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Welcome

Welcome to our Annual Report for the year ending March 2009, in which we tell you
how well we perform against particular standards. We have also used this opportunity
to share with you our successes and improvements, which make a real difference to our
residents’ lives.

We are strongly committed to working with you in continuously improving our services
and to providing them effectively and efficiently. We will continue to improve to ensure
you receive even better services in the future.

Last Year in brief

These are our key achievements over the last year:

We reviewed our caretaking service and now employ and manage our caretakers directly, so we
can provide cleaning and estate maintenance services more quickly and to better meet your
needs.

We introduced an incentive scheme for residents to move into a smaller property, freeing up
larger homes for families, as well as saving themselves money in terms of rent and bills. We
have helped 8 people through this scheme so far.

We have reviewed our Succession Policy and have extended the succession rights for residents
with Assured tenancies so they have the same rights as residents with a Secure tenancy.

We joined the rapidly growing Homeswapper Mutual Exchange scheme. This is currently the
best mutual-exchange scheme, allowing people to exchange their home with other tenants in
areas throughout the UK.

We negotiated an improved contract with our main repairs contractor, Mears, and we have
addressed poor performance by our gas contractor, TA Horn, by bringing them within our office
to make them more accountable to you.

We are an active partner in the Crime and Anti-Social Behaviour Action Team (CASBAT).
CASBAT brings together landlords, the Police, Social Services and other organisations to share
information and agree how to deal with difficult or complex cases of anti-social behaviour in
the borough. This includes the police offering surgeries in our office.

As part of our early intervention, supportive approach to rent arrears, we have worked with the
independent housing advice service (HASKC) to make arrangements to encourage residents to
pay off arrears by instalments, instead of court orders where possible.

We worked in partnership with Norwich Union (now Aviva) to introduce an affordable home
contents insurance scheme for our residents, to encourage them to protect their possessions



from loss or damage.

We held a summer fun day held in Avondale Park, organised jointly with Octavia Housing and
Care, which attracted over 1,000 people.

Our Pathways 2 Progress youth mentoring project continued to provide a valuable service to
the young people who live in the neighbourhoods in which we operate with 150 young people
involved in the project this year.

Our Youth Involvement Team arranged a 5 week programme of parenting workshops to
help residents with teenagers. The facilitators were some of top practitioners in the fields of
prevention and intervention work in the UK & US.

We continued to provide work experience opportunities with our repairs contractor for
local unemployed people who attended college and worked towards a qualification in the
construction industry.

We used our Community Fund to work in partnership and support local community projects,
one example included a Community Festival of Fun day in North Kensington. The Fund has one
million pounds to use over 10 years.

We hosted a successful residents’ conference to give residents the chance to meet staff and
find out more about how we work. We used the opportunity to identify improved ways of
working with our residents.

Progress has continued with the plans to regenerate the Wornington Green Estate, to provide
new homes built to the highest standards for those tenants who wish to remain living there.
We appointed an Independent Tenant Advisor, First Call, to give residents independent advice
about the regeneration plans for Wornington Green. In addition, focus groups have been held
to enable residents to influence the design and layout for the new estate, and we produce a
monthly newsletter to keep residents informed of progress.

We revised our Tenant Handbook to ensure we’re providing the most up to date information
about your home and our services.

We revised our Service Standards to make sure they were up to date and relevant to the needs
of our residents.



How we performed
Complaints

Providing an excellent, responsive service is very important to us and we always try to get it right.
However sometimes things can go wrong and when they do we want to know so we can put them
right as quickly as possible.

If you tell us you are unhappy with any part of our service, we will acknowledge your complaint
within three working days. Our complaints procedure has three stages. The target times for stage
1 and stage 2 complaints are 10 working days and 30 working days for stage 3, where an appeals
panel reviews the complaint. If you are still unhappy at the end of these three stages, you can ask
the Housing Ombudsman to investigate your complaint.

In 2008/09 we responded to 80% of the 119 complaints received within target, which is an
improvement on the previous year, when 71% of all complaints were responded to in time and on
the year before when we responded to 76% of all complaints within target.

98 (82%) of the complaints received in 2008/09 were resolved at stage one.

In 2009 we have continued to improve how quickly we deal with complaints, with

92% being responded to within the target date, as at September 2009.

