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THE VIEW FROM PolLHA

MARGARET O'CONNOR | CHAIRMAN

The theme of the Annual Report this year is
‘40 years at the heart of the community’

Being a Leith resident myself, | am very proud
of what the area has become, and | am
delighted we have been able to supply good
quality, affordable homes for local people for
the past four decades.

Although times change and technology
advances, we have come a long way since our
humble beginningsin 1975. We have become
one of the biggest social landlords in the city
and have invested over £200 million and
created over 2,700 homes to date throughout
Leith and North Edinburgh.

Last September, we celebrated turning the
big 4-0 milestone with an event for members
and staff in Hibs" stadium. | would like to
take this opportunity to thank everyone who
has supported us over the years. Working
together we are better able to deliver our

ambition which is to make places great for
people to live in and to change lives for the
better in future.

As we continue to seek to make a positive
impact on the wider community, | am
delighted that more young people completed
the TOIL programme this year with so many
moving onto employment opportunities.
Young people are the lifeblood of the
community and workforce, anditisimperative
they have the means to fulfil their potential.

| am also pleased we have been able to
support our older residents with a variety of
initiatives. At St Nicks, where the anniversary
teaset creations by the residents have been
turned into a book for all to cherish and enjoy,
while listening to their stories of days gone by,
is heartwarming.

This is my second year as Chair and time
certainly flies! | would like to express my
thanks to our partners and in particular to the
City of Edinburgh Council for their supportand
contribution towards our work. | am grateful
to all the Board Members of PoLHA and of our
subsidiary, Persevere Developments. May |
thank all those who have voluntarily given
their commitment and expertise to provide
direction and oversight to the Association’s
work. Also, may | thank the staff for their
efforts and congratulate each one of them
for what has been a very productive and
successful year for the Association.
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It has been another very productive and
eventful year for the Association, made
even more special as we have reached
and celebrated 40 years working for the
community.

Never one to rest on our laurels, our ambition
is to provide even more in future and improve
the way we deliver services for people
who need these most and supporting the
community to be the best place it can be to
live in.

Having met the required Scottish Housing
Quality Standard on the vast majority of our
property this year, we are now very focussed
on meeting the next target standard for 2020
by ensuring all our homes meet the new
Energy Efficiency Standard for Social Housing.
Currently, 86% of our properties have met
the requirements of an Energy Performance
Certificate of C or above. We will improve
on this by continuing to invest in our existing
property to ensure residents will benefit from
having highly energy-efficient homes and
reduced energy requirements.

We are pleased our Albion Road development
was completed providing new social and mid
market rented homes for people in greatest
need. After much planning and preparation
alongside the City of Edinburgh Council, it
was also very good to see construction work
starting at Leith Fort — it will be exciting to see
these colony style properties complete as
this is the first time we have designed homes
in this form and in partnership with the City
Council.

As we announced that we will be investing
£55 million to build nearly 500 additional new
homes in the north Edinburgh area by 2020,
we will be looking forward to seeing more
high quality, affordable homes across the city.

Our latest tenant satisfaction survey results
have been very encouraging and we are
improving in the vast majority of areas.
This is down to having open and honest
communication. | am pleased that so many
of our tenants are satisfied with us being their
landlord and enjoy living in their homes and
local neighbourhoods. We aim to keep up the
hard work to ensure we build on our service
performance and standards.

None of this can be achieved without a
dedicated and skilled team of staff. This year
we have continued to supportthe professional
development of staff and including for
managers and supervisors undertaking
leadership and team skills development
activity. Our ambition is to be excellent in
what we do. Having been “recognised for
excellence” under the EFQM standard by
Quality Scotland we will continue to develop
and improve our systems and processes with
the aim of delivering excellent services in
future.
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ABOUT PolLHA

WHO WE ARE

+ Asocial landlord and charity

« Asocial enterprise investing in the community
« Working for the long term wellbeing of the residents of Leith and North Edinburgh

OUR MISSION
+ To make Leith the best place to be

WHAT WE DO

« We own, rent and manage homes of different tenures: social housing, shared ownership and,
with Persevere Developments Ltd, mid market rent housing

