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The Association’s
Board is
responsible for
guiding the
Association’s
business. Our
Board Members
give up their time
freely to help the
Association fulfil its
purpose of
providing quality
homes for those in
housing need.

New Board
Members

During 2009 the
Association
recruited three
new Board
Members.

Pat Fryer joined
the Board following
her retirement as
an OFSTED
Inspector. Prior to
this role Pat spent
many years as a
teacher.

Neil Moffatt works
as Director of
Housing Services
for a large Housing
Association in
North Wales.

Barbara Tierney
is a Tenant of the
Association and
first joined the
Customer Panel
before joining the
Board. Barbara
currently works as
a Senior
Supervisor in a
local school.



“During the year
an independent
Tenant Survey

was carried out,

following on
from earlier
surveys in 2003
and 2006. We
were very
encouraged to
see that our
performance in
key areas such ¢s

resident

satisfaction with
the overall
landlord service,
the repairs
service, and
opportunities for
tenants to get
involved had
again shown
improvements oIl
the earlier

surveys
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REPORT OF CHAIRMAN AND CHIEF EXECUTIVE

Welcome to the 2009/2010 Annual Report, which dostadetailed
information on our performance and service actiwier the last twelve
months.

We have been working hard to maintain all our hoasesomfortable places
to live and we continue to invest in our properttesough our Planned
Maintenance Programme.

Over the last year we have put in place firm fouloas that will help Family

Housing continue to provide good services in theurkt We have

successfully brought in-house all Housing Managdmaed Rent Accounting
services previously provided by our agent Smith &ods. This means tha
we are fully in control of all activities from owffice at Marcus House in
Birkenhead. This provides a one stop shop for atl @istomers, either by
telephone contact or personal visit.

In order to take on these extra roles, three newnlmees of staff were
appointed and they have all settled in extremelyl,veemplementing our
existing staff members and making a positive defifiee to the work we do.

More and more we want to listen to the views of msidents so that we cau
tailor our services to their needs. We have madi#rang start with our
Customer Panel, made up of five residents, meaim@ regular basis to
consider and contribute to our policies, monitorr qaerformance and
influence our work. Two of the Customer Panel Merstare on the Board.

During the year an independent Tenant Survey wagdaout, following on

from earlier surveys in 2003 and 2006. We werg esicouraged to see tha
our performance in key areas such as residenfeais with the overall

landlord service, the repairs service, and oppdrasnfor tenants to get
involved had again shown improvements on the easlieveys, and placed
us in the top ten per cent of landlords nationalWve are proud of this
achievement, but want to work hard to continuentprove. More detailed
information on the results of the survey are car@dilater in this report.

The Tenant Services Authority (TSA), our regulatsrnow well and truly
established and has spent 2009 carrying out anngxee national
consultation with tenants and landlords to see whahportant to tenants as
far as the performance of their landlord is conedrn



The central theme to emerge from the consultativ@rose is tenant
involvement and empowerment in the work of HousMsgociations. Six
new National Standards are the centrepiece of tbe Regulatory
Framework. They describe the outcomes the TSA uwarsee delivered
and the specific requirements expected of all Hmushssociations to
comply. They state that the best forum for theliquaf services to be
discussed, agreed and scrutinised is locally betwémising Associations
and their tenants.

In January 2010 the Association became a membéheoWirralhnomes
Choice Based Lettings Scheme operated by Wirrab@gin Council. This
means that we no longer hold our own waiting lidfisapplicants wish to
have access to our housing, they must register Withalnomes and appl
for our vacancies when they are advertised. Tls¢ wajority of other
locally based Housing Associations are already negsnbf Wirralnomes.

We were very pleased to welcome three new Membars aur Board; Pat
Fryer, a retired OFSTED Inspector; Neil Moffatt, avhs Director of
Housing Services for a larger Housing Associatiamg Barbara Tierne
who is one of our Tenants and also a Senior Sugmarin a local school.

The Audit Department of Wirral Borough Council ¢ad out the Internal
Audit function. During the year, risked based esvs were completed o
Corporate Governance and Repairs and Maintenandee controls in
operation were found to be performing effectiveig all recommendationg
made have been accepted by the Association. We r@&seived a
satisfactory External Audit report from Duncan Sie@lass.