O Missed Target

B On Target

Stage 1 Stage 2 Stage 3

The following table shows that almost two thirds of residents’ complaints relate to the repairs
service, reflecting the period in winter 2008 when some repairs were not completed within target.
A large number of your complaints were about gas repairs. In response to this, we have changed
the way we work with TA Horn our gas contractor, and they are now based at our office so we can
work more closely to ensure a better service.



The breakdown of complaints by types is as follows:

Repairs 77 64.7%
Estate Management 15 12.4%
Administrative 8 7.2%
Handling Nuisance 7 6.0%
Rehousing 5 41%
Rent Arrears 3 2.4%
Customer Service 3 2.4%
Housing Benefit 1 0.8%

Call answering

The main way that our residents contact us is by telephone. We received 34,070 calls in
the year to March 2009, an average of 11 calls per household. We answered 83.7% of
those calls within the target of 20 seconds which is an improvement of almost 6% from
the previous year (77.9%). As aresult, only 6.6% of calls were abandoned, compared with
10.2% the previous year.

Phone Statistics 2008/09
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In 2009 we have continued to improve how quickly we answer your calls, with 94%

being answered within 20 seconds, resulting in only 2.5% being abandoned, as at
September 2009.




Anti-social behaviour

We believe that all tenants should be able to live in their homes free from fear or from
nuisance caused by other people. We take all reports of anti-social behaviour (ASB) very
seriously and investigate them, taking appropriate action wherever possible, using a range
of methods.

In early 2009 we reviewed the way we handle cases of ASB and introduced some
improvements to ensure we take early action to prevent cases becoming more serious
where we can.

For the year ending March 2009, we received 74 reports of Anti-social behaviour, which is
a reduction of 20 cases compared with the previous year. The majority of those related to
noise nuisance but included 4 reports of harassment, 2 reports of racial harassment and 1
of domestic violence.

The solutions to these cases include the use of:
¢ Issuing an acceptable behaviour contracts
e Getting an injunction
o Referring cases for mediation

e Issuing notices of seeking possession for ASB

In 2009 we have introduced closer monitoring of ASB cases and are introducing a satisfaction

survey to get residents’ feedback about the service and how we could improve it.

Our repairs service

We aim to carry out repairs quickly and efficiently to provide a high-quality repairs service
at all times in order to keep your home safe, secure and watertight. We monitor how well
we are doing in this area by looking at the percentage of repairs that we complete within a
target time. We aim to achieve the following timescales:

e 100% of emergency repairs within 24 hours
e 95% of urgent repairs within 7 working days
e 96% of routine repairs within 31 working days

We completed a total of 9608 repairs in the year to March 2009, which is almost 15%
more than the previous year; this increase is largely due to stock condition issues at
Wornington Green which will be tackled by the regeneration of this estate. Alimost 40%
of the repairs were gas and or electricity related and so are categorised as emergency or
urgent.

The table below shows that our performance for the year was significantly below target for
emergency and urgent repairs and 0.5% below target for routine repairs. The main reason
for this was during winter 2008 our gas contractor, TA Horn, failing to complete gas repairs
within target as the table shows all other repairs completed by Mears exceed the urgent
and routine targets.



By bringing TA Horn into our offices and having a member of staff focused on gas performance
the contract is being more closely managed with the repairs targets monitored weekly. As a
result, performance from January to March 2009 improved significantly, exceeding the targets,
with 99.46% of emergency repairs, 96.73% of urgent repairs and 99.18% of routine repairs being
completed within target.

Repair Our Maintenance  Maintenance Performance  Maintenance Performance
Description Target  Performance (MEARS) (MEARS & TA Horn)

2006/07 2007/08 2008/09 2007/09 2008/09

Emergency 100% 95% 98.6% 97.8% 90.3% 87.9%
Urgent 95% 88% 95.1% 96.6% 80.4% 83.5%
Routine 96% 92% 97.7% 97.5% 97.6% 95.6%

In 2009 our performance on repairs has been consistently high, with 99.3% of emergency,

96.2% of urgent and 96% of routine repairs completed in target as at September 2009.