« We provide accommodation for a range of needs including sheltered, amenity, wheelchair
adapted, family and single person housing

« We build homesinavariety of stylesand locations, with flats, duplexes and houses throughout
Leith, Granton, Newhaven, Portobello, Restalrig and Magdalene

« We support the community through various community enterprises

+ We are a major employer in Leith having 68 (full time equivalent) staff employed

« We support young people in training through our TOIL programme

« We provide practical services such as money advice support and employment counselling
« We support improvements to environmental conditions and encourage active lifestyles
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OUR ACHIEVEMENTS

REVIEW OF OURACTIVITIES AND ACHIEVEMENTS OVER THE YEAR

In delivering services, we .....

« Achieved 88% of tenant satisfaction with the overall
service provided by the Association in our annual tenant
satisfaction survey;

+ Supported sheltered housing residents and Citadel Arts
Group to spend time together through the performance
of plays;

+ Held successful summer and Christmas fayres, raising
money for sheltered housing resident activities;

+ Published a book featuring the designs from the St
Nicholas Court 25th anniversary commemorative
teaset. This was launched by Edinburgh-based best-
selling author Millie Gray;

¢ Increased Port of Leith tenants’ income by £477,534.56
as a result of working with the tenancy support team;

+ Started to restructure our Property & New Business
Department, to further enhance the service to our
tenants;

+ Supported 12 staff to achieve professional qualifications.
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OUR ACHIEVEMENTS

REVIEW OF OURACTIVITIES AND ACHIEVEMENTS OVER THE YEAR

In developing new homes and maintaining existing
homes, we achieved ...

« The completion of significant structural repair works
at Trafalgar Street to ensure this pre 1919 tenement
has many more years of life still in it and continues to
provide comfortable homes for our tenants and private
owners;

« Funding of £216,540 from the Scottish Government
Home Energy Efficiency Programmes for Scotland:
Area Based Scheme (HEEPS:ABS) to install cavity wall
insulation to 212 properties including for 26 private
owners;

+ 8b%oftheAssociation’spropertiesmettherequirements
of an Energy Performance Certificate of C or above;

¢ Investment of £55 million to build nearly 500 additional
new homes in north Edinburgh area by 2020;

+ The official launch of our Albion Road development
consisting of 42 high quality and energy efficient
homes - providing 35 new homes for mid market rent
and seven for social rent;

o A site start at Leith Fort with the first homes due to
complete in 2017. A total of 94 new homes will be built
on the former 18th century Leith Fort site, 62 of which
will be owned by PoLHA and available for mid market
rentand 32 units will be owned by the Council for social
rent;

+ Thesale of 12 properties that we are unable to bring up
to the Housing Standard. The income from the sale will
be used to finance more new properties.
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Celebration event held in September 2015
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OUR ACHIEVEMENTS

REVIEW OF OUR ACTIVITIES AND ACHIEVEMENTS OVER THE YEAR

In supporting the wellbeing of people and of the
community we. ..

Held a graduation ceremony at the City Chambers for
33 young people celebrating completion of the TOIL
programme. Certificates were presented by Mollie
Hughes, who was one of the youngest British climbers
to summit Mount Everest in 2012;

Held a successful “Dosh Day” held in conjunction
with four other housing associations, offering simple
practical steps on saving money, how to eat well on a
budget and to get help with any housing issues,

Held a successful open day for tenants over the age
of 65 at St Nicholas Court sheltered housing complex,
aimed at raising awareness about our services and local
services for older people to combat isolation;

Volunteered through the PoLCATs initiative at an Older
People event at Meadowbank Sports Centre, which saw
over 400 people attend;

Celebrated of 40 years at the heart of the community;

Created a short film as part of our 40th anniversary
looking at the impact we have made in the local
community over the past four decades. The film

featured tenants and organisations in the community

who are our partners.

Raised £800 for Comic Relief in a bake sale hosted by
Jameson Place sheltered housing development

Successfully collected items for the foodbank at South
Leith Parish Church Halls, in the runup to Christmas.

