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cONTENT cHAiR’S 
iNTROdUcTiON
Welcome to the 2015 Annual report to tenants. We 
hope that you will find a lot to be satisfied with in the 
work that has been undertaken over the past year.
All of us involved with VHA have been very focused 
on understanding the things that you hold dear and 
delivering the quality and style of services that you 
expect. Our success in this regard is to some extent 
borne out by your feedback in the StAr Survey 
undertaken during the year.

What must be recognised is that the achievements detailed in this report have been 
against the backdrop of an increasingly challenging environment. Changes both locally 
and nationally have made the task of providing homes at an affordable cost much 
harder. However, we remain committed to the Island and its community and we will work 
ever harder to provide for local needs.

I must also mention the continued commitment of your colleagues on the tenant Forum.  
They have really stepped up their involvement this year in response to our invitation 
for greater influence. You will see in the pages that follow that we have agreed a new 
tenant engagement and Involvement Policy in consultation with you. 

One the back of this the tenant Forum has taken on a more structured role representing 
your interests and encouraging wider engagement with VHA. They very much deserve 
your thanks and support for the work they are doing.

Finally, can I thank you for your support during this year. We are looking to provide the 
best services we can at a cost you can afford. We are always looking to improve and to 
better understand your needs. Hopefully we can continue our very positive relationship 
in addressing the challenges to come.

George Hibberd
chair of the board of Management 
Vectis Housing Association
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BENcHmARkiNg: THE TENANT FORUm
During the course of 2015 quite a lot has changed in respect of resident engagement 
and your tenant Forum.

We agreed a new tenant engagement and Involvement Policy, of which the key 
commitment on behalf of VHA are that:

1. We will publish a policy and action plan every three years about how 
 we will engage with residents and support involvement with VHA.

2. We will involve residents in making decisions that will affect them.

3. We will offer a range of choices to get involved with options to suit different  
lifestyles that meet the needs of individuals.

4. We will support new and existing residents both individually and collectively.

5. We will offer training and development support to help residents influence    
our services.

6. We will provide a range of opportunities for residents to monitor and 
scrutinise our performance and services.

7. We will look to tailored approaches to suit the specific needs and wishes 
of every individual resident and reduce or remove barriers, which may stop 
or dissuade you from becoming involved. However, these can only be fully 
implemented if you as tenants are prepared to respond to them and engage 
appropriately.

However, its overall effectiveness is hugely dependent on the openness of tenants to 
support and participate in its approach.

The tenant Forum has also undergone a big change, taking on a more structured and 
involved role in representing the views of tenants in the way VHA operates.  

As well as having access to much more information about the way we operate, 
your tenant reps also now have the remit to represent your views as tenants and 
communities for the area they are designated to cover.  As part of this role, they can 
raise and champion individual or collective issues, attend neighbourhood walkabouts 
and contribute to projects and service developments specific to their areas. 

Those tenants who are so inclined also have an opportunity through the tenant Forum 
to be actively involved in influencing the way we work through membership of the Health 
and Safety Panel and Policy review events.

In this report, we compare our performance with two sets of other housing associations. 
The first is SHAPe, a small club of 14 associations operating in the South and South of 
England. These vary in size, with VHA as one of the largest, and include a number of 
special needs associations.  The second and perhaps more representative grouping is 
SPbM, which comprises 106 national associations, owning less than 1,000 units. Both 
sets of data are collected by an independent organisation, Acuity.
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tenant Forum members are not expected to take direct responsibility for VHA actions, 
give or attempt to give detailed and technical advice or directly resolve issues that are 
brought to their attention. This new role does not replace or detract from your ability to 
contact us directly and speak to our staff.  We encourage your engagement with us, 
whether in person or by some other means.  

Please see below a list of current tenant forum members and the areas they will be 
representing.

STAR SuRVEY 
We conduct a comprehensive tenant satisfaction survey every 
three years to keep in touch with your views and opinions. This 
supplements all of the other activities we undertake, such as SMS 
text consultations, local events, tenancy Health checks, etc. to 
keep informed on a more regular basis.

For this year’s survey, we wanted to ensure we received the maximum response rate 
improving on the 26% response rate we received last time. We also felt that it would 
have more credibility if we asked an independent organisation to receive and analysis 
your responses. That way you could feel open to say what you wanted and would know 
the findings were completely independently verified.

