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As highlighted in our previous newsletter, the Association is
in the process of transferring the rent accounting work from
Smith & Sons to its own staff. During the transfer we will
contact every tenant individually to explain what they need to
do.

During 2009 our tenants will start paying their rent directly to
us rather than Smith & Sons. The work is being transferred
in three phases.

Our tenants in Port Sunlight and Bromborough will begin
paying direct from Monday 30th March 2009. Our tenants in
Wallasey will begin paying direct from Monday 1st June
2009. Our tenants in Birkenhead will begin paying direct
from Monday 3rd August 2009.

We will contact our Tenants in plenty of time to explain what
needs to be done. Please continue to pay Smith & Sons in
the normal manner until we ask you to do otherwise. For
those tenants who get Housing Benefit, we will arrange with
Wirral Borough Council for the payments to be paid directly
to us rather than Smith & Sons.
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As part of our commitment to deal with anti-sodahaviour, the
Association has introduced Starter Tenancies far te@ants.

A Starter Tenancy has less rights than an Assuesdhricy and
should a new tenant behave anti-socially, the Aatioa can evict
the troublesome tenant more easily.

Over the first twelve months, the conduct of nenatgs will be
monitored. Towards the end of the twelve monthigoeithe
Operational Services Committee will decide whetbach tenan
can be offered an Assured Tenancy.
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Do you feel that your rent is too high? ”.i

Deciding how much rent to charge for each of our
properties used to be a very difficult decision. There was
always a great deal of debate over how to keep the rents
affordable whilst ensuring the Association had enough
money to maintain its homes, as well as provide enough
funds for some modest development.

The government took control of our rents in 2002 when it
introduced a programme of ‘Rent Restructuring’. The
government’s plan was that similar homes should be at the
same level of rent, regardless of which social housing
landlord provided it, whether it be a housing association
home or council home.

To achieve this the government introduced a formula to
calculate a target rent for every social housing home. All
social landlords have to ensure that their homes have
reached this target rent by 2012. The formula to calculate
each rent includes the value of the property, the number of
bedrooms and average local earnings. Every year we
review our Rent Restructuring plan so that the rent
increases in equal steps to the government’s target rent by
2012.

During the 2006 Customer Satisfaction Survey, our tenants
identified ‘Minimising Rent Increases’ as the Association’s
highest priority. Whilst the Association recognises that this
IS a very important issue, it can do very little to affect the
rent you are actually charged.




%

$

*$

& (




New Staff
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the national
conversation

We are the Tenant Services Authority, the new @gulfor affordable housing.
We launched on 1 December 2008, having taken tnerdgulatory powers of the
Housing Corporation. We believe housing matters, #iat access to good quality
housing improves lives. Our goal, quite simplytdgaise the standard of service
for tenants.

How are we making this happen?

First and foremost, we are a champion for tenargtarding up for their interests
and aspirations, and putting their needs first.r&tege some 10 million people ir
England living in one form of social housing or e — and a further 5 million
who can’t afford to buy a home but who aren’t cdesed needy enough to be
allocated a home to rent.

We’'re here to work for them all. We want landlotdsdeepen and accelerate ho
they work with tenants — allowing the very peopleose lives are affected by the
quality of their landlord’s services to have a daythe way their homes are
managed.

We are challenging providers. This starts with ligmaing them to be financially
viable and well governed. We're working with theenrhake sure that is a given.
But we want more too. The gap between excellentnaediocre affordable housing
services today is both inexplicable and unacceptablso we’re working with

tenants and landlords to help providers raise tyaine.

And we will shape the sector. We're helping to teemore choice — in the way
housing is managed, in the choices offered to tspan the kinds of tenure
available, in the landlords who provide it andhie wvay providers raise funds.

We are going to make much better use of the ddtacted from landlords and
make that data readily accessible to providersy thaards and their tenants. We
believe better access to information will help pdevs to improve constantly.

As a regulator we believe in proportionate regalatiThat means where provider:
are strong and tenants are satisfied, there shommulekry little for us to do. Where
standards are slipping, governance is weak, firmrgile and/or tenants are
unhappy, we will intervene to get things done.




