








Category of repair Percentage of jobs completed on time Target

2005-06 2006-07 2007-08
Emergency (24 hours) 89% 86% 99% 98%
Urgent (5 days) 89% 76% 94% 96%
Normal/routine (20 days) 84% 89% 97% 96%
Appointments for repair work  2005-06 2006-07 2007-08 Target
Appointments for repair
work made (where required) 2,315 2,141 2786
Appointments kept 2,177 2,088 2769
(94%) (97 %) (99%) 97%

Customer feedback on maintenance contractors’ performance

As part of our ongoing quality control and service improvement measures, we send out a customer satisfaction slip with
the majority of orders raised. The following table of customer feedback indicates the level of satisfaction with the
service, from the customers who returned slips.

Completed response and service repairs 3,119
Slips returned 388
Percentage returned 12.44%

Residents’ satisfaction with maintenance

Standard of work 2005-06 2006-07 2007-08
Poor 8% (22) 4% (16) 1% (6)
Satisfactory 24% (68) 25% (101) 21% (81)
Very Good 68% (192) 71% (290) 78% (301)
Total 282 407 388
Speed Poor 7% (20) 6% (23) 4% (14)
Satisfactory 23% (66) 23% (96) 20% (80)
Very Good 70% (196) 71% (288) 76% (294)
Total 282 407 388
Politeness/tidiness Poor 5% (14) 3% (14) 1% (4)
Satisfactory 24% (69) 18% (73) 16% (61)
Very Good 71% (199) 79% (320) 83% (323)
100 — Total 82 407 388
B Poor 05-06
[l Poor 06-07
[ Poor 07-08

Satisfactory 05-06
Satisfactory 06-07
[ satisfactory 07-08

Percentage response

Very good 05-06
B Very good 06-07

Standard of work Speed Politeness/tidiness B very good 07-08

As with performance on completions, satisfaction with the maintenance service has been affected by the change in our
contractors. The trend is improving and is particularly good in terms of ‘politeness and tidiness’. We anticipate that this
will continue as our focus on service improvement and customer satisfaction continues.
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performance information

rent

The Government’s rent restructuring regime means that
rents must now be set in line with target rents for a given
property type and location.

Target rents, adjusted for inflation, must be achieved by
2012. In some areas, rents may rise, to reflect high local
incomes and property values. In other areas, rents
currently above target have been frozen until they match
target rents.

Average rents charged for all lettings 2007/08

1 bed & studio £65.39
2 bed £77.45
3+ bed £85.77

The average target rent for Solon’s general needs properties
(effective October 2007) is £75.50. Our actual average
rent is £73.29. With effect from October 2008, Solon
intends to implement the tolerance of 5% on target rents.

There are currently 517 properties at target rent or within

the permitted tolerance limit (95%-105%). We are confident
that the vast majority of rents will achieve target rents or be

within the permitted tolerance limit range by 2012.

Rent arrears

The arrears statistics are calculated by dividing the
amount of rent owed at a particular point by the annual
rent receivable.

We are pleased that our performance controlling rent
arrears has remained steady with gross arrears down to
2.99% from 3.3% in the previous year, but net arrears
increasing slightly to 2.63% from 2.32% over the same
period.

A substantial number of residents are in receipt of
Housing Benefit which is paid four-weekly in arrears so,
at any one time, some of the rent outstanding (gross
arrears) will be largely due to the delay in receiving

Rent arrears 5—

Target 3.25%

Housing Benefit payments. This is why we report a gross
figure (including any outstanding Housing Benefit) and a
net figure (arrears owed excluding outstanding Housing
Benefit).

We continue to be involved in Bristol City Council’s
verification scheme and have found that this allows us to
support our residents to access the sometimes very
complex Housing Benefit system.

Rent arrears management will always be a high priority
and we will continue to balance collecting the
association’s income, with supporting and working with
residents who sometimes find it hard to manage their
finances.

