill are tkey factors that help
maintain our success.

Richard Hamilton KeNtolony
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 C. Jones

HOUSING MANAGEMENT REVIEW

Housing Management involves all the day to day
management of our properties. During 2008 the
Association took the decision to bring to an end its
Management Agreement with its managing agent, Smith &
Sons. The Association has been putting in place the
resources necessary for the transfer of the rent accounting
work to its own staff during 20009.

The Association has been working hard to improve the time
it takes to re-let a property when a tenant leaves. During
2008 it took an average of 10.5 days for the Association to
re-let a home, which is a significant improvement on our
performance in 2007 when it took 21 days.

Rent arrears performance has remained strong. Our tenant
arrears at the end of 2008 was 3.9% of our annual income.
It is important that the Association does not allow rent
arrears to climb to high levels. High rent arrears would
mean that the Association would have less money to repair
and improve its homes.

The Association has continued to work hard to resolve
neighbour disputes. Association Staff spend significant
amounts of their time trying to help neighbours resolve their
differences.  The Association has worked with Wirral
Mediation Service to try and resolve more significant
problems. Some problems have been caused by our
residents behaving anti-socially and the Association has
worked to put a stop to this anti-social behaviour.



RENT LEVELS

The rent for each of our homes is set in accordance with a
Government formula. The formula includes the value of the
property, average local earnings and the number of
bedrooms.

The Association was required by the Housing Corporation
(now replaced by the Tenant Services Authority) to develop
a rent restructuring plan that ensured that all of our homes
reach their calculated target rent by 2012.

The Association’s plan increases rents in equal steps in
order to reach the target rent by 2012. The maximum
amount a rent can increase each year is limited to inflation
(RPI) + 0.5% + £2.

ALLOCATIONS AND LETTINGS

The Association owns properties in Birkenhead, Wallasey,
Port Sunlight & Bromborough. Demand has remained fairly
strong during 2008 and the Association has received ample
applications to maintain its waiting lists. The Association
has continued to regularly request nominations from Wirral
Borough Council.

During 2008 the Association considered joining the local
Choice Based Lettings Scheme, Wirralhomes. The scheme
was considered in detail and the impact of membership on
the Association and its customers was assessed. The
Board approved our membership of Wirralhomes in January
2009. The Association is planning to join Wirralhomes
towards the end of 2009 when the remainder of its waiting
lists will be transferred over to the scheme.

PORT SUNLIGHT
VILLAGE FETE

The Port Sunlight
Village Fete was 1
great success again in
2008.

Family Housing
Association sponsored
the Dog Show and we
are very grateful to ouir
resident, Tony Joneis
for organising the
event. Over 100 dog|s
took part.

This years ‘Best in
Show’ went to Tundrii
who is pictured belowr
with her owner.



VOID REPAIRS

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

In 2008 the
Association carrieg
out 147 repairs,
costing over
£45,465, to get
properties ready tq

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 thg
cost of these repaifs
through the courts

HOUSING MANAGEMENT STATISTICS
AS AT 31st MARCH 2009

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)

364
362
2

208
103
105

156
71
85

138
93
120
13

Tenancy Position

Assured Tenancy 317
Secure (Fair Rent) 35
Assured Shorthold (Starter) 9
Other 1
Tenancies Commenced

Assured 27
Secure (Transfer) 1

Starter (Assured Shorthold) 9

Council Nominations 7

Starter Tenancies

Converted to Assured 0
Tenancy Extended 0
Tenancy Ended 0

Applications for Waiting List

Considered 68
Approved 47
Rejected 21
Deferred 0

Waiting List Length

1 Bedroom 24
2 Bedrooms 25
3 Bedrooms 13
4 Bedrooms 3
5 Bedrooms 0
Elderly 6

Tenant Status

Single Person 27%
Single Parent 25%
Family 27%
Elderly 21%



RENTS PAYABLE
Average rents by property size
ASSURED TENANCIES

No of Average
Properties  Net Rent

1 Bedroom 124 £61.44
2 Bedroom 84 £62.08
3 Bedroom 109 £73.18
4 Bedroom 11 £81.34
Total 328 £66.17

SECURE (FAIR RENT) TENANCIES

No of Average
Properties  Net Rent

1 Bedroom 13 £55.96
2 Bedroom 9 £60.11
3 Bedroom 11 £66.95
4 Bedroom 2 £70.64
Total 35 £61.21
Overall Average of Rents £65.70

(One property has unregistered regulated tenancy at fixed level)

Rent Roll (at 31st December 2008) £1,225,126

Total Outstanding Arrears £58,613
Housing Benefit Arrears £16,686

RESIDENT
INVOLVEMENT

The Association aims
to keep residents at the
heart of all its work.
Consultation with
residents forms an
important part of our
improvement
programme so that wg
can offer tenants a
choice.

