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How you can save a
Jew pennies thic year

We always use the cheapest method of postage,
for example, your regular rent statements are sent
via City Link which saves 2p per letter compared
to our previous supplier.



What we do

Our responsive repairs contractor

is based at our head office and works

very closely with our customer service and asset
management teams. This allows any problems to
be resolved as quickly as possible and increase our
chances of getting it right first time.

Representatives from the Tenants” Forum have
helped us to produce a joint repairs satisfaction
survey with our repairs contractor Ian Williams.
The new leaflet will improve the way we gather
your feedback after a repair has been completed.

Repairs performarnce 2010/11

This feedback will be reviewed by ourselves,
Ian Williams and customers at our core group
meetings where we monitor the repairs service.

Repairs satisfaction

We completed 12,600 repairs to your homes last
year which cost nearly £1.8million. 95.02% of
you told us you were satisfied with the work
carried out (our target was 93%).

2011 2011 2011 % 2010 % 2009 % 2008 % 2007 %
number target % | completed | completed | completed | completed | completed
of repair | completed [ on time on time on time on time on time
requests on time

Emergency 2085  98.5%  94.38%  96.70%  93.5%  94.5%  96%
(24 hours)

Urgent | 3124 97%  92.94%  88.31%  83.5%  90.3% 91%
(five working days)

Routine 6491  95.5%  95.68%  91.05%  87.6%  94.2% 88%

(15 working days)

Working with you to improve our repairs service

We have had a higher
than expected level of
emergency repairs which
is impacting on our
ability to meet our target.
We are making this a
focus area for 2011/12 to
address both the number
and performance of
emergency repairs.
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Gas safely How we caved a

Target 2011 | Actual 2011 | Actual 2010 Jew pennies last year
completed | completed | completed We have reduced the frequency of

Gas safety window cleaning at our main office
checks 100% 100% 100% at Templar House which saves around
completed £400 per year.

Emply homes (voidc)

We recognised that we needed to improve the
way we deal with properties as they become
empty. This process (the voids process) has been
reviewed by the tenant Scrutiny Panel and a
number of recommendations have been made to
improve this service.

Emply home re-let limes

Target | Actual 2011 | Actual 2010
2011 re-let time re-let time

Empty home (void)

average re-let time - 29 days 29.9 days 32.8 days
including major works

How we can
improve in 2007/72:

* We will review the voids policy and
include the tenant Scrutiny Panel’s
recommendations

* We will maintain our improved
void turnaround times and
maintain or reduce how much
we spend on each property when
repairing them




TENANCY

What we do

All of our homes are advertised through Devon
Home Choice which is a choice based letting
scheme that provides choice and flexibility for
tenants and potential tenants.

We have made the most of the Devon Home Choice
scheme by encouraging tenants to downsize,
providing much needed family homes. Last year
we freed up 12 x three bedroom homes and 2 x
two bedroom homes for families who were living
in overcrowded conditions. We were also able to
help three customers to downsize through mutual
exchanges.

We worked with customers and other organisations
to create a local lettings plan for 50 new homes
we built in Lonsee Gardens, Kingskerswell. The

development is a mixture of large family houses
and flats and by creating a lettings plan we can
make sure that homes are rented to people with a
connection to the area. A block of six flats were
built specifically for customers who wanted to
downsize. This allowed us to free up another six
larger family homes elsewhere in the district.

We have also been reviewing our existing
properties, with customers, where we think
supported or older persons housing is no longer
suitable. We have since changed how we rent out
two supported housing schemes; Alexandra House
and Ireland House to make sure they are allocated
appropriately.
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1.2% of lettings were to households from Black,
Asian, Minority & Ethnic minority groups (Target
2.5%). A joint review of the Devon Home Choice
applicants in the Teignbridge area shows that of
those registered 1.53% are bidding and 1.22%
are being made offers.

