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Mole Valley

Housing Association





Annual Allocations Report 2009- 10 

and Plan 2010 -11

1. Allocations agreement and performance 

1.1
MVHA/MVDC Allocation agreement

Our agreement with Mole Valley District Council (MVDC) is for a minimum of 75% of our vacant stock to be let through the Choice Based Letting (CBL) system annually. It is our intention to let the majority of our stock through the system as it fulfils our requirements in terms of providing a fair, open and equitable allocations system.  We have reserved the right to allocate 25% of our vacant homes through internal management moves or other lettings systems and to allow for major decants should this be necessary.

1.2
The tables below show the number of homes let through CBL, management moves (various types) and permanent decants (where a tenant is given an urgent move due to their home being uninhabitable e.g. as a result of fire or flood). 
All Rented Housing 

	Letting type
	2009-10 Of Stock No’s
	2009 - 2010 % Of Stock No’s 

	CBL
	228
	96.3 %

	Mgt move (at risk of serious harm)
	1
	0.4%

	Succession/under occupation move
	5
	2.1%

	Tied accommodation requirement
	1
	0.4%

	Perm decant following temp decant
	1
	0.4 %

	Leased
	1
	0.4%

	Total lettings
	237
	100 %


Source: MVHA records

Comment:

The number of management moves has decreased significantly on previous years and is closely monitored.

1.3
Vacant stock by type 

	Property type
	Estimated 2010 -11
	Actual

2009 - 2010 

	General Needs studio flat
	9
	9

	GN one bed flat 
	61
	61

	GN two bed flat
	25
	25

	GN studio bungalow
	3
	3

	GN one bed bungalow
	18
	18

	GN two bed bungalow
	5
	5

	GN two bed house
	15
	4

	GN three bed house
	36
	25

	GN four bed house
	4
	0

	GN four bed maisonette
	1
	1

	Elderly Person studio bungalow
	1
	1

	EP one bed bungalow
	6
	6

	EP studio flat
	1
	1

	EP one bed flat
	18
	18

	EP two bed flat
	1
	1

	Sheltered Hsg studio flat
	72
	64

	SH one bed flat
	26
	26

	Total all types
	302
	268


Comment: 

The disproportionate increase in numbers of two, three and four bed houses in 2010/11 is partly due to new stock (13 units in Laundry Way, Capel and 6 units in The Fairway, Leatherhead), which we anticipate will come into management in July 2010 and March 2011 respectively.

In addition, we are hopeful that our downsizing initiative will result in some two and three bed houses being vacated in favour of sheltered accommodation and one bed general needs flats. Therefore, we have anticipated a further five units in addition to the past trend. 

We have shown an increase in numbers of sheltered units becoming available due to the end of a lease agreement with Ability Housing in April 2010.

1.4
Applicant sources

The MVDC allocations policy allows for a proportion of lettings to different groups e.g. statutory homeless, transfers and waiting list applicants to ensure a balance is maintained in the community between the needs of homeless households and others in housing need. This is further categorised by allocation to different types of household group. The plan is flexible and allows for +/- 5% variation from the quota.

The plan does not include applicants from the senior citizens category of the housing register as supply significantly outweighs demand for sheltered, special sheltered and age restricted properties. 

Our agreement with MVDC allows for up to 40 % of lettings to be internal transfers via the CBL system. 

Table 1 – Properties with 2 or more bedrooms

	
	2010 – 11 Quota
	2009 -10 actual
	2009 -10 Quota

	MVHA Transfer applicants
	35%
	36%
	35%

	Homeless applicants
	5%
	9%
	5%

	Housing register
	50%
	55%
	50%

	Special circs/emergency
	5%
	0%
	 5%


Comment:

The lettings are all within the acceptable range of +/- 5% as per MVDC allocations agreement.

