


y : ._
| (A |at|on




Annual Report to Residents 2007

Another successful year for the Association. We can be very proud of our performance and the
difference we have made to local communities.

Pine Court is the biggest black and racial minority Registered Social Landlord in Merseyside
offering bi-lingual housing and community services to our tenants, customers and members of the
local community.

We continued to work with our partners to provide quality homes in Neighbourhoods where
people want to live.

Growth

Throughout the year, the Association was on site at Upper Warwick Street, Liverpool 8, building 26
homes for rent. We worked closely with the Local Authority over nominations and the Rialto
Neighbourhood Council to ensure that our new residents settle in and take advantage of their new
homes and facilities.

In addition to the Upper Warwick Street scheme, Pine Court saw a high level of demand for our
properties throughout 2007, consistent with previous years and highlighting the increasing levels
of need amongst Black and Racial Minority groups in Merseyside. We are in a position to recognise
these needs and provide quality homes and services to diverse communities. By the spring of 2008,
The Association will own and manage over 440 homes in Merseyside.

As well as our new build schemes, we are also keen to grow via stock transfer and continue to
liaise with local larger RSLs and Local Authorities about this to realise Pine Court’s ambitions.

Performance

We can report excellent performance again this year — particularly our lettings to racial minority
households.

Our target of 50% was exceeded — our lettings to racial minority households was 59%. During the
year, 22 properties became void resulting in a turnover rate of just 5.25% with nearly all of our
void properties being relet within 3 weeks.

Rent Collection remains good — arrears are just 5% of the annual rent roll and this includes
housing benefit arrears. Throughout the year, we advocated on behalf of many of our tenants to
ensure that housing benefit queries were dealt with efficiently and any outstanding payments
were paid to help clear arrears.

Our maintenance performance is excellent and has improved overall this year. Mean void period
for 2007 was 1.68 weeks compared to 1.73 weeks last year. We are committed to improving further
in 2008.

We conducted a Tenant Satisfaction Survey earlier in the year as we wanted to establish tenant
satisfaction with the housing services and identify areas for improvement. The Association’s bi-
lingual Housing Officers ensured that we received a 51% response rate by personally contacting
most of the Associations minority tenants. 67% of the Association’s minority tenants responded.
Overall satisfaction levels are excellent. 92% of our tenants stated that they are very or fairly
satisfied with the overall service provided by the Association. 73% are very or fairly satisfied with
the opportunities for participation in management and decision making. Of those responding,
92% stated that they were very or fairly satisfied with the way the Association deals with repairs
and maintenance issues.
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Staffing

The Association benefited from a stable and balanced staff team this year - we welcomed Houston
Fung as a new Housing Officer (replacing Winnie Wu) and she has settled in well. Our other
Housing Officer, Richard Lau became professionally qualified and is now a Corporate Member of
the Chartered Institute of Housing. Other staff continue to study for professional qualifications to
enhance their personal and professional development.

Challenges

As ever, our main challenge is to ensure that we grow to enable us to continue to deliver quality
housing and services and redress disadvantage and discrimination suffered by minority
communities in Merseyside.

Pine Court is keen to involve our customers more than ever before and our Resident Involvement
strategy and Resident Involvement Statement were revised and launched in 2007. We are
committed to having a Tenant Board member in place by the summer of 2008 to enable the
Association to be even more responsive to our tenants and the wider communities within which
we work.

ouston Fung (Housing Officer) welcoming residents to new homes at Upper Warwick Street
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Performance Information 2007

Lettings

Members have
adopted a target of
50% of lettings to
those from minority
backgrounds. This is a
tough target to meet
compared with peer
group performance of
12% in Liverpool and
under 4% in Wirral.
Our lettings of

approaching 60% to minority groups is exceptional.

Lettings to those
nominated by Local
Authorities continues
to be low. Even if
additional properties
are included where
we offered the
property but the
authority was unable
to identify a tenant
within reasonable

time the total offered rises to only 27% of lettings.