How we can
improve in 2001/12:

o We will deliver the actions from
the tenant Scrutiny Panel's
review of how we deal with
empty homes and lettings
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How we caved a

Jew pennies last year
Our new mobile phone contract is set to save us
around £1,500 each year.
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TENANCY

on y PO
an
What we your remt 47T ocreases
Our rents team have continued to inn ent

meet and exceed our targets this year
2011 rent 2011 target 2010 rent
collection | rent collection collection
100.22% 100% 100.50%

Average rent costs for our
general/supported properties

Property Average rent | Average rent
size 2009-10 2010-11

1 bed 61.35 60.80
2 bed 68.15 67.54
3 bed 73.49 72.83
4 bed 80.93 80.20
:I":r'::: 68.84 68.22

We wanted to run three money matters courses
in three of our priority areas, however despite
intense promotion of the first one in Dawlish, the
attendance was extremely low and we felt the
other courses would not be the best use of your

The rents team has gained a consumer credit
license so that we can provide financial advice and
guidance. We have a Money Matters Advisor who

has been working with customers to reduce their
rent arrears to make sure they are receiving all the
benefits they are entitled to and helping them with
general debt advice.

Representatives from Teignbridge District Council
work from the shop on Wednesdays to provide
housing benefit and council tax advice. Payments
for Credit Union accounts can be taken by our staff
at the shop five days a week and a Credit Union
representative is available on Wednesday mornings
to set up new customer accounts.

Your local Credit Union can be accessed
through our town centre office
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How we can
improve in 2001/72:

* We will provide a guide of
household costs to make sure
you are aware of your financial
responsibilities when moving
into a new property

* We will make customers and
staff aware of illegal money
lending teams and promote
safer alternatives such as the
Credit Union

* We will run a campaign to
encourage people to take up
home contents insurance

* We will use the Money Matters

Advisor to maximise your income
and reduce outgoing debt

* We will introduce easy to
understand 1st and 2nd rent
reminder letters

How we saved a
Jew pennies last year

We always shop around to get the best deal for
our office supplies. With careful buying we have
cut the stationery budget by 50% over the

last three years.
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TENANCY

What we do

We started a good neighbour
competition where you can nominate someone
who you think is a good neighbour. We have

advertised this through our newsletter and the
website. The anti-social behaviour monitoring
group will announce a winner twice a year.

lenancies we offer

If you transferred to us from another social
landlord and previously held an assured tenancy,
then we would offer you the same level of
security. Otherwise you will be offered a 12 month
starter tenancy which will automatically change to
an assured tenancy, provided you have kept to the
terms of your agreement within those 12 months.

We can also offer family intervention tenancies

as part of the family intervention project. This is
where we work intensively with families who are
the perpetrators of anti-social behaviour. Referrals
can come from the Police, landlords or any other
agency who are concerned about the behaviour

of the family. The aim is to support and challenge
families to help them to address the causes

of their anti-social
behaviour, stay in their
home and to achieve improved
outcomes for their children. Last year we worked
with two families through this project and were
able to help them maintain their tenancies.

Putling a <top
lo lenancy fraud

We have been doing some work to identify
tenancies that are at high risk of illegal subletting
or tenancy fraud. Where we have found problems
we have addressed them with the tenant or

via the Court. This helps us to make sure that
everyone living in our properties are there legally
and with appropriate rights and responsibilities.

We make sure you know what your rights and
responsibilities are at the earliest opportunity,
we do this by:

® Doing a pre-tenancy assessment and,
where necessary, arranging extra support
such as our floating support service

¢ Requesting information from the local
authority or the existing landlord to
help identify those who are potentially
vulnerable and likely to need support

e Explaining the legal status of a tenancy
during a sign-up

* Providing appropriate information at a
sign-up and explaining the information
in the Tenants’ Handbook

Our Neighbourhood Services Team has access to
money that can be used to help resolve tenancy
issues by paying for support we cannot provide.
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We have produced a report that has identified
older or potentially vulnerable customers that we
have had little or no contact with for a while. We
are in the process of carrying out home visits to
find out if they are coping in their homes and if
they would benefit from any advice or support.
Where needed, we have arranged for repairs to

Keeping in| touch

be done. Ultimately this will also help reduce the
cost of repairing the home if and when the tenant
moves out.

