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Report to residents 2011

Each year we assess our performance and quality against the national
standards the Government’s regulator for housing, the Tenant Services
Authority (TSA), has set for housing association services.

This year we commissioned an independent specialist to make an objective
assessment of where we stand against the five standards the TSA has laid
down that we must comply with. These are;

. tenant involvement and empowerment;
. home;

. tenancy;

. neighbourhood and community; and

. value for money.
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The results of the assessment are outlined in this report.
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Overview

This has been a year of enormous change for
Genesis as we have worked to merge Genesis
Housing Group, PCHA, Springboard and Pathmeads
into a single organisation, Genesis Housing
Association. At the same time, we have aimed to
continue providing a good housing and community
service to all of our residents.

The overall view from the independent assessment
is that there is a great deal of good work being done
to improve services and that the plans we already
have in place should overcome most of the weak
spotsidentified in the assessment.

Inevitably, because of all the changes it has been
quite difficult to measure our performance
accurately compared to previous years. A lot of
improvement work has also started but not finished
and the positive results we hope to achieve will not
yet be apparent. However, the investigation still
showed clear views.

For example, the following were classed as
important strengths:

® We have focused on putting our customers
atthe heart of the organisation

® We are starting to better monitor key services
and customer satisfaction

® We are laying strong foundations to improve
services

® We have become much more self-aware about
our strengths and weaknesses

® We now have a better framework for resident
involvement that matches our service aims.

We know we need to become more consistent
throughout our services. Our goal is to move from
being an average performer, albeit with some
strong points, to being one of the very best housing
landlords. With your help, we know we can do it.

As the independent assessment said “Thereis a
long way to go, but the work undertaken so far and
the fundamental changes made give confidence
that Genesis will deliver.”

We hope you enjoy reading this report.
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Tenant involvement
and empowerment

Key areas of assessment and result against the TSA standard:
Customer service, choice and complaints— Compliant
Involvement and empowerment — Partially compliant

Understanding and responding to the diverse needs of tenants — Partially compliant

The independent assessment says that the
Genesis business plan sets some exciting targets,
demonstrates a real commitment to provide
excellent services, and will help us to deliver more
service improvements.

services to meet people’s needs effectively.

Service promises to residents which we’ve delivered
in the last year include:

® Developing new customer service standards

The assessment recognises the progress we've and reporting them back to residents
made over the last year in a number of important ® Working with customers to improve our website,
areas, including customer contact, the new resident including providing more interactive services
involvement strategy and our new service standards @ Introducing the new contact centre
in the Genesis Commitment. There have been many for customer calls
examples of improving performance too, for ® |ntroducing the new contact centre for
example in dealing with anti-social behaviour calls, customer calls
satisfaction with new homes and keeping ® [mproving ways for customers to feedback their
appointments to carry out repairs. views on satisfaction with particular services,

through the Customer Feedback Programme
But it believes we need to go furtherin several areas
in order to be fully compliant with the Tenant The Genesis business plan sets out an ambitious
Services Authority’s standards. For example, we programme of service improvements. At the
need to build on the Genesis Commitment to create moment, it is work in progress and we know we
more local service offers for residents, and we have much more to do. But we believe we've
should keep collecting information on the profile of  made a very positive start.
our customers to help us deliver the right kind of
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Home

Key areas of assessment and result against the TSA standard:

Quality of accommodation — Partially compliant

Repairs and maintenance — Partially compliant

The independent assessor’s report suggested
that our performance in this area over the last
year has been mixed.

There are some strong points. For example, just
0.3% of the Genesis stock did not meet the
Government’s Decent Homes Standard by the
target date of December 2010, which is a good
performance compared to many housing
associations, and our performance on servicing all
gas appliances annually is good.

Our decision to bring the main repairs service
in-house in 2010 has created some inevitable
teething problems, and the target of 85%
satisfaction with the service is a stiff one. But
we are confident that the decision was right
and that it will lead to big improvementsin
service quality by next year.

Onissues such as aids and adaptations, we actually
increased our budget and the number of
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adaptations we did last year, helping 330 tenants
live more comfortably. But the assessor felt we
needed to publicise information about this and
some other services better and to collect better
performance information.

We believe many of the improvements required to
make us fully compliant with the TSA’s standards in
this area are in hand. For example, we are currently
updating our design and development guide to
ensure it meets all necessary requirements.

Service promises to residents which we've
delivered in the last year include:

® Completing our Decent Homes works in all
but a handful of properties

® |nvolving customers in selecting new
contractors when contracts end

® [mproving our systems for planned
maintenance work to homes.