The Association has a Policy Review Programme snienthat our policies
remain up to date and reflect legislative requinet®ieand good practice
Policies are normally looked at in detail by théevant Committee and
Customer Panel, before being considered for apprbyathe Board.
Policies considered during the year included Amici&l Behaviour, Racial
Harassment, Customer Care, Complaints, Income P @iemmunications
Policy, Rent Arrears, the Business Plan, Risk Manant, Allocations and
Lettings, Record Retention, Equality and Diversagd Code of Conduc
for Contractors.

A lot of work goes into the running of the orgarnisa and we would like
to thank everyone including Board Members, Staffi &ustomer Panel
Members for their commitment and dedication to HMamtHousing

Association.
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“Over the last
year we have put
in place firm
foundations that
will help Family
Housing continu¢:
to provide good
services in the

future.”



The Operational
Services Committee
meets every month te
monitor new
tenancies, review rer t
arrears and monitor
repairs.

The Operational
Services Committee
Members are:

Mrs A.Watking(Chair)
Mr R. Calderbank
Mrs P. Fryer
Mrs M. Ireland
Mr C. Jones
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HOUSING MANAGEMENT REVIEW

During 2009 the Association transferred the rent
accounting work from our Managing Agent to our own staff.
This was a major undertaking that included the
development of our own Housing Management Software
and the appointment and training of new staff.

The transfer of work went smoothly and Association Staff
now manage all of our tenant’s rent accounts on a day-to-
day basis. The Association introduced Rent Payment
Cards that allow our tenants to pay in local shops and Post
Offices, by telephone and over the internet. Significantly,
our tenants can now also pay by direct debit, which for
many, is the most convenient way to pay.

Our new rent accounting systems have now been
subjected to external and internal audit and the findings
were very positive.

The time it takes to re-let a property when a tenant leaves
has remained strong. During 2009 it took an average of 23
days for the Association to re-let a home. Whilst this is
slightly longer than the previous year, it still compares
favourably with the national average.

Rent arrears performance has improved from what was
already a strong position. Our tenant arrears at the end of
2009 was 2.6% of our annual income.

The Association has continued to work hard to resolve
neighbour disputes and anti-social behaviour. During 2010
the Association is planning to integrate its anti-social
behaviour procedures into its Housing Management
System. The Association continues to work with Wirral
Mediation Service to try and resolve more significant
problems.



RENT LEVELS

Every year the Association reviews its rent plan to make
sure all of our properties are on target to meet their 2012
target rent.

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

This year’s review was complicated by the fact that we were
expecting an inflation level of around 2% but the actual
inflation figure was —1.4%. As a result, during 2010 some
properties will see small increases, some rents will remain
unchanged and some will be reduced slightly.

MONITORING NEW TENANCIES

All new tenancies are monitored for the first twelve months
by the Operational Services Committee. This includes a
home visit at 6 weeks, 4 months and 10 months. The
results of each home visit are presented to the Committee.

Every six months the Committee formally reviews each
tenancy and decides whether it needs to continue to
monitor each tenant’'s conduct. Once twelve months has
elapsed, provided there are no issues with the tenancy,
such as anti-social behaviour, the Committee will cease
monitoring the tenancy and those tenants with starter
tenancies are converted to assured tenancies.




WIRRALHOMES

The Association
joined the local
Choice Based
Lettings Scheme
Wirralhomes, at
the beginning of
2010.

Prospective
tenants no longer
apply direct to the
Association. The
now register with
Wirralhomes then

apply for our
properties when

they are advertise |

through the
scheme.

Our membership cf

the scheme helps

ensure prospectiv
tenants can choos 2

where they would
like to live.

It also has benefit: .
for existing tenant:
as it gives them fa-

more choice if
their current home
is no longer
suitable and they
want to transfer tc
another property.