Satisfied or Dissatisfied with: Satisfied Dissatisfied 2012 Satisfaction

Service provided by VHA 90% 4% 96%
Overall quality of your home 92% 5% 96%
Rent provides value for money 91% 2% 98%
With the way VHA deals with Repairs 
and Maintenance

86% 10% 94%

VHA listens to your views and acts on 
them

79% 10% 93%

Overall condition of your home 87% 10%
Provides an effective and efficient 
service

92% 6%

VHA is providing the service I expect 
from my landlord

90% 6%

VHA has friendly and approachable staff 95% 2%
How likely would you be to recommend 
VHA to your friends

91% 4%

In the event, we received a 45% response rate, equating to nearly 1 out of 2 of our 
tenants. As a result, this is likely to be a fairly accurate indication of the views of all 
our tenants. We also asked more questions than in 2012 and so, have a much better 
understanding of your views on the full range of our activities.
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Overall, 9 out of 10 of you are 
either satisfied or extremely 
satisfied with the way VHA 
operates and manages your 
homes. in response to most of 
the questions, only a very small 
percentage of responses were 
either dissatisfied or extremely 
dissatisfied. We are not, however 
complacent and recognise that 
we can continue to improve and 
address the concerns of those 
few unhappy tenants. The three 
areas with the highest level of 
dissatisfaction were:

• The way VHA deals with repairs and maintenance (VHA 86%/SHAPE 87%/SPBM 84%) 

• VHA listens to views and acts on them (VHA 79%/SHAPE 85%/ SBPM 75%)

• Overall condition of your home - (VHA 87%/SHAPE 89%/SPBM 87%)

Although we have identified these as areas for improvement, we are largely in line with 
sector performance levels. Each of these areas is looked at in further detail later in this 
report.

YOuR TEnAnCY
You have told us in the past that you judge how good we are on how we deliver 
services to you. We are always mindful that we are responsible for our properties, 
but your homes.

The percentage of you who are satisfied with our services overall remains high 
(90%), broadly in line with both SHAPe (93%) and the sector generally (90%). We are 
consistently looking for ways to improve and welcome views and suggestions from you.

our Core aCtIVItY

In terms of our core performance, we improved our performance in relation to both re-let 
times and levels of rent arrears. In both areas, we are now achieving the sector average 
compared to SHAPe and SbPM.  

Because we have a relatively low turnover of properties (around 50 per annum) re-let 
times can be skewed by a few properties that become vacant needing a lot of work. We 
have seen that this year where very long standing tenants have either died or moved on 
leaving homes requiring significant upgrading. We are trying to avoid this happening to 
some extent in the future by introducing our tenancy Health checks to pick up on poorly 
maintained homes.

Activity Performance 
VHA

Performance
SHAPE

Housing 
Associations

Rating

Re-letting property 
– average in days

 23 (24) 23 (23) (22.5) p
Rent Arrears 
(as % of annual rent debit)

2.91 (3.35) 2.83 (2.87) 2.96 (3.20) p
Percentage properties 
with Gas Safety Certificate

96.2 (100) (100) (100) p
*Figures in brackets for 2014
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YOuR HOME
We recognise that the condition of your home is very important to you and that repairs 
and maintenance is a key service for all of our residents.

We are fortunate to have a relatively new and well-built stock, but nevertheless there 
are still many issues that arise over the course of a maintenance year. In particular, 
during the winter months we had an unexpectedly high level of fencing repairs and 
replacement due to the bad weather.

However, we look to provide the most responsive and cost-effective programme 
of day-to-day repairs and planned maintenance. We are always looking to 
improve our service, but indication from our tenant survey is that 86% of our 
residents are satisfied with the quality of our repair service. This is on par with 
our other SHAPe colleagues (87%), but is much better than other housing 
associations generally (84%).

otHer keY perforManCe DetaIls:

r

We provide services and invest in your homes based on the rent we receive. We fully 
understand that we need to spend this money in the most efficient and cost-effective 
manner and keep our charges as low as possible. We are now the only developing 
association on the Island to let our homes exclusively at lower, social rent levels. 

The indication from the recent StAr Survey is that the majority of Vectis 
residents (91%) believe that you receive value for money for the rent you pay. 
This is higher than the average for other SHAPe associations (87%) and other 
associations generally (84%). 

Our key benchmark indicators show that:

ManageMent Costs:

Our average weekly cost per dwelling on management = £19.82
Average weekly cost per dwelling on management for SHAPe members 
= £18.83 

Average weekly cost per dwelling on management for other housing 
associations = £19.82

Although our management costs have risen this year, we are still in line with the 
majority of smaller housing associations with fewer than 1,000 units. The reasons 
have related to some one-off investment in the way we operate and new key staff.

r

r
r

ReSPOnSive RePAiRS 

• We completed 2170 (1272) day-to-day repairs 
• Average days to complete a repair - 11.3 (7.2)
• Repairs completed within priority - 90% (88%)
• On-going satisfaction with repairs - 96% (96%)

PlAnneD MAintenAnce

• Properties painted - 39 (26)
• Site safety and fire equipment inspections - 832 (832)
• New kitchens fitted - 12 (18)
• New bathrooms installed - 4 (8)
• New boilers installed - 42 (33)

*Figures in brackets for 2014

VALuE FOR MOnEY
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repaIrs anD MaIntenanCe Costs:

We spent less per property £31.20 than our SHAPe peers and other housing 
associations £37.26 per week on responsive maintenance. This covers all 
aspects of repairs and maintenance, including responsive, planned and 
void works. This includes a significant increase of investment in our planned 
programme based on needs indicated from our latest Stock Condition Survey.

