How does your rent compare?

o
North West Averages for:-
O w w e a r e o l n 9 M 1 bedroom home Getting involved

® 2 bedroom home Last year we held 648 events in neighbourhoods

@ 3 bedroom home where we own homes, giving customers a chance

a snaP ShO'I' OF Performance a‘l' 31 MarCh 2011 @ 4 bedroom home to meet a range of St Vincent's staff and provide

us with feedback on the service

Customers carried out 4 Mystery Shops

Good value for money

Caring about your neighbourhood

£ We saved £18,000 on stationery by recycling and new contracts © Customers reported 100% satisfaction with outcomes on anti-social © Rent arrears were 4.18% of the total rent due - this is £680,000
£ We saved £20,000 by re-tendering our gas servicing contract and have behaviour. This compared to 88% last year. Last year this was 4.62%
achieved 100% of all properties being serviced on time with the new The North West average is 4.3%
contractors @ We dealt with 140 cases of anti-social behaviour - most were
£ By doing small jobs through the Home Repair Service we saved an low level nuisance, but we had 6 serious cases where we took @ It took us an average of 36 days to let each empty property
estimated £38,000 in the last 12 months enforcement action This compared with 43 days last year
£ We saved £1,000 at one of our sheltered housing schemes on soft The North West average is 33 days
furnishings, as the Scheme Manager made the items herself © We helped 105 people into training and employment and 112 people
£ We saved £500,000 over 5 years by negotiating contracts on repairs, with money management concerns * We carried out 15 rent arrears evictions, an increase on last year
voids and gas servicing
£ We saved £3,000 by accessing grants for IT training © We spent £20,000 through the Tenants’ Choice Fund, allowing ® 2.5% of our properties were empty at 31 March.
£ Volunteers gave over 140 hours of their time to St Vincent’s residents to make improvements to their schemes This is an increase on last year of 1.6%, largely due to problems in

letting some of our sheltered properties. This has since improved
A safe and warm home

© 100% of St Vincent’'s homes meet the government standard for a

Looking to the future

decent home
Last year this was 96%. We are working to improve in the following areas:-
The North West average is 95.8% © the energy efficiency of all our properties
© reducing the average time it takes to let a property
© We met 92% of our responsive repairs appointments
Last year, this was 75%

© Satisfaction with repairs is 96%
Last year this was 84%
The North West average was 77%

© We spent £1.2 million on repairs and £1.5 million investing in new
kitchens, windows and boilers each year

Py © St Vincent’'s spends an average of £1.2 million on day to day repairs
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. :; 6@ and vacant properties and £1.8 milion on investment works, such as
&z A I've watched my own, and the new kitchens, bathrooms and boilers

P |

neighbourhood children, grow up here,
. and now they are having babies of their © We built 77 new homes to meet different needs in several

b 3!| own. This is my little haven, where | neighbourhoods I’'m 100 years old, but still enjoy baking, rubbing the butter into the flour keeps

b . o
| can enjoy peace and tranquility

my fingers nice and nimble. | was one of the first to move in here, I’'m very happy, I've

[ _.__‘;f}—'; 9 9 M‘}'{‘S‘[ Vincent's Old Trafford, Manchester, M16 9HQ 9 9

Mrs Mottram, who moved in to Nettleford 0845 606 6565 or 0161 772 2120

Road, Manchester in 1982

Mrs Dowling of Robert Lawrence Court in Flixton, with Neighbourhood Officer, Sarah Worton




JDaA }SD] ay4 Bulanp adupwdiojlad
uo S, $uaduip IS wody puodad jaoys v

J2A04 J42}SaydouvW

aYy4 wouaj uamo) uospiApg upiS Aq paubiSap JaA0D

NN°09°DYAS' MMM

eigoydsuel] pue eigoydowoH 1sureby Aeq [euoneulsaiu| ayl sjdwexa

1o} ‘Aiirenba ajowoud 0} BIpaW [BID0S 8SN aM - JBJIIM] U0 SBIIAIIOE INO MOJ|0}
"1an8|smau Ajiaurenb ay) Buipeal Ag 1o a1sgam 1no ybnoayr arep o1 dn doaay
eale InoA ul dnoib sjuapisal e dn 18s

|]aued siuredal ay) ba ‘|aued Jawoisn) e ulol

X X X X X

Aouaioiye AbBiaus ajowoud 0y uoidweyd Allunwiwo) e awo29q

ssado.d syurejdwod pue sbuma| Ino pue ‘sjuswdojanap

MBU p|INg am Aem ay) pamainal Ajjuadal oym preog MaIAayY Jueua] ayy ulol K
laquisw pJeoq J0 99)IWWO0I B 8W0d8q K

laddoys A1e1sAw e sawodaq K

-:awn pue ajA1sayl| INOA 1INS 03 ‘paAnjoAul 186 ued noA sAkem Auew ale alayl

PaA)OAUl Bul}}ad

A safe and warm home

All of St Vincent’s homes are safe and warm and maintained to a high standard

- we keep a close eye on this and are committed to making improvements and

delivering a first class repairs service.

% We have continued to develop our excellent partnership with Liberty, who provide
most of the day to day repairs, and we continue to receive great feedback from
you on their services. There is a group of customers, the Repairs Panel, involved
in monitoring our contractors’ performance and improving services from a
customer perspective.

% We have started a new contract for gas servicing, which has got off to a great
start. Liberty Gas stepped in and helped us during the winter weather, before the
contract even started. All of our properties now hold a relevant gas certificate.

% Feedback from our customers has led us to expand the Home Repair Service,
and we have employed a second Handyperson to carry out this work.

As a St Vincent’s tenant you can expect to enjoy your home for as long as you
need it, as long as you have satisfied the 12 month probationary period, and
don’t break the terms of your tenancy agreement.

It is vitally important that we collect all of the rent and service charges due in
order to provide you with the high standard home and services you would expect.
Whilst we understand people can have financial difficulty, and we offer a money
management service to help people with this, we take firm action against those
who choose not to pay their rent.

We do everything in our power to help people who are in financial difficulties, but
unfortunately those who won’t pay, or who ignore us, can lose their homes.
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We hold a range of events, for example scheme surgeries, Know Your Neighbour
events, and fun days at many of our schemes. Our older and younger persons
schemes regularly act as a community resource, bringing people together from
the commuity, for example Khubsuret House, who hold sewing classes - we tailor
events to the needs of the neighbourhood.

Sadly some people will disrupt your neighbourhood with criminal behaviour, and
we take firm action to tackle this. With a dedicated staff we are able to respond

to any report of unacceptable behaviour both swiftly and firmly - we have an out

of hours dedicated Anti Social Behaviour phone line to report any problems after
5 pm - call 0845 217 0714

Our Social Investment Team provides a range of support to individuals and
neighbourhoods, ranging from money management and employment and training

advice, volunteering opportunities and a range of innovative projects.

Good value for money

In this day and age we need to get the best value from every pound spent, for
example repairs contracts, office supplies, energy costs. Some examples of
achieving more for your money are:-

% Unpaid Board and Committee members

% Rents continue to give good value for money and compare well with
the regional average - to see more for your local area log onto the TSA
website at www.tenantservicesauthority.org.uk

% Based on your feedback from last year, this report is shorter and more to
the point, and as a result has been cheaper to provide

St Vincent’s is celebrating its 40 year anniversary this year, and remains strong
and financially viable for the future.





