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INTRODUCING

PORT OF LEITH HOUSING ASSOCIATION

We believe that people have the right to a secure, affordable home
they enjoy living in. That’s why we provide over 2,700 great places
for people to call home at affordable prices in and around Leith.

The Association was formed as a charity and not-for-profit social
enterprise in 1975, with all surplus generated being reinvested into
its properties and local communities. It has invested over £200
million over the years, now providing homes for more than 4,000
people annually. We work closely with our customers and other
partners to make Leith a great place to live, visit and do business.

You can find out more about Port of Leith Housing Association at
www.polha.co.uk

If you would like to receive our Annual Report in a different format
or language please contact us on
0131 554 0403 or email info@polha.co.uk
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WELCOME FROM OUR CHAIRPERSON

Margaret 0°Connor | Chairperson

Everyone at Port of Leith Housing Association has
enjoyed a very productive year.

With demand for affordable housing in Leith and
North Edinburgh continuing to be incredibly high, we
are determined to keep on creating more great places
for people to call home.

We're proud that 160 new households chose to
rent a home from us over the past year and, as a
Leith resident myself, | take great pride in seeing
the difference the Association makes to the lives of
people in the area.

| am thrilled that our latest subsidiary, Quay
Community Improvements, is proving to be such a
success. The profits from our new social enterprise
company will be reinvested in the physical, social and
economic regeneration of Leith and North Edinburgh,
and lam excited about its potential.

Over the last year, 46 young people graduated
from our Training Opportunities in Lothian (TOIL)
programme and more than half of them have moved
on to positive destinations, including employment,
apprenticeships and further education.

Our older residents have also been busy. From an
intergenerational project which attracted a visit from
the First Minister to the publication of the Women
at Work book, recording memories of how Leith has
changed, it is easy to see why our sheltered housing
team has been awarded the top grade available
from the Care Inspectorate for the quality of care and
support they provide.

| would like to thank all our staff and partners for
playing their part in all the achievements outlined in
this report.
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THE VIEW FROM PoLHA

Keith Anderson | Chief Executive

This year has been an exciting one for Port of Leith
Housing Association, as we have taken big steps
towards the delivery of our ambition to make Leith
the best place to be.

At the start of 2017, our already ambitious plan to
deliver more homes was revised upwards. We now
have a strategy in place to invest a further £89 million
in building 850 high quality homes for social and for
mid market rent over the next five years.

We have already started this work with several
new developments making good progress and
new residents now moving into our Leith Fort
development. Our newly acquired site at Granton
Harbour will also pave the way for over 300 new, high
quality homes for rent.

Our strong commitment to addressing the growing
demand for affordable housing also extends to
keeping our existing homes in good condition and

meeting our customers’ needs. We were pleased to
see that in our latest tenant satisfaction survey 92%
of respondents told us they are either very or fairly
satisfied with the overall service we provide as their
landlord.

The launch in 2016 of our new subsidiary social
enterprise, Quay Community Improvements (Quay),
is another highlight. Quay has set up a successful
stair cleaning service and secured a host of new
commercial contracts, including with other social
landlords operating in North Edinburgh.

Our staff members are continuing to work tirelessly to
provide high quality services to our customers and to
make Leith a great place to live, visit and do business.
I'm excited to see what the next 12 months will bring,
and look forward to working with the new Council
administration to improve access to more affordable
housing for rent in the City.



Listening to our customers

Every year we ask all our tenants and sharing owners to tell us how satisfied they are with our services by
participating in our annual satisfaction survey. Overall satisfaction levels with the Association continue
to be strong and a high proportion of our customers would recommend us to a family member, friend

or colleague.

Here is an overview of what our customers said about us in 2016:

o)

Overall satisfaction with 935%

PoLHA as a landlord was Say that we're good or

UP4%t052.4% fairly good at keeping

them informed

I——— 007 are satisfied with the repairs service
I—— 90% are satisfied with the quality of their home
I—— 407 say the home and services we provide are value for money
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SUPPORTING PEOPLE’S WELLBEING
AND THE WIDER COMMUNITY

We established our second wholly-owned subsidiary and community
interest company, Quay Community Improvements (Quay). Operating
as a social enterprise, it will provide a range of commercial activities
with the profits being invested in the regeneration of Leith and nearby
neighbourhoods. In its first months of operation it has established a
successful stair cleaning service.

In its fourth year of operation, our other wholly-owned subsidiary
company, Persevere Developments Limited (PDL), provided much
needed new mid market rent housing for the growing number of
average income households seeking high quality affordable housing for
rent but who cannot access social rented homes or afford private, open
market prices.