To achieve all of this, we have to act intelliggndiecisively and confidently. Ou
focus is on performance, both of the landlords wekwwith and the people we
employ. Only in this way will the Tenant Servic&sthority be a real catalyst for
change, one that will transform the sector and awprthe quality of life for millions
of people.

As a regulator we believe in proportionate regafatiThat means where providels
are strong and tenants are satisfied, there shmubdery little for us to do. Where
standards are slipping, governance is weak, firmrfcegile and/or tenants ar
unhappy, we will intervene to get things done.
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When is all this happening?
To understand what issues matter most to tenamt)e®d to listen to their views.
So, from January to the end of March 2009, we'ringgdo hold a nationwide
conversation with tenants, going out to meet thaoe fto face and find out fron
them what services they need and standards thecexp

Only then can we begin to develop a regulatory éanrk that puts tenants
priorities first. Which means that in spring 200@sed on what we’'ve heard, we’
consult further with both tenants and landlordshape a system that will do jus
that. Then in the summer, we’ll publish a formahsaltation on the detail of ou
plans, and begin implementing the new regulatagn&work in the autumn.

— —

Whilst we develop our new ways of working we widintinue to regulate using thg
older powers of the Housing Corporation, but with @anapologetic focus on
financial viability during these difficult economiitnes.

D

Once we have completed the consultation on thefreemework, we will turn on the
extra powers in the 2008 Housing and Regeneraticinti#at established the TSA
Those powers provide us with a much better ‘tobtkiintervene to get things sorte
for the benefit of tenants.

e

In spring 2010, the TSA is likely to become resploesfor all affordable housing,
whether it's provided by local authorities, armesijth management organisations pr
housing associations. Private landlords will besdblregister as providers of socigl
housing too.

All this adds up to one of the biggest shake upfordable housing in decades, and
one that will allow social housing tenants — no teratvho their landlord is — to
receive the very highest standards of service.

Visit the national conversation website at www.rmatalconversation.co.uk




11

2.1

3.1

3.2

3.3

4.1

4.2

-

During 2008 the Association developed its Resident Involvement

Statement in conjunction with its Customer Panel.

1) Purpose

Our Involvement Statement sets out how the Association will involve
its residents in its work. The Association recognises the importance of
meaningful resident involvement and this document will detail how
this will be achieved.

2) Board Membership

The Association will aim to have at least one Tenant as a Board
Member at all times. Tenant representation at Committee level will
also be actively encouraged. Should a Tenant Board Member resign,
or their status as a tenant change, the Association will actively
promote the vacancy to residents in its newsletters. The number of
Tenant Board Members will be reported each year in our Annual
Report.

3) Customer Panel

The Association has a Customer Panel that meets to discuss all
aspects of the Associations work. The minutes of the Customer Panel
meetings will be discussed at the subsequent Board Meeting to
ensure the views of the Customer Panel are considered.

The Association will promote membership of the Customer Panel with
the goal of having representation from the three main areas where
the Association operates (Birkenhead, Wallasey and Port Sunlight).
The Association will promote alternative forms of involvement such as
via postal questionnaire, telephone interviews, e-mail or through the
web site. The goal will be to involve hard to reach groups such as the
elderly, young, disabled or those from minority groups.

4) Openness and Accountability

The Association will be open and honest with its residents. Residents
will be kept informed of the work of the Association through its Annual
Report, twice yearly newsletter and through a website.

A breakdown of how money was spent will be included in the Annual
Report to clearly indicate to residents how money from their rents has
been invested. This information will contribute towards promoting
openness whilst stimulating debate.




4.3

4.4

The Association will publish details of its performance in its Annual
Report.  Performance relating to repairs, housing management,
customer satisfaction and customer service will be compared with
performance from previous years as well as comparison with our
peers where data is available.

The Customer Panel will receive the same Key Performance
Information as is presented to the Board.

5) Capacity Building

5.1

5.2

The Association will provide details of appropriate training courses
available to members / prospective members of its Customer Panel
where attendance could help people meet their own aspirations for
involvement.

The Association will work to reduce barriers to participation by
offering appropriate support such as travelling expenses or
childcare expenses.

6) Service Targets

6.1

The performance targets adopted by the Association will be agreed
in consultation with the Customer Panel.