The Association’s
Customer Panel is
involved in all aspect
of the Association’s
work from reviewing
our policies to
approving our
Business Plan.

The Association alsa
has a Board Membe
who is also a Tenant
This helps to ensure
that our residents’

views are representefl
within our governancsd
structure




The Customer Pane
is involved in all
aspects of the
Association’s work
and meets on a
regular basis. It
ensures our tenants
views are represente d
in all our work.

The Customer Pane
Members are:

Mr A. Button
Mr G. Dennett
Mr C. Jones
Mr |. Robertson
Mrs B. Tierney

PROPERTY SERVICES REVIEW

PLANNED MAINTENANCE

During 2008 the Association invested over half a million pounds in its
planned maintenance programme. This programme is designed to
ensure that all of our homes meet the government’s ‘Decent Homes
Standard.” The programme in 2008 continued to focus on our
properties in Birkenhead.

As part of the programme, 58 properties have had new kitchens and
66 properties new bathrooms. UPVC double glazed windows and
doors have been installed in 35 properties. We have also upgraded
the smoke alarms and extractor fans in 72 properties. The
programme also ensures that any general repair work needed is also
carried out.

The Association is committed to providing choice for our residents
and wherever possible our residents’ preferences have been
accommodated.

Bringing all our properties up to the Decent Homes Standard has
taken five years and cost the Association over two million pounds.
Although the initial five year programme is coming to an end, the
challenge of ensuring all of our homes meet the Decent Homes
Standard is ongoing. The age of individual property elements
increases each year and homes that meet the standard this year
could fail the standard next year. For this reason the Association
maintains detailed records regarding the condition of its homes. We
plan into the future to ensure that we identify those homes that will
need investment in order to remain compliant with the Decent Homes
Standard.

GAS AND ELECTRICAL TESTS

In addition to the planned maintenance programme, during 2008 the
Association spent over £33,000 as part of an ongoing programme to
test the electrical installations in all our homes. The Association also
spent over £17,500 on its annual gas servicing programme.




REPAIRS PERFORMANCE

Number of Day to Day Repairs 1,124

Target No Success Rate
Emergency 1 day 78 100.0%
Urgent 5 working days 688 95.9%
Routine 21 working days 358 95.2%
Repairs Expenditure 2008
Planned Maintenance Programme £571,000
Day to day Repairs £167,201
Void Repairs £45,465
Total Cost of Repairs Service £783,666

REPAIR SATISFACTION QUESTIONNAIRES

The Association sends out questionnaires to all tenants who have
reported a repair. Those tenants who return a completed
questionnaire are entered into a monthly prize draw for store
vouchers. The questionnaires provide us with valuable information
to help us improve our service.

In addition, the Association contacts 10% of those tenants who do
not return their questionnaire and complete their questionnaire over
the phone in an effort to gain feedback from hard to reach groups.
The overall response rate for 2008 was 43%.

The results of the questionnaires for 2008 are:

Appointment made? 95.7%
Appointment kept? 97.7%
Family Housing Staff polite? 100.0%
Contractor polite? 99.2%
Contractor showed identification? 96.5%
Contractor tidy? 99.4%
Repair completed in one visit? 85.9%
Customer satisfied with service? 97.6%

Customer
Satisfaction
Questionnaires -
Sample Response s

“The repair was
carried out with
minimum fuss, no
mess and in a
courteous manner’

“ A part was
needed to effect th
repair. During the
time waiting for
the part | was
always kept
informed
concerning the
completion of the
repair’

(o]

“Phoned in the
repair. Contractor
called within the

hour. Very
professional and
courteous. Well
done.”

“ Everything fine
and pleasant &
prompt. Thank

you.”

