Customer Update Annual Tenant Report 22/23
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Cirecior of Operations

Welcome to this year's Annual Tenani Report. This is our oppartunity to share with you how we have performed in
delivering our services. | hope you will find this report useful and informative, but if you think there is other infarmatwon
you wiould like to see then please do let us know. We are always up for new ideas!
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Anti-Social Behaviour

27 Informal Resolutions

Using homes unlawful purpose

What is an Informal

Harassment Other ]
Resolution?

Aggressive or jig i where a situation may have led tc
thrlE'atETll_l'lg Ianguage camplaint but has baen avaded through

CUsSdalermineg §
cEUe and entifies pallerns
WRICH we £an resolve [0 ansure if goLs not

Violence happen agan

90%

Complaints resolved
within the target time
scale

Number of Complaints
2 Referred to Housing
Ombudsman

These are the findings or

decision of the Housing
Learning 1: L Ombudsman after they have
Estate team to Uaise with residents firs! B investigated a complaint that
e e | they have received.
respansibilities. Although it s important to note

that it 1s the temants responsibiliby to tend tc
The first {“'::-rr:|||.'_|-r|! referred to the Hous g

gvergrown branches that pose an Ha&S T that
7 Urnbudsman related 1 how MHA handled &

S e e ] [P
emanate imnom thelr Qaroens

repair, Atlar ||'|'u,-';.||*._;.,|‘.:"|_;| thas complamnd, the
Housing Ombudzrman found that there had
been a falure in the way that MHA handled

L.E aTl'ti!ﬂg Ef the residents repair and their complaint

MHA internal Customer E E
mproyement Group w sense check all fext The second case referred to the Hous rif
ang etiers that are sant f'rom the income eam Dmbudsman related o how MHA handied
sure thiey are balanced and appropriate for a case of Anti-Social Behaviour. After
investigating this complaint, the Housing
UDmbudeman made no |‘I.'-I:.I'.‘J-’_-. agains A
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Responsive Repairs Cyclical Paint Programme

6536 AR BYae . Total number of

Total no of 545 | - 5160,000 properties pamnted

repairs for repairs a N
2022/23 month L . spent on our Cyclical 246
= Paint Programme (an
increase of 34%) including the communal

A 98% Ll _". | internals of 2 buildings
overall customer = 2

of jobs were satisfaction with
completed on time B opqire completed

Adaptations

Repairs Completed On Time
et 20% | £7669.80| 457
99% 96% 96% : received increase in increase in

number of total amount spent on
EmMergencies urgent jobs within routine within 22 42 requests expenditure adaptations

within 24hrs 5 working days working days § received

Boiler Replacements

Customer Satisfaction

Every two months, an independent company telephones 100 tenants at random to ask how satisfied

E 96, 0 0 0 'Il;gtl ;}E]!r?:lr ;?;;Pﬂ 3 they are with the Association. The overall satisfaction ratings tor 2022/2023 were as follows:

spent on boiler
replacements 59 : :
Taking How satisfied
gveryvthing into How sabished or or dissatished

. How satished
account, how dissatisfied are are you with the

Component Replacement Programme (CRP) satisfied or you that MHA 9 clasatiaflec overall repairs

; . . are you with the
dissatishied are provides a home Y ; service from MH
overall quality of
you with the that is safe and over the

E,z B? 0 0 0 service provided secure? your home? last 12 months?
spent on flrfnil':n:: hen 3 5 E 28 F D U U Ry M
replacements Total number spent on Total number

(a Bas bath f bath
oo M IBCE S O B L
114%!)
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Keeping Our Tenants Safe

100%

Legionella
Management
Plan Actions

completed

99.46%

Electrical
Installation
Condition Reports
completed

\ o

100%

Fire Actions &
Risk Assessments
completed

No of electrical
tasts completed

431

Mo of temperature
checks completed

48

(monthly on 4
Commumnal Sites)

1007%

Annual Gas
Safety Checks
completed on

time

100%

Asbestos Surveys
completed

Mo of lift
inspecticns
carried out

No of fire
door surveys
completed

300 33

Lift Services

100%

LOLER Inspections

Mo of shower
cleans/descales on
4 communal sites

16

(once a quarter)

Areas of Support Provided To Tenants

Housing Benefit

Universal Credit

Discretionary Housing Application

Council Tax/ CT Reduction/ Sole Occupancy

Other Benefits: Pensions/Child Benefits/
Tax Credits/CA/AA/Debts/NZF/ESASPIP

Fuel Poverty - Yorkshire Water/
Green Doctor f Warm Home Discount
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Financial Support Provided To Tenants

£70.000 £62,356
£60,000
£50,000
£40,000
£30,000
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£10,000
£l

£15.8%6

- —

Benefits DHF's Fuel Poverty

Development

10 homes purchased within the Bradford & Keighley District

£32k

Spent on maintenance
works for the 10 homes

£2 million

Total Purchase and Repair
Costs since April 22 to date

£1.9 million

Spent on purchasing
the homes

Community Development Initiatives & Funding

£62k £49.5k £13k £4k

WY CA Y faribans Must Leeds University

' =riiacye S1C . . 0

Retrofitting HUB JU:MP project = Py -::!'Er-!. Energy Efficiency
project ol Survey
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