Table 2 – properties with 0 or 1 bedroom

	
	2010 – 11 Quota
	2009 -10 actual
	2009 -10 Quota

	MVHA Transfer applicants
	25%
	18%
	25%

	Homeless applicants
	5%
	1%
	5%

	Housing register
	65%
	80%
	65%

	Special circs/emergency
	5%
	1%
	 5%


Comment:

The transfer applicants for 0 or 1 beds are outside of the acceptable range by 2% and the waiting list applicants are above the acceptable range by 10%. We understand this is because of an element of choosiness amongst transfer applicants and the need to house waiting list applicants under a Notice To Quit to prevent homelessness, the need to move homeless households from temporary accommodation to prevent silting up and an element of human error.

Table 3 – Household size allocation breakdown

	
	2009 - end Feb 10

	General families
	31.5%

	Single persons
	31.5%

	Childless couples
	8%

	Senior citizens
	29%


Data source: MVDC 

Comment:

MVDC do not set quotas for household make up but do monitor this.

Table 4 & 5 – Diversity

Ethnicity of MVHA new lead tenant 

	MVHA new tenant
	2009 - end Feb 10

	BME
	4%

	White British
	79%

	Refused
	17%


Data source: MVDC

Ethnicity in MVDC area 

	
	2001 data MVDC area

	BME
	6.7 %

	White British
	93.3 %


Data source: 2001 census

Comment:

MVDC do not set a quota for ethnicity but do monitor it. MVHA’s lettings for the year appear a little low in comparison with the census data although this is now 9 years old. The 17% new tenant ’refused to answer’ is a fairly high level and will be addressed. This information is taken from applications and can be addressed at the interview/home visit stage.

Table 6 – Special Needs Categories

	MVHA new lets
	2009 - end Feb 10

	Physical disability
	9%

	Sensory disability
	1%

	Mental health
	2%

	Learning disability
	1%

	Care leavers
	2%

	Drug/alcohol addiction
	2%

	Ex-offenders
	1%

	Total
	18%


Data source: MVDC

	MVDC area
	2007 

	Disabled households – all types
	14.5%


Data source: MVDC Housing Needs Survey

Comment:

MVDC do not have a quota for special needs groups. It is committed to at least 5% of lettings to this category. The 18% MVHA lettings to disabled tenants compare favourably with the local area figures of 14.5%

Table 7 – Refusals

The data below shows refusals of accommodation offers for the period April 2009 to end of February 2010.

General Needs Properties

	Reason
	Numbers

	Rent too expensive
	0

	Location unsuitable
	6

	Size unsuitable
	2

	Bedrooms too small
	1

	Not suitable for disability
	3

	Did not attend viewing
	2

	Floor level too high
	2

	Bath/shower not suitable
	0

	No garden
	1

	Change in circumstances
	2

	No response
	2

	Number of stairs
	2

	Condition of property
	2

	Nomination/referral inappropriate
	1

	Other reason
	6

	Total
	32


Data source: MVHA Bus Objects report

Comment:

Six applicants refused due to location being unsuitable, this can happen when MVDC bid on behalf of applicants and where the applicant has been unclear about what areas they really want. 

The two refusals with ‘size unsuitable’ could be because either/or the property/garden is too big or small. It is more usual for the property to be considered too small and some applicants have considered gardens too big to manage. 

Three refusals show as ‘unsuitable for disability’. At present we only advertise limited information about disabled adaptations because we do not have access to this information through our IT systems at the advertising stage.
Both of the refusals stating ‘floor level too high’ were relating to the tower blocks.

Both of the refusals relating to ‘condition of property’ were because the prospective tenants expected a standard above our lettable standard.

Six are noted as ‘other reasons’ because the Orchard system does not have a suitable category description for the reason. This is being addressed through the Business User Group. 

Five properties had multiple refusals although each one for various different reasons and therefore, difficult to ascertain any pattern.