7) Influencing Investment & Development

7.1

Any major investment or development projects will be discussed
with and approved by the Customer Panel prior to implementation.
By allowing residents to influence major works the Association aims
to increase levels of commitment to both the Association and in the
neighbourhoods where it operates.

8) Assessing Effectiveness of Involvement

8.1

8.2

The Association will carry out an annual impact assessment with its
Customer Panel in accordance with Government guidelines. The
impact assessment will include specific objectives that have been
identified by residents. Measurable targets will be agreed along
with an action plan to achieve them. The performance of the
Association against those targets will be reported to the Customer
Panel.

Following the completion of each annual impact assessment the
Customer Panel will review the Involvement Statement and the
Association’s performance in relation to it. The results of the
assessment will be reported to the Board.




Locking yourself out can be expensive!

One of the most common re-chargeable repairs occurs
when a tenant locks themselves out or loses their keys.

The Association does not keep spare keys for any of its
properties so when this happens we send out a contractor
to break in, change the locks and supply a new set of keys.
This can often cost over £70 and would have to be paid by
the tenant.

It is often good practice to leave a spare set of keys with a
trusted relative, friend or neighbour. Make sure you never
put your address on a keyring as this could be used by
someone dishonest if they found your keys.
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Problem with mould around doors or under windows?

What is Condensation?

Air can contain water. Water carried in the air is called water vapour. The
amount of water vapour that air can hold depends upon how warm the air is. The
warmer air is, the more water it can hold. If warm air comes into contact with a
cold surface such as a mirror, a window or even a wall, the air is forced to release
water as it cools. As this water is released it forms tiny droplets of water on the
cold surface — known as condensation.

People release large amounts of water vapour into the air through breathing,
cooking and washing so condensation can be a problem in any home.

Tips for Reducing Condensation

1) Keep your kitchen and bathroom doors shut when you are cooking,
washing and bathing to stop the moisture spreading around the home.
When you have finished, open the window* and close the door for a while
to let the moisture out.

2) When drying clothes in a room or on a radiator, keep the window* open
slightly and the door shut. If you have a tumble dryer, make sure it is
vented outside — if not open the window* to let out the moisture.

3) Ventilation is very important. Keep window trickle vents open as much as
possible. Try to get into the routine of opening some windows* slightly
each day to change the air.

4) If you have an extractor fan in your kitchen — use it whenever you are
cooking.

5) If you have an extractor fan in your bathroom — use it whenever you are
bathing or using a shower.

6) Don't overfill cupboards and wardrobes. Always make sure some air can
circulate by fitting vents in the wardrobe doors and leaving a space at the
back of shelves.

7) Try to leave an air gap of at least a few inches between items of furniture
and the walls.

8) Keeping your home warm will reduce condensation. Central heating or
electric heating produces heat without adding water to the air. Avoid
portable gas heaters or paraffin heaters as they produce lots of water
vapour that could make condensation worse.

9) De-humidifiers are effective at reducing condensation but can be
expensive if left running all the time.

*Always make sure windows are secure when your home is not occupied
and at night. Most modern windows can be locked se  curely whilst slightly
open to provide ventilation.

If you have followed this advice but are still having problems, contact the office on
0151 647 5000.

J




4 )

Neighbourhood Watch (in some
areas known as Home Watch), |is
one of the biggest and mogt
successful crime prevention
schemes ever. It is based ¢n
simple ideas and values that gre
shared by many people around the
country.

Put simply it is 'Getting together
with your neighbours to reduce
local crime and disorder in the bid
to make your neighbourhood |a
safe and better place to live, wolk
and play'.

Neighbourhood Watch is not just
about reducing crime — it is about
building community spirit and
good relations. It brings locdl
people closer together with
common goals; to tackle crimg
and disorder and to keep an eye [on
each other's property.

For more information speak t

Mark at the Office on 647 5000.
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If you are dissatisfied with
the service we provide we
have a simple complaints
procedure so that you know
who to complain to and how
quickly we will respond.

Contact the office for moré
details and an informatio
leaflet.
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(Birkenhead & Wirral) Ltd
Marcus House
Marcus Street

Birkenhead
CH41 3NY

Telephone : 0151 647 50Q0
Fax : 0151 647 500§
e-mail:admin@familyha.org
web:www.familyha.org

Out of Hours Emergency Repa¥'s
0845 345 7804