10
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LISTENING TO YOU

ANNUAL TENANT SATISFACTION SURVEY 2014: THE RESULTS

The results are in for the Annual Tenant Satisfaction Survey 2015.

The following is a snapshot of how tenants think we are performing.

Satisfaction with Service:
« 88% of tenants are fairly or very satisfied with the overall service

Value for money:

* 8/7% consider their home and the services we provide are value for money
* 92% are satisfied with the quality of their home

* 85% are satisfied with the standard of their home when moving in

Repairs:
« 85% are satisfied with the repairs and maintenance service

Communication:

« 947 feel that we are good at keeping them informed

« 83% are satisfied with the management of the neighbourhood

« /8% are satisfied with opportunities to participate in PoLHA's decision making processes

11
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FACTS AND FIGURES

71% Rents and service charges

(£11,495,586)
17% Grants
INCOME (£2,781,169)
Where the money ) _
comes from 7% Gain on sale of properties
(£1,108,670)

5% Interest received and Other
(£783,616)

Total income = £16,169,041

30% Housing depreciation
(£4,109,479)

26% Housing management and Services
(£3,571,305)

25% Maintenance
(£3,402,711)

EXPENDITURE 9% Interest on loans
What the money is (£1,116,161)
spent on

O

5% Community initiatives
(£697,959)

3% Other
(£418,240)

2% Property development
(£311,222)

Total expenditure = £13,62/,0/77

Number of properties we own and let (as at 31/03/2016)

_ 12 BEDROOM 3+ BEDROOM TOTAL
TOTAL 2227

I

In addition to this, the Association part owns 137 shared properties and also manages 131 mid
market rented properties for Persevere Developments Ltd.

12
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FACTS AND FIGURES

2013 2014 2015
Reactive repairs completed on time (%)
Emergencies (within two hours) 97 97 97
Immediate (within 24 hours) 96 96 97
Urgent (within five days) 90 89 92
Routine (within 15 days) 94 93 94
Rent loss from arrears and empty flats
Rent loss from empty flats as a % of total due 1.2 1.2 09
Current arrears as a % of total rent due 35 3.4 2.9
Properties vacated (ie turnover) as a % of total stock 10.2 n
Number of properties let to new tenants in year 383 182 184
Average time to let (calendar days, excluding major voids 23 34 35

[unlettable properties)

Management costs per property £928 £1,122 £974

Total spend on building new properties (net of grant) £5.7m £4.8m £19m

Training Opportunitiesin Lothian Programme (TOIL)

60 young people attended the programme, 25
of whom completed between 1 April 2015 and
31 March 2016.

26 (59%) went on to positive destinations:
12 to permanent employment, 11 into
apprenticeships and 3 on to further education.

In addition, 16 young people achieved the
Certificate of Work Readiness qualification, 12
passed the CSCS health and safety exam and 2
passed the REHIS food hygiene exam.
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BOARD OF MANAGEMENT

The PoLHA Board of Management in the period 1 April 2015 to 31 March 2016 was as follows:

Richard Bolton: Chartered accountant and local Leith business owner. Board Member from 2012.

Neil Gardiner: Architect and Urban Designer, Capital Projects Advisor with NHS National Services Scotland. Board
Member from September 2015.

Arun Gopinath: Managing Consultant and Manager of Central Scotland Regional Equality Council. Co-opted from
September 2015.

Vicky Hope: Marketing consultant and Leith resident. Co-opted from September 2015.

Robert MacPherson: Former Lorne HA committee member. Retired driver and an Association tenant. Board Member
from 2005.

Ruth McNeil: Now retired, former manager in a unit caring for the elderly, with an SNC in Housing and a certificate in
Social Care. An Association tenant and Board Member from 2008.

Gordon Munro: City of Edinburgh Councillor for Leith. Board Member from 2003.

Philip Neaves: Independent property and planning consultant. Chair of Persevere Developments Ltd. Board Member
from 2011

Margaret O'Connor (Chair): Chief Executive of a Leith based charity. Local Leith resident and Board Member from
2010.

Helen Phillips: Wide experience in local community activities. An Association tenant and Board Member from 2011.