46 young people participated in our Training Opportunities in Lothian
(TOIL) programme with more than half of them (59%) moving on to a
positive destination:

- 21 young people found permanent employment

- Four of the trainees started Modern Apprenticeships

- Two young people moved into further education

Many of the participants also gained certificated qualifications:
- 34 obtained a Certificate of Work Readiness
- Three passed the REHIS food hygiene exam
- 16 passed the CSCS health and safety exam

One of the trainees said:

“The help | got from TOIL was unbelievable. They gave me mock interviews so
I wouldn’t be nervous when | had a real one and put me through my CSCS
card and CITB test.”

We secured continuation funding from the Scottish Government’s
People & Communities Fund for local projects, including £15k for the
Saheliya Learning Centre to deliver Access English Speakers of Other
Language (ESOL) courses, and skills for work, managing money, women
in business and basic IT training to black and minority ethnic (BME)
women in Edinburgh.

The Canny Budgeting Project was also awarded £40k. Working with
Changeworks and Citizens Advice Edinburgh (CAE), it supports people
living in Leith and North Edinburgh who are in or at risk of fuel and food
poverty.

Top to bottom:

- The Quay team striking
their best poses
Progress at Leith Fort
Our TOIL graduates



IMPROVING OUR
SERVICE DELIVERY

Our tenancy support team has been providing advice and
assistance to tenants with debt, benefit and support issues.

Our second report on our performance against the Scottish
Social Housing Charter demonstrates that we are performing
well compared to our peers.

A new Facilities Team has taken over the management of our
Factoring Services and has been meeting with our factored
customers to further develop this service.

A group of our tenants reviewed how we communicate
with customers about antisocial behaviour complaints and
identified opportunities for improvements.

We were awarded Level 4 under the EFQM Excellence Model
for delivering business excellence. EFQM is an international
recognition programme designed to help organisations
continuously improve their performance.

Top to bottom:
Tenants at our sheltered
housing complex
Jameson Place

We were awarded two Crystal Marks on behalf of the
Plain English Campaign for our Customer Engagement and
Antisocial Behaviour leaflets.

Our sheltered housing complexes were awarded the
highest grade available (6 - Excellent) by the Care
Inspectorate for the quality of care and support they
provide to the 120 older people living at Jameson
Place, St Nicholas Court and Hermitage Court.
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CREATING GREAT PLACES FOR
PEOPLE TO CALL HOME

We confirmed plans to build 850 new homes for both social
and mid market rent over the next five years. This means
we're building an additional 154 new homes by 2020 and 370
more new homes over the next five years than previously
planned.

We acquired a large new development site at Granton
Harbour which will pave the way for 300 new homes to be
built within the next five years.

Our new developments at Brunswick Road and Shrubhill
made good progress with construction work, and plans for
Porthaven on Wellington Place and our site at Constitution
Street have continued to take shape.

We built eight new homes for mid market rent at Stanwell
Serage

We started work on a site at Fishwives Causeway in
Portobello where 52 homes (28 for social rent and 24 for mid
market rent) will be completed in Spring 2018.

We have made great progress at the Leith Fort site where
62 mid market rent homes will be completed by the end of
summer 2017.

Work continued on the eight-home extension at our
sheltered housing complex St Nicholas Court which is
welcoming new residents over the summer of 2017.

Top to bottom:
- Exterior of the St Nicholas
Court extension

New tenants Frances
and George McPherson
at St Nicholas Court



KEEPING OUR
EXISTING HOMES GREAT

We created our 2017-22 Asset Management Strategy which
sets out how we'll resource the ongoing maintenance of our
properties according to the Scottish Housing Quality Standard
(SHQS) and work towards the Energy Efficiency Standard

for Social Housing (EESSH) 2020. We're pleased to say that
just over 96% of our homes meet SHQS and 86% meet the
requirements of an Energy Performance Certificate of C or
above.

Our ongoing mMajor repairs programme received investment
of £2.7m.

Following the suspension of the City of Edinburgh Council’s
Statutory Notice Repairs system, we successfully carried out
repair works in five separate stairs, affecting 43 flats under our
ownership and 50 privately owned properties.

We disposed of 16 pre-1919 tenement properties in mutually
owned tenement buildings where we own few properties,
which can make it difficult to secure agreement with other
owners on necessary repairs. The funds generated from these
sales are being used to develop more great homes for social
and mid market rent in future.

A new Facilities Team has been set up to ensure our lifts, fire
safety equipment and water storage pumps are maintained
to the highest level possible. We also employed a dedicated
Estates Officer to continue to improve how we manage
common areas within our developments.
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WORKING WITH OUR CUSTOMERS

In 2016/17 we worked closely with our customers
to keep improving our services and to create better
homes and neighbourhoods in Leith.