Our split between responsive 43% (2014 - 62%) and planned maintenance 57% 
(2014 -38%) has also improved markedly over the last year. This means that 
the works we are carrying out are likely to be better value for money and better 
managed.

lASt yeAR we SAiD we wOulD iMPROve by:

• Improving our procurement processes - we saved £46,640 on supplier costs based 
  on the previous year’s averages

• Monitoring contractor performance to improve service delivery - you indicated that 
  9 out of 10 were happy with your repairs experience

• Streamline property inspections and visits to reduce duplication

• Tender larger works packages to drive down costs and increase satisfaction

• undertake more works “in-house” - we now deliver part of our planned works 
  programme using our in-house resource

• Introduce primary contractor to undertake responsive and void works - we are still 
  looking to achieve this

OveR tHe cOMing yeAR we intenD tO iMPROve by:

• Reviewing our responsive repairs service including priorities, costs, appointments, 
  targets and management processes to provide a better, more streamlined and cost 
  effective service.

• Reducing the time it takes to repair an empty property to an average of 8 days.

• Introducing a repairs schedule of rates to improve cost forecasting and budgeting, 
  helping reduce costs further.

• updating the repairs section of the tenants Handbook to reflect current practices.

r

r

LISTEnInG TO YOuR VIEWS
We are very much aware that the lowest of our performance scores from you related to 
listening and acting on your views. This is, of course a concern and we are disappointed 
because we have invested a range of new resources into communicating and 
responding to your views. 

SPecificAlly, we HAve:

• Produced three high quality, extended newsletter per annum

• Produced three Financial advice leaflets per annum

• upgraded and extended our website to include the option to pay rent, 
  check your rent account and check on repairs progress

• Introduced a Twitter feed to post and receive comments

• Introduced two neighbourhood walkabouts per annum for each of our 
  areas of property concentration

• Introduced tenancy Health checks, where we will look to contact all 
  tenants over the course of a year to make sure everything is ok and 
  to listen to what you have to say

• Introduced a series of local neighbourhood events, where we discuss 
  with you what would make your area a better place to live

• Regularly sent consultations via SMS text messages

• Strengthened the tenant Forum to enable the members to act as central 
  contacts and advocates for tenants in their areas

• Request satisfaction feedback following repairs and maintenance activities

We remain firmly committed to working with you to create the most focused and tailored 
services we are able, which fully meet the standards we agree with you.

the next section sets out more clearly how we have responded to the feedback 
you have provided to date.
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YOu SAID….WE DID
We do believe very strongly that the quality of the service you receive is based on how 
and what we deliver to you, our residents.

We are always keen to understand what you want in your service and what works well 
and what needs to be improved.  

We have undertaken 11 separate consultation exercises by SMS message, held three 
community events in specific locations and held a comprehensive StAr Survey of all 
our tenants (see page 7). 

We have taken your responses seriously.

we askeD You about…

• Gas Servicing Satisfaction - you said the process worked well for you

• Grounds Maintenance - high levels of satisfaction, small issues that have been  
  resolved

• cleaning - see below

• complaints - part of our three year policy review programme

• Your neighbourhoods - we conducted 24 walkabouts, visited 73 individual tenants, 
  involved Board Members, Tenant Forum members and local Councillors and identified 
  a range of issues, which we addressed. We also held 3 community project events in 
  specific locations to get views on how we could improve those areas.

we responDeD bY…

• Publishing a new complaints Policy - view it on the website or request a copy

• Putting up hanging baskets in the Paddock - Picnic at the Paddock, a nice afternoon

• Placing new benches at Greenfields - we had a really enjoyable neighbourhood event

• reviewing our cleaning Policy with a view to retendering - we have taken your views 
  and will be improving our approach to cleaning communal  areas
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cONTAcT US: 
vectis Housing Association limited

 

    01983 525985

     01983 529956

     enquiries@vectishousing.co.uk

     www.vectishousing.co.uk

Registration under the Co-operative and Community Benefits Act 2014
• registration with Homes and Communities Agency (L1005)

• membership of national Housing Federation
• membership of Independent Ombudsman Scheme

• membership of SHAPE
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