2008 Repair
Questionnaire Prize
Draw Winners

Jan: Mrs S.Kelly

Feb: Miss C.Upton
Mar: Mr G.Munns
Apr: Mrs P.Beedles
May: Miss C.Mearns
Jun: Miss F.Robinson
Jul: Mr S.Whitlock
Aug: Mr A.Knight
Sep: Ms J.Costigan
Oct: Miss L.Parsons
Nov: Mr R.Shackleton
Dec: Mr T.Martin



Rent Accounting

For many years the
Association has
worked with Smith
& Sons who have
collected rent on
our behalf and
managed our rent
arrears. The
relationship has
been productive
and we are grateful
to Smith & Sons for
keeping our Rent
Arrears amongst
the lowest in Wirral.

There has been a
growing desire
within the
Association to take
control of our own
affairs. The
decision was taken
in early 2008 to
bring the contract
with Smith & Sons
to an end and for
Association Staff to
carry out the work.

The work is
transferring in three
phases to ensure
that our residents
get the appropriate
support during the
transfer, with our
Port Sunlight &
Bromborough
properties
transferring first,
followed by our
Wallasey properties
then finally our
Birkenhead
properties in
August 2009.

NEW DEVELOPMENT

The Association has been working with Venture Housing Association
for a number of years to develop an area of land in the Tranmere
Regeneration Area. The land on Leighton Road offered the
Association the opportunity to build eight new homes but the project
took many years to come to fruition due to complications with
planning and negotiations with residents adjoining the development
site.

Work started on site in early
2008 and the properties were
completed in February 2009.
The partnership with Venture
Housing Association enabled
both Associations to benefit
from the economies of scale
that can be realised with a
larger project.

Following a tendering exercise, Paddock Johnson Partnership were
appointed as Architects and Mellwood Construction commissioned to
build the homes. The project was completed within budget at a total
cost to the Association of around £950,000 for four 2 bedroom
bungalows, two 3 bedroom houses and two 4 bedroom houses.

The bungalows benefit from being accessible to disabled residents
with wide doorways and level access showers. All the properties
benefit from double glazing, central heating with condensing boilers,
intruder alarms, fitted kitchens, off road parking and front and rear
gardens.

The tenants moved in
during February 2009
and appear to have
quickly settled into their
new homes.

Their initial reaction to
the design and quality of
the build has been very
encouraging.




INTRODUCTION OF STARTER TENANCIES

There has been growing concern within the Association about the
amount of time our staff have had to spend trying to resolve cases of
anti-social behaviour. In many cases a tenant’s behaviour has been
unacceptable within a short time of their tenancy starting but the
options available to prevent anti-social behaviour recurring were
fairly limited.

During 2008 the Association considered the introduction of Starter
Tenancies as a way of reducing anti-social behaviour by new
tenants. In March 2009 the Association’s Board approved our new
Starter Tenancy Policy. This new policy means that all new tenants
of the Association are given an Assured Shorthold Tenancy initially,
which is effectively a 12 month probationary tenancy. When new
tenants are given their tenancy agreement the conduct we expect is
explained and examples of behaviour that could put their tenancy at
risk are discussed. All new tenants are also given a leaflet
explaining our Starter Tenancy Policy and how and when their
tenancy will be reviewed.

All Starter Tenancies are reviewed periodically by the Operational
Services Committee. As the twelve month probationary period nears
an end the Committee considers the conduct of the Tenancy and if
appropriate offers the tenants a full Assured Tenancy. If there have
been some problems with the tenants conduct the Committee can
choose to extend the Starter Tenancy for a further period, or if there
are serious issues, the Committee can bring the tenancy to an end.

The Policy is designed to prevent anti-social behaviour from
occurring and it is hoped that it will help new tenants to integrate into
their communities. However, if a new tenant does behave in an anti-
social manner towards their neighbours, local community or towards
Association Staff or Contractors, it gives the Association a powerful
tool to help resolve the situation.

The use of Starter Tenancies will be carefully monitored to consider
their impact and effectiveness. The number of tenancies converted
into full Assured Tenancies will be reported in the Housing
Management section of this and future Annual Reports, along with
the number of tenancies ended and the number of tenancies
extended.