Tenants’ experiences are published in a
book

A group of tenants living in our sheltered housing
complex at Jameson Place came together to write a
book sharing personal stories from their working lives.
Women at Work: Stories and Memories from the
Women of Leith shares stories from 11 women, most
of whom have worked and lived in Leith for most of
their lives.

The book was created in partnership with Edinburgh
Art Festival and Citadel Arts Group and was inspired
by the women’s trip to the Every Woman Dazzle
Ship Scotland, designed by artist Ciara Phillips. Every
Woman pays tribute to the women who designed
and painted these ships in WW1 and the women
throughout history whose stories remain untold.

Pupils from the local gaelic school Taobh na Pairce
attended the book launch at Jameson Place and
presented each woman with a piece of art work
inspired by their story.

Norah McKenna, one of the women involved in the
project, said:

‘It was a wonderful experience. The other ladies and |
greatly enjoyed getting together to share our memories
with one another. Looking back over the years, | was
reminded of all the ways Leith has changed since | was
young, and it s lovely to think that we were a part of it.”

Supporting people into work

Our tenant Helen explains how we helped her to find
her dream job.

Helen said:

“My Housing Officer referred me to Jane Whiting who
helped me write my first CV and supported me in building
my confidence. | was surprised by how much | had
managed to achieve and it gave me a real confidence
boost. Soon | was applying for jobs and getting interviews.
The job | really wanted was a part time job at a school. |
remember being so happy to be offered an interview and
then to be told that | was given the job was even better!”

Helping people to get online

Residents from all three of our sheltered housing
complexes have been enjoying learning digital skills
at drop in classes run by the Digital Skills Academy.
They’re using smart phones, tablets and laptops to
send emails, browse Google, make video calls on
Skype, shop online and download music and TV
programmes.

Helping us to address antisocial
behaviour

Our tenant inspectors have been busy reviewing how
we communicate with customers when dealing with
cases of antisocial behaviour. With support from the
Tenant Information Service (TIS), the tenant inspectors
worked with staff to develop an action plan to
improve communication with tenants experiencing
antisocial behaviour (ASB). The research carried out by
the inspectors raised a number of issues which were
highlighted to our Board, including recommendations
that we review how we encourage tenants to access
mediation services and work in partnership with
organisations, such as the council and police.



Working with the Regulator

Our tenant Chris Stone, along with 11 other social
landlord tenants across Scotland, became a Tenant
Advisor to The Scottish Housing Regulator, bringing
a tenant’s perspective to the Regulator’s scrutiny of
landlords’ services. Tenant Advisors are volunteers
who help to gather and report tenants’ views on
the information landlords publish for tenants, how
services are being delivered and how tenants are
consulted.

Chris said:

“From my perspective as a tenant, it’s great we have a
voice that can be heard by the landlord and the regulator.
| feel passionate about the area | live in and the condition
of housing for all tenants.”

Bottom left: Chris Stone, Tenant Advisor to Scottish
Housing Regulator

Right: Dazzle Ship at Leith Docks; ‘Women at Work’
book launch; Our tenant inspectors
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2016/17 IN NUMBERS

BI(y Rent and service charges
0 £11,622,499

0/ Grants
IBA £3,164,572

7(y Gain on sale of properties
0 £1304,503

INCOME

m[y Pension liability remeasurement
0 £1941886

by

B(y Interest received and other
0 £1171621

TOTALINCOME = £19,205,081

0/ Housing depreciation
. ng] £3,940,326

30[y Housing Management and Services
0£4039381

220 Maintenance
0 £3007593

0/ Other
3A £438,305

3(y Property Development
0 £379817

EXPENDITURE

5(y Community Initiatives
0 £661,383

8(y Interest on Loans
0 £1112,157

TOTAL EXPENDITURE = £13,578,962

Overview of our properties (as at 31/03/2017)

| 1z2BEDROOM 3+BEDROOM TOTAL
—ow [ e | wm | aw

The Association also has 137 properties in shared ownership and manages 139 mid market rent properties for
Persevere Developments Ltd.




% of repairs completed on time

I TR T T A
uithin 24 hour)
Rent loss from arrears & empty flats

I TR T T A
ot tonenin, | 1w
s
Properties vacated (e turnover) as a % of total stock

] 2014/15 2015/16 2016/17

Properties vacated
(ie turnover) as a % of 8.2% 8% 6.7%
total stock

Number of properties let to new tenants

] 2014/15 201516 2016/17

Average time to relet
property (number of
calendar days)
Management costs per property
] 2014/15 2015/16 2016/17

Management costs per

Total spend on building new properties (net of grant)

] 2014/15 201516 2016/17

““

Total spend on building
new properties (net of

grant)

13



14

MAKING COMMUNITY CONNECTIONS | Port of Leith Housing Association Annual Report 16/17

BOARD OF MANAGEMENT

The PoLHA Board of Management from [ April 2016 to 31 March 2017 was:

Richard Bolton:

Chartered accountant and local business owner. Board
Member from 2012.