Table 8 – Sheltered scheme refusals

	Reason
	Numbers

	Rent too expensive
	2

	Location unsuitable
	2

	Size unsuitable
	2

	Bedrooms too small
	

	Not suitable for disability
	1

	Did not attend viewing
	

	Floor level too high
	

	Bath/shower not suitable
	1

	No garden
	

	Change in circumstances
	1

	No response
	

	Number of stairs
	

	Condition of property
	

	Nomination/referral inappropriate
	

	Other reason
	6

	Total
	15


Data source: MVHA report

Comment:

Overall there are relatively few refusals for sheltered accommodation because the applicants usually visit the schemes and attend open days before being put through to us as a bid.

Two refusals were due to ‘unsuitable location’, this could mean that it was the wrong geographical area or insufficient local amenities.

‘Size unsuitable’ in terms of sheltered accommodation generally means too small.

Six refusals are showing as ‘other reason’ because the Orchard system does not have a suitable category for the reason, this is being addressed through the Business User Group.

1.5
Rented Stock New Lets

	
	2010 -11 estimate
	2009 -10 

	Numbers
	19
	0


Comment:

We anticipate handover of a development for 7 x two bed houses and 6 x three bed houses at Laundry Way, Capel in June 2010. Also, 6 units in Fairway, Leatherhead in March 2011.

1.6
Mutual Exchanges

	
	2009 -10 

	Number m/ex apps initiated
	41

	Applications in progress at May 2010
	4

	Number m/ex apps failed to complete
	11

	Number completed exchange MVHA/MVHA apps
	17

	Number completed exchange MVHA/other RP
	9

	Total exchanges
	26

	Number processed within 42 days
	23


Comment:

Where it states that 26 exchanges reached completion this means that 52 households actually swapped. Therefore, 34 MVHA households swapped in this period.

The 11 mutual exchange applications, which did not reach completion, represent 27% of the total received. The reasons for this vary, such as, one or other applicant withdrawing their application for personal/health reasons and refusals due to applicants not having met their tenancy conditions.

We anticipate an increase in the number of applications we receive due to increased use and promotion of House-exchange, as well as more MVHA tenants becoming aware that they can exchange and under occupy by one room.

1.6
Decants

	
	2009 - 10 

	Number temp. decants
	1

	Number permanent decants
	1

	Total
	2



Source: MVHA records

Comment: 

Occasionally tenants require emergency and planned decants to alternative accommodation as a result of fire/flood/major maintenance works for example. In these instances MVHA provides temporary alternative accommodation to meet the household’s needs, as well as assistance with moving, removal and re-carpeting costs etc. The decant property can become permanent accommodation as long as the tenant meets the household size required and if the decant is likely to be for an excessive period of time.

2. Key and Local Performance Indicators

2.1
Key Performance Indicators

	
	Target

2010/11
	Target 2009/10
	Actual 2009/10
	Target 2008/09
	Actual 2008/09

	GN % stock vacant
	0.4%
	0.4%
	0.54%
	1.5%
	1.2% (GN and SH)

	SH % stock vacant
	2.5%
	2.5%
	3.5%
	1.5%
	1.2% (GN and SH)



	GN av. turnaround time
	24 days
	24 days
	28 days
	40 days
	48 days

	SH av. turnaround time
	70 days
	100 days
	74 days
	40 days
	107 days


Source: MVHA records

Comment:

The % stock vacant figures for 2008/09 were recorded jointly for both general needs and sheltered stock as 1.2% so are not very useful for current monitoring purposes. However, the majority of vacant stock is general needs and the difference in figures is significant enough to be sure that there has been an improvement in percentage of stock that is vacant.

The average general needs turnaround times improved significantly from 48 days at 2008 year end to 28 days at 2009 year end, although 4 days short of the target. The sheltered turnaround times also showed an improvement from 107 days to 74 days although this does not reflect the true situation as a lot of the sheltered stock sits permanently vacant. However, the improvement relates to the more desirable stock which is let more quickly.