Percentage

%

B 2004/05 Gross 4.8
I 2004/05 Net 2.45
B 2005/06 Gross 4.3
2005/06 Net 1.96

I 2006/07 Gross 3.3
2006/07 Net 2.3

B 2007/08 Gross 2.99
B 2007/08 Net 2.63

Solon’s net rent arrears target for 2007/08 = 3.25%
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Breakdown of rent-related spending

Repairs & maintenance - 48p

of every £1 is spent on work to properties including
major repairs, day-to-day and cyclical maintenance.
Housing management - 39p

is spent on allocating and letting properties,
collecting rent, dealing with arrears, providing
support, service costs, assisting with housing
benefit problems and producing residents’
newsletters.

Loan costs - 6p

is spent on repaying money borrowed to provide

. Repairs and
new housing. maintenance:
Other - 7p 48p

Loan
costs: 6p

Housing
management:
39p

is spent on bad debts and lease costs.

complaints

Our definition of a complaint includes any situation where
a customer tells us that we have not met their needs or
our own promises, or that they are not satisfied with the
way we have acted.

We received 20 complaints last year, compared with 26 the
year before. We are pleased with this reduction and hope
that it reflects the improvement that we have been making
with our maintenance service. However, maintenance is
likely to continue to be the main focus for complaints, as this
is the most common reason for contact by our residents.

one was resolved by the Chief Executive. The other
complaint was passed to the Board of Management at
Stage 3. The complainant then referred the complaint to
the Housing Ombudsman. The Housing Ombudsman
found no maladministration on the part of Solon.

Maintenance complaints included such matters as failure
to carry out repairs in an acceptable time or refusal to
carry out requested improvements.

Management complaints included such matters as the
handling of neighbour nuisance and arrangements for

Of the 20 complaints 18 were resolved at Stage 1. Two decanting.
were unresolved at Stage 1 and went to Stage 2 where
Total complaints No.
Stage 1: Referred to Customer Services Director Maintenance 15
Management 5
Stage 2: Referred to Chief Executive Maintenance 2
Management 0
Stage 3: Referred to Board Maintenance 1
Management 0
Referred to Independent Housing Ombudsman 1
- Maintenance
£
% - Management
5
ks
S
z
Stage 1 Stage 2 Stage 3 Ombudsman
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Monitoring our performance

Solon is governed by a voluntary Board of
Management, elected by Members at the Annual
General Meeting. The Board controls Solon, is
responsible for defining and upholding values,
objectives and core policies, and monitoring
performance against targets.

We are expected to be publicly accountable and
demonstrate the highest standards of governance. We
have adopted, and comply with, the National Housing
Federation’s Code of Governance.

Between them, Board Members have the range of skills
and experience needed to run a social business, including:

Experience of living in a Solon home.

Financial skills.

Asset management/maintenance/development.
Housing management.

Legal/business administration.

Community development.

Supported housing.

Human resources/understanding of diversity issues.
Management experience.

Commitment to equalities.

Housing Corporation Assessment

Solon is well governed. The Housing Corporation’s most
recent assessment of Solon found that the Board,
supported by appropriate governance and executive
arrangements, maintains satisfactory control of the
organisation.
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The Corporation has previously recognised that the
Board gives effective leadership and control and has a
wide range of skills and experience. The following positive
characteristics have been highlighted:

Handles risk and complex issues effectively, and
retains control of the direction of the association.

A strong culture of challenge and monitoring of
reports presented by the management team.

Sets clear and measurable strategic goals for Solon.
Presents a commitment to continuous improvement.

The Board and the management team work well
together, and Solon has an open and positive
relationship with the Corporation.

Board membership

There is regular turnover of Board Members. This is
regarded as positive, as it represents an opportunity to
bring in new blood and a fresh approach to our
governance.

Five Members retired or resigned in 2007/08. This was
higher than expected, but due to exceptional
circumstances. Three left because of the pressure of
other personal commitments, one due to moving from
Bristol and one due to a conflict of interest. Despite this
turnover, a core of Members have remained on the
Board for a number of years ensuring continuity in
decision making and holding the management team to
account.