Neil Gardiner:

Architect and Urban Designer, Capital Projects Advisor with
NHS National Services Scotland. Board Member from 2015.
Caitlin McCorry:

Service Manager, Community Housing with East Lothian
Council. Member of the Chartered Institute of Housing, Leith-
born with strong family connections to Leith. Co-opted from
September 2016.

Ruth McNeil:

Now retired, former manager in a unit caring for the elderly.
She has 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:

Wideexperienceinlocal 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 2015.

Neil Stewart:

Solicitor advocate managing a team with a varied caseload of
civil litigation claims. Holds a BSc (Hons) in Geography. Local
resident. Co-opted from September 2016.

Arun Gopinath:

Arun is a Managing Consultant with Zackra Consulting
Services. He also serves as the Manager of Central Scotland
Regional Equality Council. Board Member from 2016.

Vicky Hope:

Vicky runs her own marketing consultancy. She graduated
in Law before moving into marketing. She’s a proud Leith
resident. Board Member from 2016.

Wewouldliketothank RobertMacPherson,
who became a Board Memberin 2005 and
who left the Board in the period to March
2016 and David Spilsbury who became
a Board Member in 2014 and resigned in
March 2017 to relocate to England.



STAFF TEAM

Our staff team in the period I April 2016 - 31 March 2017

CHIEF EXECUTIVE:
Keith Anderson

CORPORATE SERVICES
Mike Beniston, Head
Wendy Chan

Jackie Grant

Chris McGuire
Charlotte McNeill
Alison Petretti

lan Treger

Glen White

ICT TEAM
Neil Donald, Manager
Michael Connor

CUSTOMER SERVICES
Director: Claire Ironside

Housing Management Team
Joyce Cuthbert, Manager
Simon Davies

Paul Henderson

Alison Hope

Leanne McAndrew

Paul McMahon

Finbar Moreby

Louise O’Connor

Claire Traynor

Rosemary Whalen

Ann Yourston

SHELTERED HOUSING TEAM
Maureen Tait, Manager
Noreen Combe

Suzie Connery

Liz Dalley

Marjorie Fraser

Martin Hunter

Liz MacAulay

Kerry Peace

CUSTOMER ADVICE TEAM
Lucy Whittaker, Manager
Lesleyann Clark

Sharyn Cox

Natasha Duckham-Venters
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

FINANCE

Director: Heather Kiteley
Ngeme Ntuli, Manager
Jane-Beth Brown

Lynda Hanna

Nikolaos Koutris

Lauren MacKinnon
Aileen Punton

Jane Stewart-Leslie

PROPERTY & NEW BUSINESS
Director: Gordon Cameron

Asset & Procurement Team
Angela Morgan, Manager
Andrea Fletcher

Sarah Middlemiss

Jamie Patterson

Alan Whitelaw

Marie Williams

INVESTMENT TEAM
Wendy Farmer, Manager
Deborah Bailey

Andrew Devlin

Kate Duckham

Martin Hall

Melanie Huey

John Moore

MAINTENANCE TEAM
Kevin Wilson, Manager
Nikki Adamson

Alex Burns

Kevin Donaldson
Steven Donoghue
Sara Oliver

FACILITIES TEAM

Duncan Graham, Team Leader
Shona Maxwell

Craig Ross

Serena Selkirk

Dee Shiels

QUAY COMMUNITY IMPROVEMENTS
Clare Halliday, Manager
Marek Blotnicki
Charles Blues

Slawomir Bogdanowicz
Wendy Chan*
Arkadiusz Chudak
Kebba Conteh

Georgia Floyd

Patryk Kowalski

Artur Lisiecki
Agnieszka Rudyk
Gordon Scott

Chelsea Smith **

Liam Telfer

*Wendy Chan completed a part-time
secondment with Quay

** Chelsea Smith works part-time with
PoLHA and part-time with Quay

Our thanks to staff members who left PoLHA
over the period April 2016 to March 2017:

John Clarke, Joanne Earl, Alex Galloway,
Gunduz Ozturk and Eleanor Templeton
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OUR CUSTOMER CHARTER

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

As part of our charter, we pledge to:
Use plain English in our communications with our customers
Keep customers updated where we can’t resolve a problem immediately

Listen to what customers say and treat them, as individuals, with respect and
do what we say we will

Treat everyone equally and not unfairly discriminate for any reason

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

-
.

PORT OF LEITH

HOUSING ASSOCIATION