Satisfaction with our repairs service

Another key measure of our repairs performance is resident satisfaction with the service.
We check your satisfaction with the repairs service by conducting telephone surveys

and carrying out post repair inspections. During 2008/09 this was carried out by our

main contractor, Mears. The information collected showed satisfaction with the service
increasing from 82.4% to 99.5% during the year, which was well above our target of 90%.
At the same time, we recognised that there were some performance issues with the service
and realised that the way we collect satisfaction information could be improved. From July
2008 we started carrying out our own in-house satisfaction surveys and by February 2009,
we had significantly increased the number of residents we ask about satisfaction to ensure
we were collecting better quality information.

Repair Satisfaction

Quarter 4 Quarter 1 Quarter 2 Quarter 3 Quarter 4
2007/08 2008/09 2008/09 2008/09 2008/09




Maintaining your home

In total for the year April 2008 to March 2009, we spent £8.7 million repairing and
improving your homes.

We provided 215 kitchens and bathrooms and 218 boilers. Residents were closely involved in
the timescales of the works and given choices on the design and style of kitchen units, including
flooring, tiling and wall-paint colour.

We spent over £2 million on external repairs and decoration on 13 major projects. The largest of
these was at Crossfield House where we provided full window replacement in all 164 flats. The
residents were involved in deciding on paint colour, communal flooring styles and window styles.

The government has said all our homes must meet the Decent Homes Standard by 2010. This
means they must:

e bein areasonable state of repair
e have reasonably modern facilities
e provide effective insulation, and

e meet minimum standards, which include basics like hot and cold water, heating, lighting
and adequate facilities for preparing food.

By March 2009, 97.4% of our homes met the Decent Homes Standard. We only have 68 properties
which do not meet the standard and works will be carried out on them by March 2010.

We also measured the energy efficiency of our homes. This tells us how much energy is needed

to run the heating and hot water systems in your home. The higher the energy efficiency score,
the less energy needed to heat your home. The government measures energy efficiency using the
SAP (standard assessment procedure) rating system. This takes into account things like the type of
heating and windows and the amount of insulation in your home. Houses are rated from 0 to 100
for energy efficiency — 0 is the least efficient and 100 the most efficient. The SAP rating for our
homes was 66.5, which is well above the average for England of 51.

Wornington Green regeneration

In 2007 we committed to regenerating the 538-household Wornington Green Estate for
the benefit of our residents. Since then we have been consulting widely on the proposals.

In late 2008, an independent survey showed that 69% of residents who responded agreed
that the redevelopment of Wornington Green was the best option. With this significant
support, we have progressed with the design of a masterplan for the regeneration that is
endorsed by our residents, the surrounding community, the Royal Borough of Kensington
and Chelsea and other local groups.



Rent collection and rent arrears

As we are a non-profit organisation all the money that we receive in rent and service
charges is put into providing our services for you. This means that we have to be firm but
fair to manage rent arrears and not let them build up.

We aim to collect more than 100% of the rent that is due each year which enables us to collect a
portion of the outstanding arrears.

Period Rent Collection
1 April 2008 to 31 March 2009 100.23%

1 April 2007 to 31 March 2008 100.16%

1 April 2006 to 31 March 2007 99%

In the year to March 2009 we collected 100.23% which was slightly better than the previous
year, although just below the target we set of 102%. Given the difficult economic climate we are
working closely with independent advice agencies such as HASKC in helping residents manage
their money.

In 2009 we have sustained our performance on rent collection, at 100.13% and arrears have

reduced slightly to 5.26% as at September 2009, despite these difficult economic times.

Period Arrears
1 April 2008 to 31 March 2009 5.82%
1 April 2007 to 31 March 2008 5.62%
1 April 2006 to 31 March 2007 6%

We have taken many actions to ensure the level of our residents’ arrears are minimised , including
our agreement to avoid court action where possible and instead using repayment agreements with
our residents.

However, we cannot avoid court action in all cases and in the year to March 2009 we served 219
Notices of Seeking Possession compared with 177 for the previous year. We evicted 6 residents
in the year compared with 4 in the previous year but this remains a last resort as we will support
residents experiencing economic hardship as much as possible.



Rent Comparisons

Ours rents are broadly in line with comparable housing associations such as Notting Hill Housing
Group and Stadium Housing Association, in relation to all three boroughs where we work. There
are variations between bedroom sizes which may relate to the ages of the properties as newer
properties tend to have higher rents. KHT has relatively few properties in Westminster but the
majority were built fairly recently, hence the higher rent levels.