2.2
Local Performance Indicators

In addition to the key performance indicators, MVHA has monitored additional local performance criteria for 2009/10 year, as follows:

2.2.1
Table - Tenancy Terminations by month 2009- 10

	Apr
	May
	Jun
	Jul
	Aug
	Sep
	Oct
	Nov
	Dec
	Jan
	Feb
	Mar

	20
	11
	18
	16
	16
	18
	16
	31
	17
	19
	23
	26


Source: MVHA records

Comment:

The above table shows a slight increase in terminations over the winter months as opposed to summer months i.e. 132 terminations between October and March, compared with 99 terminations between April and September. We believe this is because a high proportion of the terminations are as a result of deaths, which have a seasonal trend.

2.2.2 
Average time voids in repairs stage by month 2009-10

	Apr
	May
	Jun
	Jul
	Aug
	Sep
	Oct
	Nov
	Dec
	Jan
	Feb
	Mar

	25
	27
	28
	30
	29
	21
	10
	16
	14
	16
	15
	14


Source: MVHA records

Comment:

The above table shows that there has been a steady reduction in the overall time that voids are in the repairs stage, this includes all void types and the year end average was 21 days.
2.2.3
Average time voids in lettings stage by month 2009 -10

	Apr
	May
	Jun
	Jul
	Aug
	Sep
	Oct
	Nov
	Dec
	Jan
	Feb
	Mar

	27
	22
	20
	28
	26
	5
	10
	35
	25
	41
	24
	45


Source: MVHA records

Comment:

The above table shows that there has been an increase in the overall time that voids are in the lettings stage (after ready to let). We believe this is partly due to some delays we had experienced with receiving CBL applicant bids and also, because we have identified properties as hard to let which were previously not Hard To Let. The year end average was 27 days. The problem with CBL delays has been resolved and an action plan formulated to address the hard to let stock.
3. Voids/allocations finance

3.1
Average void costs

	Period
	2010 - 11 estimate
	Jan – Mar 2010 
	Oct – Dec 09 
	Jul – Sep 09
	April – Jun 09 
	Jan – Mar 09
	Nov – Dec 08

	Total average void cost per unit
	£1,955.
	Figures not available yet
	£1,947.
	£1,966.
	£1,193.
	£1,484.
	£1,549.



Source: MVHA records 

Comment:

The void costs are made up of electrical/gas safety inspections, asbestos inspections and works, Energy Performance inspections/reports, cleaning/clearance and repairs costs, decoration vouchers, welcome packs, utility and council tax charges during the void period and occasionally specialist contractors or services. Decent Homes works such as, new kitchens, new central heating systems are undertaken on some void properties but this is taken from a Decent Homes budget and the figures are not included above. There is an increase in void costs in the July- Sept quarter, which may result from improved standards through the introduction of published lettable standards from Sept 09. This could also have been due to bringing void works in house in July 2009.  Further analysis will be needed to determine the reasons for the increase and any action that needs to be taken to maintain adequate control of costs.

3.2
Downsizing Incentive scheme

	2010 -11 Estimate
	2009 – 10 Actual

	11 estimated
	8 moved

	£41,250.00 est
	£30,133.05 total paid 


Comment: 

MVHA has recognised the benefits of promoting a downsizing initiative in order to free up larger accommodation to be made available for overcrowded families and to assist often older tenants with the costs involved in downsizing. We have undertaken a focus group with residents and are working towards improving our under occupation policy. For 2010 -11 we have a budget of £45,000 to assist tenants who wish to downsize.

3.3
‘Thank you’ Incentive Payment scheme

	2010 - 11 Estimate
	2009 -10 Actual

	40
	9 eligible

	£4,000.00 estimated
	£450.00 paid in total


Source: MVHA records

Comment: 

We introduced the £50.00 ‘Thank You’ payment in February 2009 as an incentive for out going tenants to leave their property in a good condition and to help reduce void repair costs. Since this time we have reviewed the numbers eligible and found that very few qualified. Consequently, in February 2010, we increased the incentive payment amount to £100. We have noted a substantial increase in the number eligible and anticipate making more substantial payments during 2010.