HOUSING MANAGEMENT STATISTICS

AS AT 31st MARCH 2010

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)

360
358
2

204
99
105

156
71
85

138
91
119
12
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Tenancy Position
Assured Tenancy

Secure (Fair Rent)
Assured Shorthold (Starter)
Other

Tenancies Commenced
Assured

Secure (Transfer)

Starter (Assured Shorthold)

Council Nominations

Starter Tenancies

Created since introduced
Converted to Assured
Tenancy Extended

Tenancy Ended due to ASB
Tenancy Ended other reason

Tenant Status
Single Person
Single Parent
Family

Elderly

Wirralhomes*

Total No of Lettings
General Accommodation
Elderly Persons

Average number of applications

312
31
14

© O

O OO o

27%
26%
26%
21%

PN W

received for each property advertised

through Wirralhomes

Birkenhead 6
Wallasey No Lettings
Port Sunlight No Lettings

*The Association became a member of
Wirralhomes in January 2010. These figures
cover 1st January 2010 to 31st March 2010.



RENTS PAYABLE

Average rents by property size

ASSURED TENANCIES

1 Bedroom
2 Bedroom
3 Bedroom
4 Bedroom

Total

No of
Properties

123
83
109
11

326

SECURE (FAIR RENT) TENANCIES

1 Bedroom
2 Bedroom
3 Bedroom
4 Bedroom

Total

Overall Average of Rents

(One property has unregistered regulated tenancy at fixed level)

No of
Properties

12
8
10
1

31

Rent Roll (at 31st December 2009)

Total Outstanding Arrears
Housing Benefit Arrears
Current Tenant Arrears
Former Tenant Arrears

Average
Net Rent

£63.93
£65.83
£77.05
£85.56

£69.53

Average
Net Rent

E£59
£62.41
£69.91
£80.04

£64.43

£1,284,132

£66,385
£26,518
£33,650

£6,216

RESIDENT
INVOLVEMENT

The Association aim |
to keep residents at
the heart of all its
work. Consultation
with residents forms
an important part of
our improvement
programme so that w 2
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 alsc
has two Board
Members who are
Tenants. This helps o
ensure that our
residents’ views are

represented within
our governance
structure.




The Customer Pane
is involved in all
aspects of the
Association’s work
and meets on a regul x
basis. It ensures ou
tenants’ views are
represented in
everything we do.

The Customer Pane
Members are:

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

PROPERTY SERVICES REVIEW

PLANNED MAINTENANCE

During 2009 the Association completed its five year improvement
programme that ensured all of its properties met the Decent Homes
Standard. This programme has seen the Association spending over
£2.7 million improving its housing stock.

During 2009 the Association spent £519,426. This included new
kitchens in 57 properties and new bathrooms in 58 properties. UPVC
double glazed windows and doors have been installed in 38
properties. We have also upgraded the smoke alarms and extractor
fans in 39 properties. The programme also addressed any general
repair issues affecting the properties included in the programme.

Now that all of our properties meet the Decent Homes Standard, the
amount of expenditure on improvement work is expected to reduce
significantly. There are still ongoing improvements needed each year
to ensure our properties continue to meet the Standard. The
Standard requires certain property components to be under a certain
age and so each year, as the components age, they could reach the
age where they require replacement. The Association has detailed
records regarding the age and condition of key property components
and has plans in place to ensure its housing stock remains Decent
Homes compliant into the future.

Over the next three years, in addition to works to ensure our
properties continue to meet the Decent Homes Standard, the
Association is planning to replace our remaining wooden double
glazing with UPVC. Whilst wooden double glazing meets the Decent
Homes Standard, it offers inferior levels of heat and sound insulation
and also costs more to maintain.

GAS AND ELECTRICAL TESTS
In addition to the improvement programme, during 2009 the
Association spent over £11,508 as part of an ongoing programme to

test the electrical installations in all our homes. The Association also
spent over £22,435 on its Annual Gas Safety Programme.
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REPAIRS PERFORMANCE

Number of Day to Day Repairs 1,180

Target No Success Rate
Emergency 1 day 56 100.00%
Urgent 5 working days 660 95.90%
Routine 21 working days 464 96.98%

Repairs Expenditure 2009

Planned Maintenance Programme £519,426
Response Repairs £163,758
Void Repairs £41,512
Total Cost of Repairs Service £724,696

REPAIR SATISFACTION QUESTIONNAIRES

The Association sends out questionnaires to all tenants who have
reported a repair. Those tenants who return a completed
qguestionnaire 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 2009 was 45%.

