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This report has been agreed in consultation with
Tenants who told us what information they
wanted in the report to help scrutinise our
performance.
Our thanks go to all the Tenants who were
involved in the development of the report and
the members of the Plain English Panel who
commented on the draft to ensure that the
report is clear and meaningful. We hope you
will find the information useful in holding
Jephson to account.

Michael Collins
Jephson Homes
Chair

Bob Strachan
Chief
Executive
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Jephson Annual Report to Tenants

Jephson Housing Group
is made up of three housing associations: Jephson Homes Housing
Association, Jephson Housing Association and Marches Housing Association.
This report is for tenants of the Jephson associations. The Board of
Management of each Jephson association sets a number of key performance
targets each year in order to manage performance. Our performance against
these targets is set out in the following pages for those services that are most
important to tenants. For further information on our service improvement
plans please see our Corporate Plan at: www.jephson.org.uk/publications

repairs
Our repairs service is the most
important service we provide to you.
You can expect repairs to be carried out within our published timescales and
we aim to complete the repair at the first visit. During 2013/14 we completed
over 33,000 repairs to your homes. These repairs cost £5.6 million.
Jephson Homes
Type of repair

Target Performance

Jephson Housing
Type of repair

Target

Performance

Emergency

99%

99%

Emergency

99%

99%

Urgent

95%

98%

Urgent

95%

98%

Routine

95%

98%

Routine

95%

99%

Our repairs contracts contain tenant satisfaction targets. Performance
is reviewed at regular contract review meetings and action taken to
achieve targets where these are not being met. Tenant satisfaction for the
responsive repairs service is set out below:
Tenant satisfaction
Association

Target

Performance

Jephson Homes

90%

85%

Jephson Housing

90%

91%

Performance information key
GOLD smiley face: This shows where our performance is on target and means that we
are in the top 25% of housing providers.
GREEN smiley face: This shows where our performance is on target.
RED face: This shows where our performance is below target.
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maintenance
During the year we spent over £13 million
improving your homes.
The table below shows how we spent money on improving your homes
in 2013/14:
Maintenance
£m

Percentage

Kitchens

2.66

20%

Bathrooms

2.43

18%

Boilers

1.99

15%

Windows & Doors

1.67

13%

Central Heating

1.11

8%

Roofs

0.60

5%

Aids & Adaptations

0.09

1%

Rewire

0.08

1%

Other Planned Maintenance

2.58

19%

Total

13.21

100%

Satisfaction with planned and cyclical
maintenance.
We measure satisfaction with our planned and cyclical maintenance
service and your feedback is used to monitor contractor performance
throughout the year. Tenant satisfaction for the planned and cyclical
maintenance service is set out below:
Tenant satisfaction
Association

Target

Jephson Homes

95%

86%

Jephson Housing

95%

93%

Performance

3

energy efficiency
Ensuring the homes we provide are
energy efficient is very important in
helping tenants cope with the rising cost of
heating.
We achieved our targets for energy efficiency.
Energy efficiency
Association

Target

Performance

Jephson Homes

72%

72%

Jephson Housing

73%

74%

tenant involvement

All
our homes
comply with the
Government’s Decent
Home Standard which
is a standard we have
to meet in relation
to warmth and
comfort.

We have a number of ways for you
to get involved and have a say in the
services you receive.

You can be involved as little or as much as you want, depending on the
amount of time you have to spare. This can vary from an email or phone
call to regular meetings to being part of our Scrutiny Panel. Your views
and ideas are important to us, and really do help to make a difference. We
measure our performance in this area by asking tenants how satisfied they
are that their views are listened to.
For more information visit the website at www.jephson.org.uk/getinvolved.
Or email: customer.involvement@jephson.org.uk
Satisfied that your views are taken into account
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Association

Target

Performance

Jephson Homes

75%

64%

Jephson Housing

75%

69%

rents
Collecting rent effectively ensures that we
have enough money to provide homes, deliver
excellent services, carry out repairs and make
improvements to your homes. It is crucial that
tenants pay their rent on time.
If you are having difficulty paying your rent please contact us as soon as
possible. Our housing teams have financial inclusion officers who achieved
an increase of £336,000 in the amount of housing benefit awarded to tenants.
Once again we reduced tenant arrears over the last year and expect this
to continue.
Rent arrears
Association