4. Lettings Satisfaction survey analysis – April 2009 to Mar 2010

During this period we have monitored our new tenant’s satisfaction with various aspects of the lettings process through a telephone survey system called Questback. The table below shows satisfaction levels for the key questions asked.

Sheltered Lettings

	Criteria
	%Very satisfied
	%Fairly satisfied

	Overall services provided
	80 %
	20%

	Sign up process
	50%
	50%

	Quality of home
	70%
	30%

	Condition of property
	60%
	40%

	Neighbourhood as place to live
	70%
	30%

	Full lettings process, before, during and after
	70%
	30%


Source: Questback

Comment: 

It should be noted that although the table shows high overall satisfaction levels, the number of tenants completing the survey is low as a percentage of the overall lettings and therefore, the figures cannot be taken as statistically significant. Of 92 sheltered lettings during the year, only 13 new tenants were contactable by phone, of which 10 completed the survey i.e. 11% of tenants gave their views. However, all 10 tenants surveyed were satisfied and no dissatisfaction was recorded.

General Needs Lettings

	Criteria
	% Very satisfied
	% Fairly satisfied
	% Neither satisfied nor dissatisfied
	% Fairly dissatisfied
	% Very dissatisfied

	Overall services provided
	64%
	20%
	6.5%
	6.5%
	3%

	Sign up process
	64%
	26%
	2%
	5%
	3%

	Quality of home
	52%
	31%
	5%
	8%
	3%

	Condition of property
	46%
	38%
	6%
	5%
	5%

	Neighbourhood as place to live
	74%
	20%
	3%
	0%
	3%

	Full lettings process, before, during and after
	61%
	31%
	2%
	3%
	3%


Source: Questback

Comment:

Of the 145 general needs lettings, 100 were contactable, of which 61 completed the survey. This means that overall 42% of new tenants gave their views.
The 84% very and fairly satisfied with overall services and 90% very and fairly satisfied with sign up process are positive feedback. The 84% very and fairly satisfied with quality of home and condition of property is a little lower than we would have hoped for but acceptable and an improvement on feedback at the voids project review stage. The 94% very and fairly satisfied with the neighbourhood as a place to live is also, very positive feedback. The 92% very and fairly satisfied with the whole lettings process is also, a good indicator that the improvements made to the service are having the impact desired. 

5. Voids pilot project/HQN recommendations & progress 2009 -10

5.1
Following the review of the voids/allocations service in 2008, a pilot project was set up to implement various improvements from November 2008. Considerable improvements were made between then and March 2009. In July 2009 we were involved in a mock inspection of the service, which produced additional recommendations. The progress made since April 2009 includes the following:

Introduction of an out going tenants survey to ascertain reasons for moving and gain useful information for the new tenant.

Two focus groups held on the subjects of Tenancy Information sessions/sign ups and Downsizing Incentive Schemes. Information to be used to improve the service.

Void target types agreed with repairs team as performance management tool.

Regular operational meetings held between lettings/repairs teams.

Sign up procedures improved: including improved identification/photo requirements, improved check list signed by new tenant, additional information added to tenancy information session.

New tenants provided with local information as part of sign up pack, which includes council tax band, refuse collection days, local school, hospital, police contact, leisure service contact details etc.

Service improvement update sessions held with staff.

Improvements to website information.

Tenancy termination procedures/forms improved.

Revised information provided on furniture re-use schemes and referral agreements made with two local schemes.

Introduced a Moving In Welcome pack for new residents from May 2009.

Void repairs moved to in-house team from July 2009.

Introduced ‘Lettable Standards’ leaflet for new tenants from Sept 2009.

Generic email address set up for voids and allocations team.

Involved in various initiatives relating to hard to let sheltered schemes.