The results of the questionnaires for 2009 are:

Appointment made? 97.2%
Appointment kept? 99.1%
Family Housing Staff polite? 100.0%
Contractor polite? 99.5%
Contractor showed identification? 97.3%
Contractor tidy? 99.4%
Repair completed in one visit? 86.0%
Customer satisfied with service? 97.0%

11

Repair
Satisfaction
Questionnaires -
Sample Response s

“ Contractor came
within 10 mins and
completed the job.
Same contractor
for the last 7 years
always friendly and
courteous”

“This was a
complicated
conversion carried
out in a most
professional
manner, and |
would like to thank
all involved for
their excellent
work. Its made a
great difference to

my life.”

“The young lady
was very well
mannered and very
polite.”

“ My heating has
been temporarily
repaired. | am
waiting for the
contractor to get in
touch with a date to
replace the faulty

part?”

2009 Repair
Questionnaire Prize
Draw Winners

Jan: Mrs Blair
Feb: Mrs Pringle
Mar: Mr Mulvihill
Apr: Mrs Battle
May: Mr C.Jones
Jun: Mr A.Jones
Jul: Miss Sleeth
Aug: Ms Hellon
Sep: Mr Thompsor
Oct: Mr Reynolds
Nov: Mr McCarthy
Dec: Mr Fleming
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CUSTOMER SATISFACTION SURVEY 2009
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PORT SUNLIGHT
VILLAGE
FESTIVAL

The Port Sunlight
Village Festival was 2
great success again i
2009 with over 20,00)
people attending. As
the Association owns
64 properties in Po't
Sunlight we make 2
small contribution to
the Fete by sponsoririg
the Dog Show ani
publicising the Fete in
our newsletters and ©
our website.

The 2009 dog show
was won by ‘Rosie'
who is pictured herz2
with her owner, Simon
Wynne.

The 2010 Port Sunlight
Summer Festival will
take place on Sund:
25th July from 11am td
5pm and is free td
enter.

We will again sponscr
the Dog Show at this
year's festival and
other attractions
include fairground
rides, live music, food
& craft stalls and
vintage vehicles.

Invitation To Our Residents To Become Involved
We are keen to involve our residents in the work of the Association.

In particular, we want our customers to help shape and monitor the
services we provide. This would include setting standards for
delivering services, such as repairs and maintenance, quality of
accommodation, estate management standards and then by helping
to scrutinise and monitor those services and standards.

We want to offer customers a menu of involvement options so that
we are able to work with residents to tailor our service standards to
customer priorities. This would include:

Individual Feedback -
By letter, e-mail, phone, website or in person at the office.

Estate Champions -
Involved in regular estate and property inspections.

Focus Groups -
For particular issues and setting standards

Surveys -
Residents invited to give feedback on services via questionnaires.

Customer Panel -
Consulted about policies, procedures and services.

Over the coming months, we want to develop an Annual Report
which will detail how we aim to develop standards, targets and
monitoring arrangements in conjunction with our residents.

If you wish to be individually involved in this process, please contact
Keith Molony at the office to discuss further.

Alternatively, we will be publishing proposals to all residents via our

newsletter and website and we would encourage everyone to
respond to these proposals with their views.
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Introduction of a Pet Policy

In the past the Association’s position on residents keeping pets has
been to treat each request on a case by case basis. The Association
has not required tenants to ask permission and has only become
involved when we have received complaints.

In recent years the number of complaints regarding pets appears to
be increasing and recent guidance by the Pet Advisory Committee,
endorsed by The Chartered Institute of Housing, encourages all
Housing Associations to have a Pet Policy and provides details of
what the policy should include. The Association has developed a Pet
Policy to reflect this guidance.

The Association has not introduced the Pet Policy to restrict pets in
certain types of accommodation and we expect to grant permission in
the vast majority of cases. The main purpose of the policy is to
ensure that our residents fully understand their responsibilities in
owning a pet, ensuring the pet’'s good health and to ensure that they
do not allow their pet to cause a nuisance to their neighbours or local
community.