Tenancy

Key areas of assessment and result against the TSA standard:

Allocations— Partially compliant
Rent— Compliant

Tenure— Compliant

This is an area where the independent assessor
felt Genesis was generally meeting the standards
required. The main issues that we still needed to
address in allocations were around ensuring our
turnaround time to relet empty homes was more
consistent and making sure our procedures were
clear. The new lettings policy we are developing
should address this last point.

The assessor regarded our rent collection as good
and noted that our performance on reducing rent
arrears is improving. Our revised tenancy
agreement and residents’ handbook, developed
with the close involvement of residents, were
reported as being user friendly and provided
helpful information.

Our efforts to help residents who are more
vulnerable were also recognised, particularly

the new welfare benefits advice service and the
direct individual support we aim to give people
to help maintain their tenancies through the
tenant support team.

Service promises to residents which we've
deliveredin the last yearinclude:

® Reviewing and updating our tenancy agreement
and residents’ handbook

® Developing debt and benefit advice services
forresidents

® Introducing targeted tenancy audits to tackle
illegal occupation and support legal occupiers

® Working to drive down levels of unpaid rent.
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Neighbourhood and community

Key areas of assessment and result against the TSA standard:

Neighbourhood management — Partially compliant

Local area co-operation —Compliant

Anti-social behaviour — Compliant

This was also an area where the independent
assessor felt we were doing reasonably well. On
neighbourhood management, she identified the
fact that we need to get a specific policy for
maintaining and improving neighbourhoods in
place and to increase the regularity of our estate
services surveys. But the actual quality of our
estate services and our involvement of residents
in selecting contractors was seen as good.

We think the plans we have in place, including
developing our new asset management and
neighbourhood strategy, should resolve these
last issues by next year.

Our local area co-operation, particularly the work
done by Genesis Community, was noted as an
area of real strength for us. We achieved some
excellent results last year, for example, providing
IT training and internet training to over 1,000
older people in west London by expanding our
UnlTe programme, and engaging over 1,300
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young people through our Youth Programme.

The involvement of customers and other local
stakeholders, including local councils and other
housing associations, in helping to make
improvements in the way our anti-social behaviour
service is provided were recognised, and while our
performance is still not as good as we want it to
beinthisarea, itisimproving.

Service promises to residents which we’ve delivered
in the last year include:

® Forming a residents focus group to help improve
the anti-social behaviour service

® Training front-line staff in dealing with anti-
social behaviour and reviewing our anti-social
behaviour policy

® [nvolving customers in helping to select new
contractors and inspecting and monitoring
estate services.



Value for money (VFM)

Key areas of assessment and result against the TSA standard:

Value for money — Partially compliant

The independent assessor said that while there
are some good examples of value for money
around the organisation, we have not been
consistent enough in our approach to improving
VFM and that more work to raise awareness
amongst staff and to track value for money
would help us achieve full compliance with

the Tenant Services Authority’s standard.

We recognise this and accept it. Indeed,
improving the value for money and consistent
quality of our services was one of the biggest
reasons for our move to create a single
organisation from the different Genesis
subsidiaries.

The many and various steps we have taken in the
past year to deliver better value for money will
bear fruit over the coming years, but it was too
early in the process to be able to demonstrate to
the assessor a lot of the measurable gains we
expect to achieve.

Even so, the assessor highlighted several areas
where our performance on value for money was
moving in the right direction. We have made, or
expect to make, significant savings on, for example,
estate services costs, reletting homes more quickly,
office accommodation and a number of IT services.
Creating a single organisation is saving us £2 million
in staff-related costs alone.

These are some of the areas we have worked on
in the pastyear:

® Seeking VFM in how we buy goods and services,
including involving residents in identifying ways
Genesis can become more efficient

® Reviewing contracts for grounds maintenance
and cleaning to improve services while achieving
better VFMy

® Making savings of around £2 million from the
amalgamation of the whole organisation into
Genesis Housing Association.
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Looking forward

Looking to the coming year we have committed
to a number of key improvement projects.
These tackle some of the points raised in the
assessment and also other areas that we believe
need special attention. More information on
these and other projects will be included in the
residents magazine and we have outlined key
projects below.

Repairs services review

Earlierin 2011 we began a thorough review

of the way our internal repairs service, Shenstone,
operates. Shenstone carries out repairs to the
majority of homes that Genesis manages and we
were aware that the satisfaction of residents with
the service they were receiving was dropping. The
review has allowed us to introduce new ways of
working to help us complete more jobs on our first
visit, make sure we keep our appointments and offer
you more precise appointment slots.