Solon takes a pro-active approach to succession
planning. We maintain a Succession Strategy for the
Chair and Board Members, and a Nominations
Committee to agree and implement succession
planning arrangements. This ensures the planned
renewal of skills and experience, and thorough
assessment of applications for Board membership.

The range of Board skills and experience is reviewed
annually. Training and support is provided to
complement existing skills and maintain up-to-date
knowledge.

The Succession Strategy has ensured the timely
replacement of retiring Board Members. We recruited

four new Members in 2007/08. Two more joined in July

2008.

There are currently 12 Board Members out of a
maximum of 15 including 2 (17%) from BME
communities and one resident Board Member.

Resident Board Members

It remains a priority to recruit additional resident Board
Members. Two places on the Board continue to be
held open to facilitate this.

Resident Board Members are elected by the residents.
The residents’ forum considers all applications and
nominates applicants to stand for the Board, (including
elections if necessary), if they meet pre-agreed
selection criteria.

It is anticipated that two new resident Members will be
elected to the Board in September 2008.

Chair’s succession

Kate Orchard will be retiring as Chair of the Board in
December 2008, having served for over six years. We
are actively seeking a new Member with the
appropriate skills and experience to take on this key
role.

Attendance at Board meetings

The Board has continued to focus attention on
improving attendance at meetings. Performance has
continued to improve, rising from 70.32% in 2006/07
to 78.08% in 2007/08.

Board effectiveness

The Board meets bi-monthly. Members have made a
number of key strategic decisions during the year.
These have included:

Reviewing the business plan, reaffirming Solon’s
strategic objectives and setting our direction and
focus for the next three years.

Reviewing and agreeing the asset management
strategy, including proposals to carry out the additional
stock condition survey and the procurement of new
longer-term contracting arrangements.

Reviewing and agreeing the development strategy,
Solon’s growth plans and subsidy levels.

Board away-days and special meetings

Special Board meetings and seminars are held in
alternate months to facilitate discussion of current
housing and strategic issues in more detail than would be
permitted by regular meetings. They are also used to
provide training on specific topics.

The Board holds annual away-days which give Members
time to review effectiveness and undertake Board and
Member appraisals. They also provide the opportunity to
discuss strategy, vision and other issues.

The last two away-days have also involved staff,
enabling the Board and staff to share their views and
gain a better understanding of each other’s
responsibilities and challenges.

Board appraisals

Board and individual Member appraisals were introduced
in 2004. This has raised the standard of Board reporting
and meetings and the overall quality of governance.

Subsequent Board development work has included the
introduction of bi-annual 360 degree appraisals from 2006,
and regular work on Board and staff team building. The
appraisal process is followed up by feed-back to Members
and planning of further training and development.
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Name

Kate Orchard
(Chair)

Fred Semple
(Vice-Chair)

Charlie Mosse
(Vice-Chair)

Everest Maburo
(Chair, Audit &
Finance Committee)

Margaret
Richardson

Occupation

Retired NHS Manager,
North Somerset
Primary Care Trust

Operational Support
Manager, Bristol City
Council

Housing Services

& Support Manager,
United Housing
Association

Auditor,
Pricewaterhousecoopers
Accountants

Retired Librarian

(Chair, Resident Participation
& Equal Opportunities Working Group)

Robert Slade

Kay Dovey

Munawar Gondal

Julia Godwin

George Cooke

Chris Knight

Lynn
Collingbourne

Retirement

Michelle Thomas, Dudley Thomas, Steve Drew, Ping Hung and Michael Pratt retired or resigned from the Board during

Practice Manager for an
NHS Doctors’ surgery

Head of Personnel &
Training, Festival Housing
Group

Former Quantity Surveyor
and Engineer

Development Programme
Manager, Housing 21

Finance Director,
Brunelcare

Self-employed publisher
and proof-reader. Former
Head of Housing Services,
Merlin Housing Society

Housing Consultant.
Former Head of Strategic
Housing, South
Gloucestershire Council

