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Soha annual report and accounts 2004

This annual report has been printed on environmentally friendly paper, which is 100% chlorine free and made from sustainable forests.
Soha would like to thank all those tenants and staff who have helped produce this annual report.
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Welcome to this yearOs annual report. We continue to listen to your
_ . views and comments about the way you like to receive
Helping communities information. You have told us that you didnOt want a glossy

expensive publication but you like the clear and interesting

Grand designs ;
way we communicate.

Development plans Like every year, we have taken your comments into account and have produced this report

. . in colour. To keep costs down we have printed this report on magazine style paper.
Getting involved _ _ T
We hope you enjoy the changes we have made. The following pages will give you an honest

CLASP report on our work and performance. Please take a few minutes to have a look at what we
have done and our plans for the future.

Have your say We have continued to use the OfacesO to remind you what you have told us in our tenant
. surveys and to show if we have improved.
Who leads in the polls?

Looking after No.1 Tenants are with this service. Our service is than

. other local housing associations.
Home improvements

Job well done Tenants are satisPed with this service. Our service is the same
as other local housing associations.

Balancing the scales
WhoOs who

Tenants are not happy with this service. Our service is worse than

The makeover continues other local housing associations.

Competition
We havebuilt 77 new homes;
We havehelped 66 key workers stay in Oxfordshire through our Starter Homes Initiative;
DidcotOs brst super energy efpcient homes were ofpcially opened by Wesley Smith,
Central News presenter;
- Ve et (e [pptai el SRl (1B @ 10 gy ol We continue to support the Berinsbeld Community Business (BCB) with excellent results;

wpe1T A B <RI ST eI RTEE ST e 5T w1 W A 01235 515000 y ’

A G | We spent over£4.8 million on improving your homes;

A SR T RIREARYGE » Sl 01235 515900 KA

T 3% fer yErEa (Publication) ¥ uwr Iter § 31 frgewat 99 01235 515900 3 35 =3 Our new Customer Service Centre opened;

bt 01285 516900 (RO e teRp 3 pthon b We are a member of the newly established Oxfordshire Rural Housing Partnership

to deliver affordable new homes in rural communities.
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Helping Communities

Our purpose is to be excellent at providing and managing homes
and related services in communities where people want to live.

Shared ownership is a part-buy and part-rent scheme. If you cannot afford to buy a suitable
property outright on the open market you can buy your home in stages.

We have helped 66 key workers such as Teachers, Police Ofbcers and NHS staff in
Oxfordshire to buy their brst home. We have been able to help these people due to the
GovernmentOs Starter Home Initiative (SHI). This scheme has helped to recruit and retain
essential staff for the benebt of local communities.

Here are some examples of what a difference this scheme can make:

case study

Vicky is an E Grade Staff Nurse for the South West
Primary Care Trust at Abingdon Hospital. She is
married to Nigel and they have an 18 month old son,
Matthew. After 18 months abroad they returned to
the UK and found that they were unable to get back
onto the property ladder and were renting a 3 bed
property in Abingdon. They desperately wanted to
buy a similar sized family property to allow them

to settle in the area but didnOt know how they could
and were considering leaving Oxfordshire.

The high cost of renting and the deposit needed meant that
Vicky couldnOt afford to buy, but then she saw the details of
the Starter Home Initiative (SHI) and contacted us to see
what we could do.

We arranged a loan under SHI, which together with their
mortgage allowed them to buy a 3 bed property in Abingdon,
within 10 minutes of the hospital, so they can stay in the
area and make a proper family home.

Shared Ownership
. | and Private Sector Leasing
Please contact us for information

case study

Heidi teaches at a primary school in
Didcot and was renting a house in Oxford
with her partner who teaches at a school
in Oxford.

Heidi also found that house prices were
increasing faster than they could have saved.
After speaking to one of her work colleagues
who had just bought their house using a
Government Starter Home Initiative loan from
Soha housing, they got in touch with us.