The key aspects of the policy are:

. All tenants must ask permission before getting a new pet.
Existing tenants who already have pets don’'t have to seek
retrospective permission, unless we receive complaints. They
will however need to ask for permission before getting an
additional or replacement pet.

The individual circumstances of all requests will be considered
and the Association will not withhold permission without good
reason.

When deciding whether to grant permission, the Association will
consider the suitability of the accommodation for the type of pet
applied for.

Before granting permission, tenants will be asked to sign an
agreement detailing what the Association expects. (eg: Not to
allow the pet to cause a noise nuisance or to foul communal
areas)

A full copy of our Pet Policy is available by contacting the office or
looking on the Association website.

17



PERFORMANCE INDICATORS 2009

RENT COLLECTION, RENT ARREARS & RENT LOSSES

2009 2008
Total Rent Arrears 3.48% 3.90%
Rent Lost due to Voids 0.54% 0.54%
Rent Written Off 0.06% 0.04%
Bad Debt Provision 0.73% 0.46%
STOCK CONDITION
Failing Decent Homes 0.0% 7.4%
TENANT SATISFACTION
Tenant Satisfaction Overall 99% 98%
Tenant Satisfaction with Participation 91% 83%
MANAGEMENT & MAINTENANCE COSTS PER UNIT
Management Cost 1,107 995
Maintenance Cost 1,779 2,208

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 1.95 6.02

NET INTEREST COVER demonstrates the number of times 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 £424,426 for 2009 should be
no more than £200,000 in future years now that the five year 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 1.17 0.31
Adjusted Net Interest Cover 2.94 3.52

GEARING measures the extent to which the Association is financed through
borrowing.
Gearing 12.78% 9.90%

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.

18



FINANCE REVIEW

The Association made a surplus in 2009 mainly due to the disposal of
four housing properties which were sold under a compulsory purchase
order, but also managed to turn its budgeted deficit into a small surplus
on its operating activities.

The Association completed its five year improvement programme during
the year. The spend was £424,000 with an additional £95,000 invested in
double glazing for 38 properties, bringing the total spend from 2004 to just
over £2.7m. During the year, the Association purchased eight units at
Leighton Road costing £960,000, which was part funded by a loan of
£600,000. Atthe end of the year, the cash reserves stood at £570,000.

Now that the five year improvement programme is complete, the
Association expects to return surpluses from 2010 onwards. Cyclical
work will continue, replacing kitchens, bathrooms and the remaining non-
UPVC windows, but on a much smaller scale. The annual budget will be
around £200,000.

Five Year Summary

How surpluses have been invested 2009 2008 2007 2006 2005
£'000s £'000s £'000s £000s  £'000s

Long Term Finances

Total cost of housing, land, buildings, 15,709 14,753 14,397 13,995 13,786

offices and equipment

Less Grants and Depreciation (8,778) (8,827) (8,669) (8,656) (8,509)

Net cost of assets 6,931 5,926 5,728 5,339 5,277

Less loans secured on those assets (2,034) (1,521) (1,554) (1,585) (1,618)

Retained surpluses invested in long term 4,897 4,405 4,174 3,754 3,659

assets

Short Term Finances

Receivable from management agents, 55 117 112 102 95

tenants and other short term assets

Cash Reserves 571 729 1,139 1,453 1,545

Less payable to contractors & suppliers (221) (105) (198) (243) (388)

Retained surpluses invested in short term 405 741 1,053 1,312 1,252

assets

Total retained surpluses 5,302 5,146 5,227 5,066 4,911

Annual Surplus

Tenants rents and service charges 1,272 1,191 1,158 1,110 1,076

Bank interest and other sundry income 0 38 62 53 55
1,272 1,229 1,220 1,163 1,131

Less services, repairs and administration (1,216) (1,310) (1,059) (1,008) (850)

Surplus for the year 156 (81) 161 155 281
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The Finance &
Resources
Committee meets
six times a year tc
help ensure that ot r
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
Mr N. Moffatt



How money was spent during 2009

Professional Fees
Surplus /
\ / Insurance

Response
— Repairs
Management
Costs \
Void
Repairs

Mortgage
Interest

\ Improvement

Service Costs — / Programme

Aids & Adaptations

(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