Contact centre improvements

The Contact Centre improvements have already
begun. The overall programme of improvements
are focussed on:

® Making it easier for you to contact us

® Ensuring we consistently deliver a good service
® Dealing with your enquiry “right first time”

® Being quicker at dealing with your enquiry
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Details of the changes you will see were outlined
in the lastissue of the residents magazine.

Service charge improvements

For residents who pay Genesis a service

charge we are aware that the statements and
information provided has not been as clear as it
should have been. This year we have already
begun a project to make sure you receive clear
information on your charges.

Personalisation

The Personalisation agenda is part of the
Government’s plans to give supported housing
customers more choice and control over the
services they want to receive. Genesis will be
working this year to meet the Government’s
deadline to transfer to the personalisation
systemin 2013.

Supported housing transformation

In the coming months we are starting a project to
modernise our Care and Support Services to offer
customers more choice. Using input from you, our
staff and partners we want to improve and make
sure we provide a consistently good service.

Look out for more information and other
projects in the residents magazine.
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The Genesis Commitment

The Genesis Commitment is a set of commitments and standards about improving our services.
The following tables show the commitments we have made and how we are performing against them.

We are working hard to improve our services and we will keep you up-to-date on our progress
against these commitments in the resident magazine throughout the year. If you would like
more information please email mygenesis(@GenesisHA.org.uk.

Our standards

It will be easy to get
through when you need
to contact us.

By end of 2011

Performance at
August 2011

When we’ve made
an appointment to
visit you, we will
arrive on time.

We will aim to ensure
you’re satisfied with
the quality of repairs.

Our standards

We will get back to you
when we say we will.

By end of 2011

Performance at
August 2011

We will let you know in
advance when we’re
running early or late.

When it’s a complicated
matter, we will keep you
regularly updated.
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Our standards

We will resolve call
enquiries when you
first contact us.

By end of 2011

Performance at
August 2011

We will provide our service
in a way that recognises
your time is valuable.

We will complete repairs
right first time.

Our standards

Our staff will be
consistently polite,
helpful and respectful.

By end of 2011

Performance at
August 2011

We will deal with
complaints fairly
and helpfully.

For most of our
services, performance
will be measured by

an independent
organisation so you

can rely on the accuracy
of our reports.
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If you need any part of this information in large print,
Braille, on audio tape or explained in your own
language please contact us on the number below.

Nése ju duhet ndonjé pjesé e kétij
informacioni né Braille, né CD, né kaseté
ose té shpjegohet né gjuhén tuaj, ju lutemi
kontaktoni né numrin poshté.

Albanian

M I 98 SN (@ @ @IF THE [Ee
SRS 57, SR SRR e oS @@, BifE,
GG Gol-q CoI0S b wRee WEfeie F8 SNie™
ST (IS T |

Bengali

Si vous souhaitez obtenir une partie de ces
informations en Braille, sur CD, cassette
audio ou expliqué dans votre langue,
veuillez nous contacter au numéro indiqué
ci-dessous.

French

Bu bilginin herhangi bir kisminin blyuk
boyutlu harflerle, Braille alfabesiyle, CD’de,
ses kaseti seklinde veya ana dilinizle
olmasini istiyorsaniz, |itfen asagidaki
telefon numarasindan bize ulasiniz.

Turkish

E NN

" =
g ¥ ¢ N INVESTORS 5 e/07:
A st I VAL
ou3 % & INPEOPLE V¥V

Slegladdt 038 (g 6 3o sl e Jpmadl B e 5 S 13}
Dlshat o Saie sh Jol o 4y shay o 5508 Gijali o sihaa
ol i gall a8 e Ly Jad)

Arabic

Gla & e ag e Sl o ) i e cadb 4 Jle S
L hisma s eCD s e bad o8 iy oa bsnd
S edldiad b Gkl cagiua 8258 5 40 025 0313 s
Ao ol le b ) Gal o ek

Farsi

Haddaad u baahan tahay warkan afkaaga-
hooyo, afka loogu talagalay dadka aan arki
karaan — afka faraha ama CD-ga ama
ajeladda rekorka nala xirir. Namberkan
isticmaal.

Somali

0207563 0029

RECYCLED

Paper made from
recycled material

FSC® C007930

Stonewall

DIVERSITY CHAMPION FSC

www.fsc.org

Genesis Housing Association, Capital House, 25 Chapel Street, London NW1 5DT

www.GenesisHA.org.uk