Choice Based
Lettings

For many years thg
Association has
operated a waiting
list system to
allocate its homes

In 2009 the
Association decide
to join the local
Choice Based
Lettings Scheme,

Wirralhomes.

Wirralhomes
advertises
properties that are

available to let fro
local Housing
Associations and
anyone interested
can register their
interest. A list of
those interested i
then sent to the
Association for ou
consideration.

The list is ordered
by housing need
then length of time
registered on
Wirralhomes.

The Association
will carry out a
home visit and seg
references before
offering the
property to the first
suitable candidate
on the list.

PERFORMANCE INDICATORS 2008

RENT COLLECTION, RENT ARREARS & RENT LOSSES

2008 2007
Total Rent Arrears 3.90% 3.41%
Rent Lost due to Voids 0.54% 1.01%
Rent Written Off 0.46% 0.28%
STOCK CONDITION
Failing Decent Homes 7.4% 10.1%
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 995 1,004
Maintenance Cost 2,208 1,898

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 6.02 5.44

NET INTEREST COVER demonstrates the number of times over that the
Association can afford to pay the interest on its loans. Adjusted Net Interest
Cover is also provided and represents net interest cover, which has been
adjusted by the additional expenditure on our current planned maintenance
programme. The planned maintenance costs of £571,000 for 2008 should be
no more than £200,000 in future years once the improvement programme is
complete. This figure allows for refurbishment of those properties which are
currently decent homes compliant but will require additional spend in future
years to maintain this status.

The Adjusted Net Interest Cover shows what the interest cover should increase
to when the improvement programme is complete, based on our projected
planned maintenance expenditure in the future.

Net Interest Cover 0.31 1.25
Adjusted Net Interest Cover 3.52 3.40

GEARING measures the extent to which the Association is financed through
borrowing.

Gearing 9.90% 10.12%

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

As planned, the Association made a small deficit this year due to continuing
investment in the five year programme of cyclical work, 2008 being the
penultimate year. The spend this year was £571,000 with an additional £85,000
invested in double glazing to 46 properties. This brings the total spend so far to
just over £2 million with a further £580,000 to be spent in 2009.

During the year, the refurbishment of six existing units in Caroline Place was
completed. The total cost of the project was around £270,000, the units were
fully let by the second half of the year.

Although cash reserves stood at £728,000 by the end of 2008, additional
borrowing of £600,000 was required early this year to fund the acquisition of
eight units at Leighton Road at a cost of around £950,000.

There is again a small budgeted deficit in 2009, but the Association is expected
to return to permanent surplus from 2010 onwards once the five year
programme of cyclical work is complete.

Five Year Summary
2008 2007 2006 2005 2004
|[How surpluses have been invested £000s £000s £'000s £'000s  £'000s

|Long Term Finances

Total cost of housing, land, buildings, 14,753 14,397 13,995 13,786 13,823
offices and equipment

Less Grants and Depreciation (8,827) (8,669) (8,656) | (8,509) (8,558)
Net cost of assets 5,926 5,728 5,339 5,277 5,265
Less loans secured on those assets (1,521) (1,554) (1,585) (1,618) (1,648)

Retained surpluses invested in long term 4,405 4174 3,754 3,659 3,617
assets

Short Term Finances

Receivable from management agents, 117 112 102 95 83
tenants and other short term assets

Cash Reserves 729 1,138 1,455 1,544 1,280
Less payable to contractors & suppliers (104) (297) (245) (388) (350)
Retained surpluses invested in short term 742 1,053 1,312 1,251 1,013
assets

Total retained surpluses 5,147 5,227 5,066 4,910 4,630

Annual Surplus

Tenants rents and service charges 1,191 1,158 1,111 1,076 1,056
|Bank interest and other sundry income 38 62 52 55 44
1,229 1,220 1,163 1,131 1,100
|Less services, repairs and administration  (1,309)  (1,059)  (1,007) (850) (868)

Surplus for the year (80) 161 156 281 232
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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




How money was spent during 2008

Professional Fees \ / Insurance

Response
Management —  Repairs
Costs
Void
Repairs
Mortgage
Interest  ~~_
Service Costs
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
Website www.familyha.org

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

Charitable Housing Association registered with the Tenant Services Authority L1236
Member of the National Housing Federation, compliant with code of governance