Kensington & Chelsea

Bedsit One Two  Three Four Five Six +
KHT £76.59 £82.38 £9191 £10299 £11416 £125.73 £126.27
Notting Hill Housing Group £70.57 £79.33 £88.45 £99.24 £110.59 £117.42 £110.97
Stadium Housing Association £84.46 £97.81 £112.83 £129.49 £136.96
Woman’s Pioneer £7135 £7770 £8735 £101.71
Octavia Housing and Care £6390 £71.23 £78.60 £89.12 £97.43
Acton Housing Association £79.05 £96.51
Average £68.61 £78.35 £89.74 £100.73 £112.50 £12719 £110.97
Hammersmith & Fulham
Bedsit One Two  Three Four Five Six +
KHT £83.10 £9754 £113.67 £117.91
Nottinghill Housing Group £76.56 £80.35 £91.33 £99.68 £109.23 £112.24 £115.65
Stadium Housing Association £122.69 £98.08 £108.75 £115.08
Woman'’s Pioneer £7292 £80.69 £89.53 £104.26
Octavia Housing and Care £64.31 £71.59 £85.09 £87.29 £108.37 £126.39
Acton Housing Association £7592 £7498 £88.84 £106.27 £113.77
Average £72.43 £86.06 £90.57 £101.25 £111.61 £119.32 £115.65
Westminster
Bedsit One Two Three  Four Five Six
KHT £88.63 £9261 £104.66 £114.07 £113.16
Nottinghill Housing Group £77.20 £95.01 £107.38 £120.36
Stadium Housing Association £78.41 £83.53 £93.50 £104.99 £117.02
Woman’s Pioneer £68.12 £81.40
Octavia Housing and Care £66.45 £8232 £93.71 £106.03 £110.21 £117.53
Acton Housing Association £6710 £76.43 £91.82 £103.63 £112.31 £117.61
Average £70.02 £80.18 £93.51 £105.51 £11498 £117.57
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The table below present the average weekly market rent in the RBKC.

Studio flat One bedroom flat Two bedroom flat Three bedroom flat

£215 £325 £450 £500

It is worth noting that the cost of renting a studio flat in RBKC costs almost twice as much as the
highest rent we charge in Kensington Housing Trust.

Vacant homes

We aim to re-let empty homes as quickly as possible, to reduce the amount of time people have to
wait for a property. Furthermore, the longer our homes are empty, the more rent we lose.

In the last financial year to March 2009 58 homes became empty and were re-let. The average
time it took us to re-let those empty properties was 37.8 days. This is notably higher than our
target of 25 days and is due to ensuring that Wornington Green residents who needed to relocate
due to the regeneration were given the opportunity to consider moving to available homes.

We anticipate that the regeneration of the Wornington Green Estate will continue to affect our
performance in this area throughout the next year. We are committed to working with Wornington
Green residents to match their needs to the right homes with as little disruption to their lives as
possible.

About our homes

We own and manage;
e 2,263 General Needs homes o 882 Key-Worker units
e 35 Sheltered homes for Older People e 23 Supported units
e 34 Shared-Ownership homes

The table below shows the breakdown of our General Needs housing stock across the boroughs
by number of bedrooms. The majority (70%) of our General Needs properties are one or two
bedrooms.

Hammersmith Kensington Westminster Total
& Fulham & Chelsea

Bedsit (1 person) 0 63 1 64
1 Bedroom 35 764 13 812
2 Bedroom 90 638 25 753
3 Bedroom 47 378 16 441
4 Bedroom 21 145 5 171
5 Bedroom 0 8 0 8
6+ Bedroom 0 1 0 1
Total 193 1997 60 2250
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About our residents

During early 2009 we carried out a STATUS survey. This is a standardised survey used by Housing
Associations and Local Authorities to find out how satisfied their residents are with the services
they receive. 608 KHT residents agreed to fill in the questionnaire.

The findings show that 60% of our tenants regard themselves as White British (43%), White
Irish (8%) or White Other (9%), with the remainder (40%) coming from a wide variety of ethnic
backgrounds. This is quite a diverse tenant population.

Ethnic origin

B White British
B Whitelrish
B White Other
B Mixed
M Asian
m Black

Other

1 Refused to say

As shown below, the majority of our residents (39%) said they live on their own, with half of those
residents aged 60 or over. Only 20% of our households responded as having one or more children
under the age of 16.