How we saved a
Jew pennies last year

Approximately 40% of the waste from our Templar
House office is recycled, which is cheaper than
sending it to landfill!

How we can
improve in 2001/72:

* We will develop and introduce
a lettings policy and tenancy
agreement for affordable rented
properties (a change in rent that
the Government is bringing in)
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NEIGHBOURHOOD MANAGEMENT

What we do

Neighbourhood action plans were developed for
four of our main areas; Kingsway, Kingsteignton,
Buckfastleigh and Chudleigh. Residents identified
key issues in their areas such as fly-tipping, dog
fouling and the conditions of roads and actions
were created to tackle them.

We worked with the PDSA to arrange free health
checks for pets on five of our estates. Whilst
residents’ pets were having the health checks

we were able to encourage residents to clean up
after their dogs by giving away free poop bags
and running ‘scoop that poop” campaigns. We
also launched our ‘Animal Charter’ and invited all
customers with pets to sign up to it to promote
responsible pet ownership.

92.8% of our Custormer Panel told us that
they were satisfied with their neighbourhood
as a place to live, our target was 90%

97 7% of estate inspections were compleled on
lime, our larget was 95%

We have up-dated the way that we gather
information and monitor issues identified on
estate inspections. Estate inspections are carried
out four times a year and are advertised through
In Touch and on our new online search facility on
the website.

Lights, camera, action

We have fitted hard-wired CCTV at a number of
sites and we have seen a reduction in vandalism
to communal areas, particulary at Kingsway,
Teignmouth. It has also helped us and the Police
in the prevention and detection of crime and anti-
social behaviour.

Cleaning up

We have specific cleaning schedules that have
been tailored to the needs of certain blocks of
flats. Tenants and leaseholders elect to have a
caretaking service provided which they pay for
through their service charges. They are aware of
the schedule for their block and can monitor the
service through our caretaking monitoring panel
by completing regular satisfaction surveys.

88.2% of you were satisfied with
the carelaking <ervice youreceived
our tlarget was 93%

85.7% were salisfied with the groundc
maintenance service our target was 73.2%

We have been awarded the Cleaner, Safer, Greener
kite mark by Keep Britain Tidy for the work we
have done at Kingsway, Teignmouth. The assessors
commented on our strong commitment to working
with residents to make a positive difference, the
standard of cleaning and grounds maintenance on
the estate and our excellent partnership working.
They interviewed a number of residents and

70% of those interviewed felt that the area had
improved.

We held clean up days in Ashburton, Heathfield, Buckland,
Kingsteignton, Dawlish, Kingsway and Chudleigh. Our
partners from the Fire Service, the Police and Teignbridge
District Council also came along to help.
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How you can <ave
Jew penniec thic year

Never throw away an old toothbruch; they're

grea.t Jor cleaning aroung laps, tackling
| lricky cornerc and c/ea/u'/zg grouting

Can-do-fund
Our Can-do-fund has continued to fund

projects that help customers to enhance their
neighbourhoods. We supported the Buckfastleigh
Residents Association in turning a piece of land into
a play area by supplying fencing and re-surfacing
works. The Residents Association have worked hard
to organise a number of fundraising events to help
them buy the playground equipment. Thanks to
their hard work the site now provides a playground
for young children in the area.

How we saved a
Jew pennies last year

By using a local taxi firm rather than a courier
service to take documents between Templar House
and the Market Walk office, we've made a saving of
over £500 per year.