Target

Performance

Jephson Homes

3.19%

2.94%

Jephson Housing

3.10%

2.65%

customer service
Our mission is to be a leading provider
of quality homes and services for people
in need.
We measure tenant satisfaction with the overall service throughout the
year and our performance is set out below:
Tenant satisfaction
Association

Target

Performance

Jephson Homes

87%

83%

Jephson Housing

88%

89%

5

value for money [VfM]
To us, value for money means “the delivery
of our social objectives in the most cost
effective way possible”.
During the year a task and finish group has been working on a self assessment
of our performance on VfM. Here are some examples of how we achieved VfM:
l We saved over £1 million through effective contract purchasing with over
half of these savings coming from the re-tendering of the responsive
repairs service in three divisions which will achieve a projected annual
saving of £600,000.
l We made savings from our development activity and used the money
saved to fund new financial inclusion officers to help tenants facing
hardship due to the impact of Welfare Reform.
l By working hard to control rent arrears we were able to use money that
we set aside to deal with the potential impact of Welfare Reform to carry
out maintenance work that would otherwise have been done in the future.
l The Scrutiny Panel reviewed the arrangements for resident involvement
and we replaced the tenant panels with focus groups and local forums
which meant a saving of nearly £10,000.
l Other savings made during the year have helped to reduce future interest
costs and have been used to fund Wi-Fi and kiosks in each office for
tenants to access the Government’s online services for free.
One of our Key Performance Indicators measures whether tenants are
satisfied their rent is VfM.
Our performance during the year is set out below:
Tenants satisfied that their rent is value for money
Association

Target

Performance

Jephson Homes

82%

74%

Jephson Housing

84%

83%

For more information on how we’ve achieved VfM and our plans to
improve our performance please see our full VfM Self Assessment
which will be available by 30th September 2014 at:
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www.jephson.org.uk/valueformoney

money
Our money comes from rents and service charges we collect from our
residents and loans from banks and building societies.
Where does our money go?
Money spent in:

2013/14

2012/13

Contribution to reserves

9p

10p

Interest on loans

20p

20p

* Day-to-day, voids and cyclical repairs

28p

27p

Management costs

15p

14p

Services

7p

7p

** Planned and major repairs

14p

13p

*** Contribution to major building

2p

2p

Other

5p

7p

Total

100p

100p

* This is money spent on day-to-day repairs, repairs to properties that
are waiting to be let and cyclical repairs, such as external painting.
** This is money contributing to major improvements to schemes,
for example new bathrooms and kitchens.
*** This includes money spent on building new properties and converting
existing properties.

complaints
Tenants have been playing a much greater
role in resolving complaints at a local level.
We've listened to tenant feedback and have made sure that our complaints
process is:
l Fair;
l Quick and easy to use;
l Helpful in putting things right.
During the year we received 373 complaints of which 314 were
dealt with inside the target time of 10 days.
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lettings
We aim to let our homes fairly to ensure
that people who need our properties
can easily access them and as quickly as
possible so that rent loss is minimised.
Our performance is set out below:
Average days to re-let properties
Association

Target

Performance

Jephson Homes

21 days

23 days

Jephson Housing

20 days

22 days

anti-social behaviour
We take anti-social behaviour very seriously.
During the past year we have provided
support to 317 people who have reported
anti-social behaviour to us.

Like us on Facebook
For all latest news and views about Jephson, just go to:
facebook.com/JephsonHousing
This brochure has been checked by Jephson’s Plain English Panel.
If you’d like to have the brochure in large print, braille, audio
or another language, please contact your local office.
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www.jephson.org.uk
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We work closely with our partners such as local councils, the Police and
Community Safety partnerships. We resolve the vast majority of cases
without going to court but where this is necessary we publicise the
outcome for the benefit of tenants in the tenant magazine, jephson&you.
During 2013/14 satisfaction was 78%, which is an improvement compared
with 65% in 2011/12.