Brian Reilly: Leith born self-employed financial analyst and banker specialising in treasury management for banks.
Board Member from September 2015.

David Spilsbury: Director of Finance at National Museums Scotland. Former council chief finance officer. Board
Member from September 2014 and Chair of Group Audit Committee.

We would like to record our thanks to Paul Linton, Board Member from 2009, Tim Parker, Board Member from 2004,
and Stephen Whitehead, Board Member from 2010, who left the Board in the period to March 2016.

14
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STAFF TEAM

Our staff team in the period 1 April 2015 - 31 March 2016 were:

CHIEF EXECUTIVE
Keith Anderson

CORPORATE SERVICES
Mike Beniston, Head
Jackie Grant

Alison Petretti

lan Treger

Glen White

ICT Team
Neil Donald, Manager
Gunduz Ozturk

CUSTOMER SERVICES
Director: Claire Ironside

Housing Management Team
Joyce Cuthbert, Manager
Wendy Chan

Simon Davies

Paul Henderson

Alison Hope

Leanne McAndrew

Paul McMahon

Finbar Moreby

Louise O'Connor

Claire Traynor

Rosemary Whalen

Ann Yourston

Quay Set Up Project
Clare Halliday, Manager

Sheltered Housing Team
Maureen Tait, Manager
Noreen Combe

Suzie Connery

Liz Dalley

Marjorie Fraser

Martin Hunter

Liz MacAulay

Customer Advice Team
Lucy Whittaker, Manager
Lesleyann Clark

Sharyn Cox

Jenni Gegan

Rachel Gilburt

Ann Robertson
Christine Seydak
Chelsea Smith
Samantha Sutherland

Tenant Support Team
Louise Byrne

Susan Colvin

Fiona Neilson

Leo Paredes

TOIL Team (Training Opportunities in Lothian)
John Murray, Manager

Amy Butler

Rachel Hutton

Sharon Lawrie

Stephanie Scott

Jane Whiting

Asima Hussain

Alex Galloway

Eleanor Templeton

Our thanks to the staff who left POLHA over the period April 2015 to March 2016

Christine Blackie, Laura Coventry, Elaine Edwards, George McLeod, Onder Ozdemir, Graeme Plews, Prio Roy, Liz Silvester, Electra Smith,

Jonathan Smith, David Thom

FINANCE

Director: Heather Kiteley
Joanne Earl, Manager
Jane-Beth Brown
Nikolaos Koutris

Lauren MacKinnon
Ngeme Ntuli

Aileen Punton

Jane Stewart-Leslie

PROPERTY & NEW BUSINESS
Director: Gordon Cameron

Asset & Procurement Team
Angela Morgan, Manager
Melanie Huey

Shona Maxwell

Serena Selkirk

Marie Williams

Development Team
Wendy Farmer, Manager
Deborah Bailey

Kate Duckham

Martin Hall

Maintenance Team
Kevin Wilson, Manager
John Clarke

Steven Donoghue
Scott McRorie

Sara Oliver

Dee Shiels

Alan Whitelaw

15
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OUR CUSTOMER CHARTER

The Customer Charter sets out our service standards to our tenants, how
we will achieve them and how we will measure our performance against
them.

Init, we pledge
To use plain English in our communications with customers,

To keep them updated where we can't resolve a problem immediately;

To listen to what customers say and treat them, as an individual, with respect
and do what we say we will;

To treat everyone equally and not unfairly discriminate for any reason;

To provide opportunities for customers to engage with us to give feedback on
our performance and our services.

The Charter also lays out what we expect from customers:
To comply with the tenancy agreement, including paying rent on time;
To treat our staff politely and with respect;

To tell us when they are unhappy with our service, so that we can try to put
things nght and improve our service;

To provide the information we ask for and respond to requests to contact us
50 that we can help;

And to give access to our tradesmen and staff when the customers say they
are available.

;

= To see the Charter in full and our Service Standards,
PORT OF LEITH go to www.polha.co.uk or call 0808 100 0403 (free from mobiles)
HOUSING ASSOCIATION to get a copy of either of these.