Customers in Margaret Close, Kingsteignton received funding
through the Can-do-fund and the Tenants’ Forum Community
Chest for their patio area.
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NEIGHBOURHOOD MANAGEMENT

What we do

You can report anti-social behaviour

to us face-to-face at our offices, over

the phone, by e-mail, by letter and through our
website. Our website has been up-dated and now
includes an online anti-social behaviour diary
that you can access 24 hours a day, seven days a
week. We are also piloting a 24 hour anti-social
behaviour hotline which will run until the end of
May 2012.

We can support victims of anti-social behaviour
and harassment directly or by referring them

to specialist care and support agencies. We can
provide victims with extra security such as fire-
proof letter boxes, security lighting and security
film for windows. Our staff will also travel with
witnesses to and from Court and will provide them
with refreshments and support throughout a case.

We have recognised that it is costing us a lot
of money to deal with each case. This could be
because we have had a large number of serious
and complex cases last year that have taken

longer and used more money to resolve than
normal. The tenant Scrutiny Panel has completed
a review of our anti-social behaviour service and
they have made some recommendations on how
we can improve the service.

To try and reduce what we are spending on

each case we have made some changes in our
neighbourhood services team. Your Neighbourhood
Services Advisor will now deal with any low level
anti-social behaviour and neighbour disputes. We
have then reduced our anti-social behaviour team
from two to one, and they will now concentrate
on higher level anti-social behaviour issues and
cases that have to go to Court.

Customer <atisfaction
with our ASE process in
2070/77 ic 99.5% compared
with 85.2% in 2009/70
(our target was 80%)

Police stage a pretend
drugs search at a
~ property in Ashburton
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We received 178 reports of anti-social

. . a
behaviour in 2010 7/ ’ym’ can §.a|/3 .
Types of anti-social 2010/11 | 2009/10 e”’ueg t/tl«g ye‘
behaviour reported ﬁw p ) mer as they
o a t/lrw tier ctea Qf
Noise 71 57 Invest "5 ok ed

Verbal abuse,
harassment,

intimidation 34 38

threatening behaviour

Pe’fs and animal - 25

nuisance

Dr.ugs, Substance . 11 16

Misuse, Drug Dealing

Vandalism and damage 9 15

to property

Misuse of.con.1munal 6 .

area or loitering

Domestic Abuse 16 11

Nuisance from vehicles 4 10

Litter, rubbish, Fly- 1 6

tipping

Criminal Behaviour/

. 4 5

Crime

Hate-related incidents 2 3

Physical violence 2 3

Prostitution, sexual 1 .

acts, kerb crawling

Garden nuisance 2 1 we can

Alcohol related 8 - uprove in 20////2

Total 178 201 * You chose anti-social behaviour

as a community pledge so we will
7/014/ we saved a make sure we do what we have
few pemu'eg &Kf year promised to do, such as, looking
. , at our out of hours reporting
Opening up the new office at Market Walk freed up . .
services and creating a DVD to

space at Templar House to allow us to share the L. dwi
building (and the costs!) with Westward Housing. support victims and witnesses
This has led to an overall saving of over £50,000 when they have to go to Court.
on office accommodation and running costs.
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NEIGHBOURHOOD MANAGEMENT

(M/ﬁﬂt nwe dO Younger residents help

out at the Big Clean

We have good working relationships with Up, Teignmouth

many other organisations in the area and are
represented at a number of community groups.
These organisations include the local authority,
the emergency services, the NHS and other
organisations who provide services for local
people. By working together and being part of
these groups we can communicate with each
other better and provide more facilities for our
customers.

Funding for the comumunity

The Tenants’ Forum Community Chest award has
been running for three years now and in that time
has awarded over £14,800 to local community
projects. We regularly promote the Community
Chest through In Touch and our website.