Age

59

61

42

53

64

58

48

49

41

61

48

47

Qualifications/
Memberships

BA (Hons), PGCE,
Institute of Health Service
Management

BA (Hons), DMS

BA (Hons),

PG Dip. Housing,
Corporate Member of the
Institute of Housing, MBA

BA, FCCA

Associate of the
Library Association

BSc (Hons),
FCCA, MBA

Member of the Chartered
Institute of Housing

Diploma in
Civil Engineering

BA (Hons), Member of
the Chartered Institute
of Housing

FCA (England &
Wales)

BA (Hons),
PG Dip. Housing Studies

the year. We thank them for their support and commitment during their time as Members.
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Service

10 yrs

6 yrs

2 yrs,
4 mths

3 yrs

5yrs

3yrs

1y,
5 mths

11 mths

7 mths

7 mths

2 mths

2 mths



BA (Hons) Town & Country Planning, DMS
Age: 50 Started in post: March 1999

ACA, AMCT
Age: 44 Started in post: April 2007

BA (Hons), PG Dip. Housing
Age: 41 Started in post: May 2001

BA (Hons) Housing
Age: 60 Started in post: March 2008

Solon’s shareholding membership should reflect the
communities and residents we serve, in order to:

Demonstrate openness, be accountable and
democratic and respond to the needs of the
community and residents.

Provide a source of potential Board Members who
can bring experience and expertise to the
association.

Shareholding membership is open to all residents,
representatives of client groups and other individuals or
nominees of organisations with an interest in our work.
However, additional residents cannot be admitted if, on
admission, more than one-third of the shareholders
would be residents.

Shareholders are entitled to attend the Annual General
Meeting, stand for election to the Board, nominate others
for election to the Board and vote in those elections.

At 31 March 2008, there were 48 shareholders, including
11 residents.

The Board sets and reviews policies and objectives for
admitting new shareholders. It also has the power to
approve or reject any application for shareholding
membership.

Criteria for admission as a shareholder
Applicants for shareholding membership should meet at
least one of the following criteria:

Paul Ville Chief Executive & Company Secretary,

Nasreen Razak Finance Director & Deputy Company Secretary,

Sarah Wilde Customer Services Director (on maternity leave from April 2008),

Vicky Hale Monro Acting Customer Services Director,

They have a long-term interest in, and support for,
Solon.

They will increase resident or community
representation.

They will help create a diverse and balanced
membership of the association or Board.

They have the necessary skills, experience and
commitment to make a contribution as a Board
Member, now or in the future.

An important criterion is the direct experience of living in a
Solon home. Residents are customers, and often best
qualified to tell us how we could improve.

Applicants for shareholding membership should apply in
writing to Solon’s registered office setting out their reasons
for applying and their qualifications, in accordance with
Solon’s palicies.

We welcome people from local communities to apply for
membership so that our work can properly reflect local
needs. Their first-hand knowledge is essential in helping
to improve our service. People from Black & Minority
Ethnic communities are under-represented and we would
like to see more joining us.

For further information on how to join Solon, please
contact Paul Ville.
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Solon South West Housing Association Limited is
registered as a Charitable Housing Association
under the Industrial & Provident Societies Act 1965
- Registration No. 21136R. The Association is
registered with the Housing Corporation under the
Housing Act 1974 — Registration No. LO125, and is
a member of the National Housing Federation.

Solicitors
Bevan Brittan, Kings Orchard, 1 Queen Street,
Bristol BS2 0HQ

Burges Salmon, Narrow Quay House, Narrow Quay,
Bristol BS1 4AH

Auditors
Beever and Struthers, St George’s House,
215-219 Chester Road, Manchester M15 4JE

Bankers
HSBC Bank PLC, 49 Corn Street, Bristol BS99 7PP

Design and production
Andrew Buchanan Communications (0117 968 2300)

Photography
Jo Hansford (www.johansfordphotography.com)
Staff members

Printed by
Doveton Press, Bristol

Registered Office

1 Newfoundland Court

St Paul Street

Bristol BS2 8AN

Tel (0117) 924 4071

Tel (0117) 916 7777 for direct maintenance line
Fax (0117) 924 8816

Email: solon@solonswha.co.uk

www.solonswha.co.uk
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