





PERFORMANCE INFORMATION

Performance information

Our properties: their Property location 2008/09 2007/08 General needs properties in management
location and type Ammanford 40 38 No. %
Carmarthen 419 419 1 bedroom 219 30
St David’s/Clynderwen 3 3 2 bedrooms 265 37
Llandeilo 4 4 3 bedrooms 211 29
Llanelli 90 86 4+ bedrooms 20 3
Laugharne/Pendine 82 82 Shared ownership 7 1
St Clears 50 50 722 100
Whitland 29 28
Llanstephan 5 5 of which: Rehabilitated 147
Total 722 715 New build 575
Lettings: the people Sources of referral 08/09 07/08 06/07 08/09 07/08 06/07
we housed and where No. No. No. % % %
they came from B Association waiting list 43 30 28 57 52 48
From move-on accommodation 8 4 11 11 7 19
I Transfers 9 9 8 12 15 14
Homeless 15 15 11 20 26 19 50
Total 75 58 58 100 100 100
Type of household
B 1 adult 27 18 21 36 31 36
2 adults 3 10 5 4 17 9
I 1 elder 9 5 8 12 9 14
2 elders 3 6 2 4 10 3
I 1 parent family 16 8 14 21 14 24
2 parent family 17 11 8 23 19 14
Total 75 58 58 100 100 100 30

Lettings by ethnic origin (New statistic: previous year’s figures not available.)

B White: British 74 99
Mixed: Other 1 1
Total 75 100 0 20 20 60 80
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Vacant homes: how Management of our vacant homes is very important.
many there were and During 2008/09 the Common Housing Register had 3,800

how long they ook to applicants waiting for housing. Therefore it is important
re-let that empty homes are re-let as quickly as possible.

At the end of the year, three properties were vacant
reducing from seven the year before. One of these

properties was vacant due to major repairs being carried

The remaining two properties were undergoing some
minor repairs and were re-let in April 2009. The three
vacancies represented 0.42% of our stock total.

Unfortunately, the time taken to re-let our homes has
increased. This is mainly due to six properties let during
the year where significant major repairs had been
undertaken. If these properties are excluded the average

out. time taken to re-let homes reduces to two weeks.
Vacant Homes No. % How long it took to re-let weeks
[ ] March 2007 0 0 2006/07 3.8
[ March 2008 7 0.98 I 2007/08 1.5
March 2009 3 0.42 2008/09 4.1
Bro Myrddin target/ceiling 1 week
1.0 5
08 [~ 4
06 [~ 3
04— 2
02 [~ 11
0.0 0
Percentage of vacant homes No of weeks to relet
Properties we let 2008-09 2007-08 2006-07
during the year New let 7 4 4
Re-let 68 54 54
Total 75 58 58
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PERFORMANCE INFORMATION

Maintenance: repairs For the past two years the Association has continued to is aimed at strengthening communication with

we carried out and how  deliver above average response times for dealing with contractors. Maintenance staff have been nominated

they were received repairs within the targets set; the majority of jobs are ‘account holders’ for contractors which provides a key
completed on or before the target time. We have moved point of contact within the Association in relation to all
towards electronic issue of orders to contractors and repair issues for each contractor.

online management and monitoring of performance which

Repair performance* (days) 2008-09 2007-08 Target

Emergency .83 1 1

Urgent 3.8 4.3 7

Re-lets 51 55 ! *New statistic: previous
Non-urgent 13.8 14.9 21 year’s figures not available.

Resident feedback on maintenance contractors’ performance

As part of our programme of continuous improvement the Association sends out resident satisfaction slips
with every repair request and regularly reviews the feedback to assist in improving service delivery.

2008-09 2007-08 2006-07

Number of repair orders issued 1912 1755 2016

Number of slips returned 615 325 326

Percentage returned 32.16% 18.51% 16%
Resident satisfaction with performance

2008-09 2007-08 2006-07

% satisfied % satisfied % satisfied

Handling the initial repair request 99.51 97.53 98.46

Carrying out the repair 98.53 99.07 99.07

Speed of service 100 99.38 100

Contractor was helpful and friendly 100 99.69 100

Contractor cleared up after repair 100 100 100

Repair resolved the problem 98.05 99.38 100

As stated above satisfaction with the performance of our maintenance service has been positively affected by the
change in our contractors. The trend is improving and is particularly good in terms of ‘politeness and tidiness’. We
anticipate that this will continue as our focus on service improvement and customer satisfaction continues.
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Adaptations: how
many were carried
out and how they
were funded

Rent: objectives and
average rents charged

Every year the Association receives requests from a
number of its residents for adaptation works to their
homes.