How we can
improve in 2001/72:

* We will do a survey with other
organisations in the area to find
out how we can work with them

Working with younger people and providing more
facilities for them has been one of our priorities

better this year. We have sponsored several local groups
* We will continue to be represented such as the Heathfield Scouts, the Ashburton

in community projects and Football Team, Tepee play sessions and have been

groups to make sure that you can involved with the Duke of Edinburgh scheme,

make a positive impact on your all of which has helped us to engage with our

TS younger customers.
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GOVERNANCE AND FINANCIAL VIABILITY

rop
What we do an ”’;fr governance

We continue to work to the National
Housing Federation’s Code of Governance. This
tells us how a good and healthy business should

be run and what is considered best practice for a %W we can

social landlord like ourselves. me n 20// /72
Our Board Members make key decisions about how * We will recruit two new Board
we are run. Because of this we have done a lot of Members

work with our Board Members by looking at what
their roles are within the business and making
sure they are being as effective as possible. We
have identified what skills they currently have
and provided a training and development plan to
increase their skills and knowledge.

e We will review our Board and sub
committees performance and
how effective they are

How we saved a
Jew pennies last year SW pennies thic year

Wheer -
We changed our electricity supplier last year and |0 COOking turn

made a saving of around £8,000 on our bill at our
Templar House office.
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VALUE FOR MONEY

What we do

Members of our customer services team have
taken exams to improve their knowledge and
understanding of repairs. This has helped them
diagnose problems over the telephone quicker

and more accurately. Alongside this training we
have also introduced a new electronic repairs
appointment system that our customer services
team and our repairs contractor use. Both of these
changes have helped to reduce errors and help us
to be more efficient with staff time and resources.

As part of their empty homes (voids) review the
tenant Scrutiny Panel have looked into how we
allocate decorating vouchers to customers. They
have made some recommendations and will be
working with the senior management team to
decide which options would provide you with

We now keep track of how
much each case of anti-social
behaviour costs us using an electronic system
called ReACT. By knowing what we are spending
we can look for ways to save costs without
affecting the service that you receive.

How we can
improve in 2007/72:

* We will work with you
to introduce new repairs
priorities ‘emergencies’ and ‘by
appointment’

* To make sure you are getting
value for money with repairs. We
will monitor the responses from
the repairs survey

* We will look into the benefit of
providing a similar joint booking
system to our new repairs
appointment system, for gas
safety inspections

* We will produce a value for
money strategy
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YOUR MONEY

Where the money comes from

2011 II

How the money was spent

0 3 6 9 12 15

Rent
£12.6m (2010: £12.7m)

Service charges
£1m (2010: £1m)

Property sales
£0.85m (2010: £0.05m)

TeignCare charges
£0.15m (2010: £0.1m

Other income
. £0.5m (2010: 0.285m)

Total: £15.1m (2010: £14.1)

0 3 6 9 12 15

Auditors:
External Auditor - KPMG,
3 Longbridge Road, Plymouth PL6 8LT

Internal Auditor — Mazars LLP, Clifton Down House,
Beaufort Buildings, Clifton, Bristol BS8 4AN

Solicitors:

Coffin Mew LLP, 22 Kings Park Road, Southampton, SO15 2UF
Tozers, Southernhay West, Exeter EX1 1UB

2o H B
0 3 6 9

12

. Cost of providing services
£3.6m (2010: £4.2m)

Improvements programme
£3.3m (2010: £3.7m)

. Cyclical maintenance

£1m (2010: £1m)

Shared ownership sales
£0.7m (2010: n/a)

Repairs
£1.8m (2010: £2m)

. Bad debts

£0.02m (2010: £0.1m)

Depreciation
£0.7m (2010: £0.6m)

TeignCare

. £0.08m (2010: £0.1m)
Il

Interest
£1.4m (2010: £1.5m)

Total: £12.6m (2010: £13.2m)

216 i1 B
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0 3 6 9 12

Bankers and funders:

Barclays Bank, PO Box 1015, 3 Windsor Place,
Cardiff CF10 3ZL

Teign Housing has adopted the
National Housing Federation Code of Governance.

NATIONAL KIUM
HOUSING S
FEDERATION =
member s
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