Composition of household

20%
19%

one adult under 60

One adult aged 60 or over

Two adults both under 60

Two adults, at least one 60 or over

Three or more adults, 16 or over
1-parent family with child/ren, at least one...
2-parent family with child/ren, at least one...

Other

Refused to say




A large number of our residents (43%) are aged between 35 and 54, with a further 42% of
residents aged 55 and over. Only 8% of our residents are under 35 years old.

Age of main tenant

W16-34 W35-54 [@55-64 W65+ MERefused tosay

Where our money came from in 2008/09

Finance

The total money coming into KHT was £19.5 million, an increase from the £17.3 million in 2007/08.
Most of the income is from rents and service charges. The rest of our income is from property sales
and other income.

We are a non-for-profit company, so all the income is reinvested in KHT to enhance and improve
the services provided to residents.

m Rents and
Service Charges

W Property Sales
m Other Lettings
Income

B Grant Income

m Other Income
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What we spent our money on in 2008/09

In 2008/09 KHT spent £8.7 million on improving homes for customers and an additional 124
dwellings were brought up to the decent home standard.

18%

® Major repairs
expenditure

13%
B Reprairs and
maintenance

W Interest payahle
49‘. Services
1%
18%

B Management costs

m Depraciation

29%

o Other Expenditure

Overall

The result of the above is a surplus of £968K compared with the previous year’s deficit of £300K.
The Association needs to make surpluses to continue to maintain existing properties, to provide
new homes to meet the continuing demand for social housing in our areas of operation and to
keep rents at affordable levels.

Income and expenditure account for the year ended 31 March

2009 2008

£000 £°000
Turnover 17,241 16,564
Operating costs (15,324) (14,128)
Operating Surplus 1,917 2,436
Surplus sale of fixed assests 2167 661
Interest recievable and similar income 72 42
Interest payable and similar charges (3,188) (3,453)

Surplus/ (Deficit) for the year 968 314






If you need any part of this information in large print, Braille, on CD or
explained in your own language please contact us on the number below.

Arabic
Clagleall 238 0 ¢ 32 gl (e Jsanll e 5 g 1)
sl e S 5F il o 8k 5l 5 S ks o pabae
> lgBanti Gl By pde gl gea day 5 ol dnee
Ll e gall G851 e Ly Juasy!

Gujarati

% du1 515 4@ el 201 wiRkd dSa, A8
Buz, 241341 24 21941 4 Yidi) @y
A4 Al A %32 iy di H13A enda HoR
BYR AHIR AYS 53

Portuguese

Se necessitar de parte desta informacao er
caracteres aumentados, em Braille, em CD
cassete audio ou apresentada no seu
idioma, por favor contacte-nos, através do
telefone abaixo indicado.

Punjabi

7 3t fer weadt © fan fdR & g, A,
wiglg 2u € vrde I A »uet g &g
AHSE ¥ d, 3F faqur gad Jot &3 T
dg9 ‘3 W Hudd dd|

Urdu

23“53 b ;E)T;Héw U..S;C;b:,.h.a o
¢S ol e s g (S Colis (e 05 Gl b
-L.xLS"J“!‘);-,‘x‘-S«_—‘ScPc':‘::‘:—-

Kensington
Housing Trust

Published by:

Kensington Housing Trust,
354 Portobello Road,
London W10 5XZ. Tel: 020 8960 5544

www.chg.org.uk/kensingtonht

Chinese

S FEBR—AEEERERVERE - HEEE
HFHESAFIEN R R RG ~ BERCRE R ~ 15
B R ChF - SRR SR T BB R EHYBEEE
AR T DU T B EESR G B TR T -

Hindi

3NN 3T 29 SR & fhdr ) 2wy &
o1, WS, Iiffsar v # =red € a1 U
A9 # ST A1Ed &, a puAT A9 Qg 7y
TR R FHA D PN |

Polish

Jezeli potrzebujesz aby catos¢ lub czesé
tego tekstu byty przedstawione wigkszg
czcionka, w jezyku Braille’a, na nosniku CD,
na kasecie audio lub zostaty przettumaczo-
ne na Twdéj jezyk ojczysty, prosimy o kontakt
pod numerem podanym nizej.

Somali

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.

020 8960 5544
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