They found a 2-bedroom house in Didcot and
completed the purchase in July 2003, allowing
them the summer to settle in, before the new
school year. Heidi and her colleague were so
pleased with the scheme that they spoke to

2 other teachers at the school who also
applied for the scheme and have now bought
homes of their own.

latestElatestElatestElatestElatestE »*

We are also now working on a range of Low Cost Home Ownership options for key workers in the
South Oxfordshire and Swindon areas.

Shared Ownership

We are developing several new sites including shared ownership homes in South Oxfordshire.

High local house prices have increased the demand for this scheme and we are working closely with

several other local authorities to help more people own a shared ownership home. This year we are
hoping to provide 40 shared ownership homes.

If you want more information please call our Home Ownership team on
01235 515900 or email homeownership@soha.co.uk.

Private Sector Leasing

In partnership with Swindon Borough Council we are working hard to try to reduce the number of empty
homes and help people in urgent housing need. We now offer a full management service for private
landlords with empty properties in the Swindon ared hese empty properties can then be made
available to people on the CouncilOs housing waditist for temporary housing.
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grand designs

We are committed to building homes in communities where people want to live.
Soha has recently completed new homes, meeting a wide range of housing
needs, including:

Abingdon

2 family homes have been developed from an unused shop in Marcham to provide a 3 bedroom

ground Roor Rat and 2 bedroom Prst Roor Rat for local people in housing need. These are SohaOs brst
homes in the Vale district and we are delighted to working in partnership with the Vale of White Horse
District Council.

Berinsbeld
Soha have now completed and let 16 new homes in Berinsbeld. This is part of a £3 million
development programme and another 32 homes will be ready to let in the Autumn of 2004.

Didcot

In addition to 6 new homes completed in Didcot, Soh built the brst super energy efpcient homes in
the town. These 11 homes have the latest range ofeCo featuresO installed to help cut energy bills @n
reduce pollution. Solar cells converting sunlight into electricity and grey water recycling which treats
and recycles water to Bush toilets are just some of the energy saving devices at these new homes.

The official opening of the first super energy effient homes in Didcot.

Soha have now completed and let 16 new homes in Berinsbeld. This is part of a £3 million development programme.
Soha built the brst  super energy efpcient homes  in Didcot. ,
We have provided a community village shop  in LewknorE

If you want to Pnd out more call Soha on 01235 515 900 If you want to Pnd out more call Soha on 01235 515 900
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We have plans to build new homes in Oxfordshire,
Buckinghamshire and Wiltshire. In particular, we are working

closely with South Oxfordshire District Council, Swindon Borough

Council and Wycombe District Council. With their support we

are able to build new homes and deliver a high quality service
to our residents.

We have partnering arrangements in place with contractors and consultants
which leads to greater efbciency within our development programme.

We have achieved funding from the Housing Corporation of over £4 million
to build 84 new homes with a total investment of nearly £9 million.

New homes for both rent and shared ownership are planned in the
following areas:

South Oxfordshire

We have plans to build a number of new schemes in both urban and rural locations. Examples
include the redevelopment of disused garage sites in Didcot and Henley and regeneration schemes
at Berinsbeld and Chinnor where the bnal phase of the replacement of the Pre-cast Reinforced
Concrete houses will take place.

Swindon
We have plans to build 110 new key worker homes in Swindon. We hope that this will help with the
recruitment and retention of essential key worker staff for the benept of the local community.

want to Pnd out 01235 515 900

Working together to
provide new rural homes

Soha housing has joined partnership with three
other housing associations and four District
Councils to create a new Oxfordshire Rural
Housing Partnership.

As land and property prices continue to rise, the aim of the Partnership
is to assist local people to continue to live in their villages by building
500 new affordable homes in rural areas across Oxfordshire during the
next 5 years with funding support from the Housing Corporation.