The Welsh Assembly Government (WAG) has established
the criteria which is used to determine if a specific request

will receive funding. Such adaptations include level access
to homes, stairlifts and level access showers.

In addition to WAG the Association sets aside an amount

from its Planned Maintenance budget to address minor
adaptations quickly such as grabrails and lever taps.

Adaptations 2008-09
Adaptations funded by Welsh Assembly 17
Adaptations funded by the Association 5
Total number of adaptations completed 22
Total spent on adaptations £91,000

In 2008/09, of the total spent on adaptations, £68,400 was received
from the Welsh Assembly and £1,500 was funded by the Association.

2007-08
7

8

15
£58,000

2006-07
19

9

28
£69,900

In accordance with the Welsh Assembly Government’s
Regulatory Code for Housing Associations (2006), the
Association aims to keep rents as low as possible and
comply with the Assembly’s rent benchmarking guidance.

The dual objectives are to achieve a balance in covering
management and maintenance costs whilst at the same
time providing affordable rents for the Association’s
tenants. In turn, the Association wishes to maintain rental

income at a level which guarantees its future financial
viability in the long term.

It is expected that the rent benchmarking returns are
subject to the consistent treatment of rent across the
entire stock. The Association certifies that the rents
charged will not exceed the maximum rents for certain

property types.

Maximum assured rents (£s) for general needs properties in Carmarthenshire

2008-09
1-bed, 2 person flat 52.94
2-bed, 3 person flat 54.95
2-bed, 3 person house 58.50
2-bed, 4 person house 59.91
3-bed, 4 person house 63.14
3-bed, 5 person house 65.82
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2007-08
50.47
52.38
55.77
57.11
60.19
62.75

2006-07
48.25
50.08
53.32
54.60
57.54
51928



PERFORMANCE INFORMATION

Rent: arrears levels Rent arrears management will always be a high priority As the rent arrears have reduced the amount of rent

and the amount of rent,  and we seek to balance collecting the Association’s collected has increased. The Association recognises the

collected income, with supporting and working with residents who importance of communicating to residents the amount of
sometimes find it hard to manage their finances. rent to pay, when rent is due and how regular information

about rent accounts will be provided. The Association also

We are pleased that our performance controlling rent recognises it needs to have efficient and effective rent
arrears has improved for each of the last three years. The payment methods and that these are convenient for
performance indicator definition was different in 2005/06. residents.

Last year we met our target of 1.7%. The arrears statistics
are calculated by dividing the amount of rent owed at a
particular point by the annual rent collectable.

Rent arrears Rent collected
25r % 100 %
I 2006-07 - 2.09 I 2006-07 - 96.1
00 2007-08 — 1.76 2007-08 — 97.7
oF 80
2008-09 — 1.59 2008-09 - 98.1
1.5F 60
1.0 401
0.5F 20+
0.0 0 ]
Rental income and arrears 2008-09 2007-08 2006-07
Annual rental income £2,419,822 £2,336,205 £2,175,366
Arrears as % of annual rental income 1.59% 0.5% 0.6%
Board of Management target 1.7% 1.8% 1.8%
Welsh Assembly Government target 2.0% 2.0% 2.0%
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Complaints and
compliments: how
many were received
during 2008/09 and
how they were
handled

The Association’s definition of a complaint is

‘an expression of dissatisfaction, however made, and
irrespective of whether or not the Association is
responsible’.

We rely on our customers to let us know when we have
not met their needs or delivered our own promises, or if
they are dissatisfied with the way we have acted.

During the year the Association strengthened its policy
and processes for managing complaints, comments and
compliments. We are confident that the recently
introduced electronic monitoring system will provide

Source of complaint*

Letter: 11

Email: 5

Verbal: 2

*New statistic: previous
year’s figures not available.
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staff with the opportunity not only to resolve specific
problems but to ensure that continuous improvement is
maintained throughout the organisation.

On the positive side we are keen to let staff know when
they have performed well and therefore we ensure that all
compliments are recorded and included in our overall
performance monitoring processes.

Complaints and compliments received*

0 10 20 30 40 50

[ Complaints: 18

Compliments: 43

Complaints handled relative to 30-day target*

0 3 6 9 12 15

[ Outside target: 4 (awaiting materials to finalise repairs)
Within target: 14