We must balance this against lettings to minorities which have never come via the nominations

route.

We do however expect to achieve significantly better figures for 2008. Our new build scheme in
Upper Warwick Street completes in Spring and we are certain that all properties offered for
nomination will be taken.

The number of
economically inactive
new tenants
continues to be very
high at 45%. The
percentage working
full or part time is
virtually the same as
last year at 32%.

It is difficult to draw

By Ethnicity Wirral

Liverpool

Percentage

Chinese/South
East Asian

Black/Black British

White British

Other Racial
Minority

Total

By Source Wirral Total Percentage

L.A. Nomination

RSL Nomination

Direct Applicant

Internal Transfer

Total

By Economic Status No. Percentage

Working

Job Seeker

Retired

Not Seeking Work

Long term sick or disabled

Total

substantive conclusions from such small numbers of lettings. ==




Rent Comparisons

Property Details

Last year we reported

e " Average £ Target Plus | Average all
a Iecmon tobUt'r']SG Location | Number Bedrooms o Wgeek tolerance £ | RSL's £ per
tolerance at bot per week S~

interim and final
stages in the process.
Rents for one and two
bedroom properties
are now at this level.
We have a little more
to do with three and
four bedroom homes
but expect
achievement well
before the extended
deadline in 2017.

Average rents
charged by other RSL's
appear to be
significantly below
ours. We do not yet understand the reasons for this as all target rents are calculated from the
same formula.

Liverpool

Rent Arrears

At year end there were 309 (74%) | gand £ No Tenants Total £
tenants in arrears. The total

amount outstanding was £79 1-100

thousand. Last year the 101 - 500

equivalent figure was £63

thousand. 501 - 1000

We estimate that £54 thousand >1000

was owed by Housing Benefit at

year end. Total

Even including this sum, arrears
were marginally over 5% of rent roll. Relatively good performance at two thirds of levels reported
by our peers.




Void Periods between Lettings

During the year just 22 properties | yoid Period (weeks) No Percentage
became vacant. A turnover rate

of 5% compared with our peers 1

at double this level. 5.3

The average period of rent loss is

under 2 weeks and the 4-5

distribution is shown in the above

table. Total

Peer group performance is around 6 weeks so our turnaround time remains excellent with rent
losses well below 1% of the rent roll.

Maintenance Performance

During the year we
processed 1820
responsive repair Emergency
requests an increase
of 19% over the

previous year. Essential

The percentage
classified as either
emergency or urgent
reduced to 33% from
39% last year.

Priority Target Days | Total Jobs On Time [ Percentage

Urgent

Routine

Our reported performance continues to be good. We believe success is underreported in both
emergency and urgent categories. Attention to issues concerned with computer recording systems
in the current year promises to correct underreporting for our next report.
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Contact Details

Development Agent Bankers
Plus Harvest Development, Plus The Co-operative Bank plc
Housing Group Lyceum Building
Baltimore Buildings 1 Bold Street
13-15 Rodney Street Liverpool, L1 4NW

Liverpool, LT 9EF National Westminster Bank plc

Corporative Business Centre

Solicitors 22 Castle Street
B Liverpool
6th Floor L69 2BE
Silkhouse Court
Tithebarn Street Auditor
Liverpool, L2 2LZ Mitchell Charlesworth
Weightmans 5 Temple Square
India Buildings Temple Street
Water Street Liverpool, L2 5RH
Liverpool, L2 0GA
Translation
Wilson Lau
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Pine Court Housing Association
1 Nelson Street, Liverpool, L1 5DW

Tel: 0151 709 6878
Fax: 0151 709 6482

Pine Court Housing Ltd is a Charitable, Industrial & Provident Society.
Registry No. 25192R; Registered with Housing Corporation No. L3692
Chairman: Timothy S. Y. Leung, C.Q.S.W., C.S.W.M., M.A.

Secretary: A.N. Reed, B.A.