Housing associations: District councils:
Soha housing Cherwell District Council
Sovereign Housing Association South Oxfordshire District Council
West Oxfordshire Housing Ltd West Oxfordshire District Council
Oxford Citizens Housing Association Vale of White Horse District Council

The Partnership will also work closely with parish councils to make
sure the new homes meet the identiPed need within the village and
integrate well into the existing community. The selected contractors
and consultants also have an understanding of rural issues to
deliver high quality sustainable new homes, making a real
contribution to the future sustainability of small communities

across Oxfordshire.

nt to bnd out more call Soha on 01235 515 900
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Getting Involved

Carole Burchett, Chair and Victor Breach, Secretary of the TenantsO Forum tell us about the
forum and tenant groups activities over the past 12 months.

Achievements
We have spent the Estate Improvement Budget throughout the area improving communal
areas to the benebt of many tenants.

The Tenants® Times newsletter group made up of tenants continues to produce the
newsletter and encourages tenants to write articles and take part in competitions.
Another three editions are planned over the next 12 months.

Members of the Forum have been involved in the setting
up of the CLASP (Community Learning and Support
Partnership). This project aims to help develop tenants
and residents conbdence and skills in improving their
communities and accessing computer technology and
SohaOs information systems.

We were also involved in the planning and running
of the residents ODay Out For a ChangeO event and
the Road Show which visited estates and villages
around the area.

Working Groups of the Forum

Customer Services
We continue to monitor the new Customer Services Call Centre and administer the Estate
Improvement budget.

Community Issues
We continue to monitor progress in regard to ASBOs (Anti-social behaviour orders) and hopge
to inBuence any new policies which will arise from future legislation.

Supported Housing

Sheltered housing successfully achieved the Centre for Sheltered Housing Studies Code of
Practice award in maintaining nationally recognised standards for SohaOs sheltered housing.
The group has also set up an internal mediation role for residents.

Future Aims
We are continuing to look at the incentives for tenants and provide training for the Forum,
groups and tenant representatives and monitoring and reviewing SohaOs policies.

Clasp = OThe Community Learning and Support PartnershipO.
Clasp is a partnership between Soha housing, residents, Oxfordshire County Council Adult
and Community Learning and South Oxfordshire District Council.

Support residents in having the opportunity to be more actively involved in improving
their own communities.

Support residents in having the opportunity to inBuence the service they receive from
Soha housing.

Exploring with residents and local
community groups what their learning
needs might be to enable them to
improve the community where they live.

Linking in with education providers so
that these learning needs can be met.

Working with Soha to make its computer
information systems more accessible
to residents.

Improving the accessibility of computer
training for residents.

Soha housingOs Clasp project is working alongside local residents, local community projects and hal
already put on several community events around Didcot.

We have had a fantastic response from the local community and the fun events attracted over
500 people from all age groups. Over 200 people told us what local issues they are facing and
gave us suggestions for improvement.

If you would like to get involved please call,
Worker on or

Community Outreach
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Have your sa

Every year, through an independent survey, we ask you what you think
of our service. Your views help us develop our corporate plan that aims
to continually improve our service to you.

This is what you have told us and how we compare against other
housing associations.

Repairs

The number of tenants who were satisbed with our repairs service.
1999: 60% 2001: 66% 2003: 70%
Compared to other housing associations 67%

We continue to improve this service. We aim to do even more by listening to and
working closely with you and our contractors. You have told us that we can improve on
access arrangements. We are currently looking at introducing a 3exible appointment
system that allows you to select a time slot that is convenient for you. To bnd out more
about our repairs service, look at page 18.

Target rents

Complaints

One complaint is being investigated by
the Independent Housing Ombudsman
and we are waiting for the results of
their investigation.

(The Ombudsman is an independent
person who will look at complaints when
they have gone through every stage

of our complaints procedure).

In 2002 the government changed the way we can increase your rent. A target rent has to be calculated for every home using
a formula given to Soha by the government. It is based on affordability in Oxfordshire and the value of the home you live in.

(not including service charges)

Bedsit £32.26 £48.64
One bedroom £53.66 £59.12
Two bedroom £64.92 £69.40
Three bedroom £73.19 £78.04
Four or more bedrooms £86.84 £83.38
Average rent for all £64.41 £69.62

properties in 2004

The above figures are based on 52 weekly payments (Ap2003 to March 2004) and therefore appear slightly bwer than the rents paid by Soha tenants over 48 weks.
These are average target rents and your target renwill be different depending where you live. The rent yoare charged will move towards your target rent bg011.

