inside...

f)ﬁ
Ability

s

‘rHHI'_ 4

4

i
i

PAGE 2: PAGE 3: PAGE 4:

Opening remarks by Home Standard Tenancy Standard
David Williams

PAGE 5: PAGE 6: PAGE 7:
Neighbourhood & Support Standard Value for Money
Community Standard Standard

PAGE 8: PAGE 10: PAGE 11:

Governance & Financial
Viability Standard

Tenancy Involvement &
Empowerment Standard

Developing “Service Offers”;
How you can get involved



ABILITY’'S
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HOME STANDARD

HOW ARE WE DOING?

9 2 0/ of you are satisfied with
o your homes.
91 O/ of you are satisfied with the
o attitude of our contractors.
8 OO/ of you are satisfied with
o the quality of work done.
But only 50 /0 of you are satisfied

with how quickly the work was done.

Only I 6 /0 said you were satisfied

about when a worker would call.

* Your biggest concern about your homes
is security.

* Your other main concerns are health
& safety, your neighbourhood, cost of
heating and adaptations.

WHAT WE WANT TO DO BETTER

* We want to carry out more of your repairs more quickly and within our target times and we want
to improve the way we make appointments for repairs.

* We want to do as many repairs as possible at the first visit.
* We will make more money available to improve security.

* We will carry out some security improvement projects next year in those areas where we know
you are having a lot of problems. We want to involve you in these projects from the start. 3



This standard is about how we let homes and set your rent.

HOW ARE WE DOING? WHAT YOU TOLD US

We have let homes this year; 620/
59 of these were in supported housing. o of you said you are satisfied
that the rent you pay is good value for money.
This year 56 of the 106 homes we let
were new homes and next year we will 920/
have a further 82 new homes for letting. o of you have said that you
are satisfied with the standard of your home.
We currently own and manage 575 homes.

We always let our homes on the most
secure tenancy available.

The average time that our homes were
empty before letting was 26 days.

Rent arrears at end of the financial
year = £95,400 which is 3.2% of the
rent due.

Our average weekly rent for a 1-bed
home is £86.24. Our average weekly
rent for a 2 bed home is £93.83.

WHAT WE WANT TO DO BETTER

* We want to understand why just over a third of you who commented believe your rent
is not good value for money.

* We want to continue to reduce the time taken to re-let homes when someone leaves.

* We want to find out if our new tenants are happy with the standard of their new home when
they move in.



NEIGHBOURHOOD AND

COMMUNITY STANDARD

HOW ARE WE DOING?

8 5 /o of you said you are satisfied

with the area in which you live.

* You told us that you wanted us to spend
more on improving security.

* In some areas you have told us that you
feel that the cleaning and gardening
services are not good value for money.

WHAT WE WANT TO DO BETTER

We will spend more money on improving security.

We will carry out some security improvement projects next year in those areas where we know
you are having a lot of problems.

We want to make sure that estate services are being provided to an agreed standard and are
value for money.
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We want you to get more involved in this locally.



SUPPORT STANDARD

HOW ARE WE DOING?

* You have told us that it is important to
you to have a named key worker that
you are happy with.

* You have told us that you want to get
involved in how your service is run.

* We know that involvement in social
activities is important to many of our

customers.

WHAT WE WANT TO DO BETTER

We want to make sure that the information we give you is easy for you to understand.

We will try to ensure that your key worker regularly spends quality time with you.

We will try to make more opportunities for social activities.

We will offer you a range of different ways to get involved.
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This standard is about ensuring we achieve the right balance
between cost and service.

HOW ARE WE DOING? WHAT YOU TOLD US

On average this year we spent £1177 750/

maintaining or repairing each of our (o of you said you are satisfied
homes; this is £340 (40%) more then with the overall service provided by Ability.
the year before.

%
About half of this was spent on work 6 z (o of you said you are satisfied

we planned to do and half was in that the rent you pay is good value for money.
response to your repair requests.
* Some of you have told us that you do

We reduced the cost of managing each not think your estate services are good
home by 5% on average. enough.

Last year we reduced by 20% the
amount we spend overall on services
for which you pay service charges.

We reduced the cost of delivering each
hour of support by 1% on average.

WHAT WE WANT TO DO BETTER

We want to spend more of the money available on planned repairs.
We want to carry out day to day repair calls more efficiently.

We want to make sure that the estate services you receive give you value for money.
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We want to understand why only 62% of you said your rent is good value for money.



GOVERNANCE & FINANCIAL
VIABILITY STANDARD

HOW ARE WE DOING?




GOVERNANCE & FINANCIAL
VIABILITY STANDARD CONTINUED

K Ability’s income increased
from £7.4 million in 2008/9 . .

to £8.4 million in 2009/10. £8.4 million  £7 million

3 Our costs increased from

£6.4 million in 2008/9 to £7 million

in 2009/10.

3 We have arranged a loan of £5 million
to help us build more new homes.

3 Ability is financially very strong for an INCOME EXPENDITURE
organisation of our size.

K Our regulator is satisfied with our
financial viability.

WHAT WE WANT TO DO BETTER

We are looking at the way the Board is organised at the moment.

We want to find more ways of involving you in the way Ability
provides services.

We want to become more efficient to offer better value.
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We want to increase the amount of money we set aside each year
for the long term maintenance of our homes.



TENANCY INVOLVEMENT AND

EMPOWERMENT STANDARD

HOW ARE WE DOING?

77 /o of you said you are satisfied

with your opportunities to take partin
decision making.

68 /0 of you who complained

were happy with how your complaint was
handled and o were happy
with the result.
79 0/ said their complaint was
o dealt with quickly.

* A lot of you told us that you prefer to get
involved when a social activity is provided.

* You told us that you like the “Window”
newsletters but you want more pictures
and stories about customers.

WHAT WE WANT TO DO BETTER

* We want to make sure we listen to and record your views. We want to show you how we have
used them to make changes to the services we provide.

* We want more of you to get involved in giving us feedback about our services.

* We want to deal with complaints more quickly.
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OUR APPROACH TO DEVELOPING
OUR SERVICE OFFERS




Finally...

We would like to thank our Customer Panel for their help in putting
this report together. The Customer Panel is made up of Ability customers
who have expressed an interest in helping improve the services offered

by Ability and provide regular feedback to us.

This is your newsletter and we’d like to hear from you.

You can contact us by:

@

E-mail
window@ability-housing.co.uk

Telephone

01784 490910

Letter

Ability Housing Association
The Coach House

Gresham Road, Staines
Middlesex TW18 2AE