Service
from staff

The number of tenants who were very and
fairly satisbped with the service from our staff.
1999: 73% 2001: 75% 2003: 79%

We are delighted with this increase, which
may be due to staff reorganisation, improved
communication and staff training. We hope to
continue this positive result with the launch
of our new Customer Service Centre.

Overall
satisfaction

The number of tenants who were satisbed
with our overall service.

75% 76% 76%
Compared to other housing associations 79%

Around three-quarters of tenants expressed
satisfaction with their home. Overall satisfaction
has improved slightly, but we are trying to do a
lot better. When we compare our result to similar
housing associations in the South of England,
we are just below average (79%). Read this
report to see how we plan to improve this.
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is in the top 4 out of 11 local housing associations according Urgent repairs ] ] N
to Housing Corporation Performance Indicators 2003. Percentage urgent repairs carried out within target
These results are for the time period between Organisation o
1 Vale Housing Association 98.3

We continue to improve and the following results show you how we compare to other

housing associations in the area. 3 Oxford Citizens 94.3
4 James Butcher 93.6
5 Sovereign Housing Association 92.4
6 West Oxfordshire Housing 91.5
Average weekly rent (over 52 weeks) 7 Cherwell Housing Trust 89.0
This includes housing benebts and service charges 8 Raglan Housing Association 88.1
et 9 Beacon Housing Association 81.2
Organisation £
1 West Oxfordshire Housing 55.67 Data for all organisations is not available
2 Vale Housing Association 60.62 . .
Routine repairs
4 Sovereign Housing Association 66.94
5 James Butcher 67.23 o -
6 Guinness Trust 67.28 1 vrlga'rjilsatlpn A L 08.2
7 Cherwell Housing Trust 67.86 EL3 (IR SRR :
8 Beacon I—_lpusmg Association 68.96 3 O Gl 03.6
= G s 03 4 Cherwell Housing Trust 92.0
10 Raglan Housing Ass_ociation 71.30 5 Rl (Vs ?Association 90'3
11 Thames Valley Charitable 78.05 6 James Butcher 895
7 Sovereign Housing Association 86.8
Rent arrears . . 8 West Oxfordshire Housing 86.2
Rent arrears as a percentage of rental income and service charges 9 Beacon Housing Association 79.9
Organisation ) Data for all organisations is not available
1 West Oxfordshire Housing 1.36
Overall tenants satisfaction
3 James Butcher 2.01 —
4 Vale Housing Association 2.78 Organisation
5 Sovereign Housing Association 3.21 1 Vale Housing Association 85
6 Beacon Housing Association 3.63 2 West Oxfordshire 83
7 Thames Valley Charitable 4.23 3 Raglan Housing Association 81
8 Guinness Trust 5.32
9 Raglan Housing Association 5.68 4 Oxford Citizens o 79
10 Oxford Citizens 6.19 6 Beacon Housing Association 77
11 Cherwell Housing Trust 10.45 7 Guinness Trust 74
8 Sovereign Housing Association 71
9 Thames Valley Charitable 59

Time to re-let an empty home (in weeks)
Data for all organisations is not available

CigaEEien ik These results may be different when comparing them with our more recent tenants survey
. . carried out in September.
2 Vale Housing Association 4.6
2 West Oxfordshire Housing 4.6
4 Beacon Housing Association 5.4 Empty homes .
5 Oxford Citizens 6.0 There were 48 empty properties at 31 March 2004
5 Thames Valley Charitable 6.0
7 Guinness Trust 6.5 15 ready to let
8 Cherwell Housing Trust 8.2 26 undergoing major repairs
9 Raglan Housing Association 9.5 . . . .
10 Sovereign Housing Association 11.2 2 undergomg minor repairs
11 James Butcher 13.9

@ 5 © be demolished as part of a regeneration programme

If you want to bnd o call Soha If you want to bnd out more call Soha



