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to our Annual Review for
2021/22

During my first full year

as Chair, Mount Green
has been on a journey of
resetting itself for the
future. Throughout the
year, we have seen several
important changes, all
designed to further reflect
and meet our residents’ needs.

We have developed our new Corporate
Plan for 2022-25, restructured staffing
arrangements and put in place a new long-
term responsive repairs contract with
Gilmartins.

Last year also saw us invest significantly in
health and safety improvements to residents’
homes as well as entering into several new
contracts that will allow us to better monitor
and manage areas like fire risk assessments,
asbestos, water testing and lift maintenance.

Our aim is to build on these improvements in
2022/23, by delivering year one of our three-
year corporate plan, which focuses on ‘laying
our foundations’.

In addition, we are acutely aware of the
impact of the current economic environment
on our residents and know that some may
need extra help and support this year. As a
small housing association, with residents at
the heart of everything we do, we are lucky
to have a team who are well equipped to
facilitate help when it is needed.

These are challenging times for our sector
too, and | am proud of how the organisation
has responded throughout the last year.
Adapting to ensure we continue to provide
excellent day-to-day services to residents and
remain a well-run, resident-focused housing
association.

David Hunter, Chair of the Board




from 2021/22

Investment in our homes

£1.6m

invested in our homes

100%

of emergency repairs completed on time

96.4%

of urgent and routine repairs completed
on time

95%

satisfaction with planned maintenance

93%

satisfaction with last repair

96.1%

repairs fixed first time

100%

gas compliance

100%

Fire Risk Assessments (FRAs) completed

Tackling local housing
demand

Last year, we completed two schemes
South Lane (Ash) and Brooks Nursery
(West End), providing a total of 11
new homes. This included 7 affordable
rent and 4 shared ownership homes.
In addition, we also saw 17 shared
ownership residents staircase on their
shared ownership homes last year. -~

South Lrarne 7

neighbourhood inspections completed

received in unclaimed benefits for our
residents

invested in local community activities and
neighbourhood improvements

antisocial behaviour cases dealt with

customer satisfaction with stock investment

complaints received

of complaints responded to within policy
target time

of complaints resolved at stage 1 of our
complaints policy

' F Brooks Nursery a




Our Residents’ voices matter ...

2021/22 saw the launch of our Resident Committee Group (RCG), which aims to provide a
crucial link between residents and Mount Green’s Board. Collaboratively, we hope that the RCG
will scrutinise Mount Green as needed, contribute to ongoing improvements, but also provide

support to the Board.

The Committee represents the views and concerns of residents and ensures that those views are
taken into consideration by the Board when reviewing actions, policies and documents. The RCG
will also review Mount Green’s operations, as well as selecting areas of the business to review as a

committee.

Residents can interact with one another and get the latest updates about Mount Green by joining
our community group on Facebook: https:/www.facebook.com/groups/MountGreen

We've also recently setup a new official Facebook page, for residents to engage with us directly.
Please like and follow us now: https:/www.facebook.com/MountGreenHousingAssociation

Investing in our homes

Our investment in planned and regular
maintenance increased significantly and is the
highest in the last five years as we continue to

invest in our homes.

Customer satisfaction with our planned
programme of maintenance was 100% and with
the £1.6m we spent updating our homes, we
were able to replace or install:

3 6 kitchens

bathrooms

1.9 boiers

heating systems

12 homes also had new windows

We also carried out Passive Fire Safety works
including commissioning fire door replacements,
fire door upgrades and compartmentalisation
works (dividing buildings into smaller
compartments using fire resistant materials).

Our finances

Our rent and service charges income allows
us to provide the best quality services we can.
For every £1 of income we receive, we spend:

® Service charge works (works to
communal areas, cleaning and grounds
maintenance)

® Management costs (having a customer
service team, insuring homes)

® Repairs (day to day repairs on residents’
homes)

® Planned maintenance (health and safety
compliance and communal decorations)

® |nvestment in homes (replacement of
boilers, kitchen, bathrooms and new
homes)

® Community investment and other
activities

For more details about this, our published
Financial Statements for 2021/22 can be found
on our website

#oe®m 409,


https://www.facebook.com/groups/MountGreen
https://www.facebook.com/MountGreenHousingAssociation
https://www.mountgreen.org.uk/wp-content/uploads/2022/09/Annual-Accounts-2021-2022.pdf

How are we doing?

Complaints

Last year, we made changes to improve the way we capture data to include how complaints have

been resolved, as required by the revised Ombudsman Complaint Handling Code 2020, and can

report that:

- In 2021/22, we received 85 complaints across our 1,600 homes

- 91% (77 complaints) were resolved at expression of dissatisfaction (EOD) or stage 1 of our
escalated complaints process

- 9% (8 complaints) were resolved at Stage 2 of the complaints process

Of the 8 complaints that reached Stage 2, four were related to repairs and maintenance, three to

neighbourhood services and one about our independent living services.

We are continuing to use our complaints data to make improvements so that issues are not

repeated. This is in addition to striving to manage any complaints in an efficient and timely
manner.

Regulatory Review

Every year the Social Housing Regulator assesses how we, and other housing associations, are performing
against their standards in terms of our ability to meet our financial obligations and the effectiveness of our
governance structures and processes. This enables them to determine a Governance (G) and Viability (V)
rating between 1 and 4 - a rating of 1 or 2 is considered compliant with the Regulator’s standards.

This assessment is usually undertaken based on information housing associations provide the Regulator,
however, every few years the Regulator also undertakes an In-Depth Assessment (IDA) where they visit
and review records in a similar way to school OFSTED inspections.

Mount Green had its most recent IDA in 2021 and at the start of this year we were given a G2/V2
judgement. Whilst our previous G1 rating had been downgraded, many of the areas highlighted for
improvement were ones that we are
already working on and are included
in year one of our newly launched
corporate plan. You can find out
more about this, here.

These improvements will also ensure
we are ready for any new sector
regulations including an enhanced
Housing Ombudsman, new tenant
satisfaction measures, the expansion
of powers for the Regulator for
Social Housing and most importantly
a greater voice for social housing
tenants with the creation of a
National Tenant Panel.



https://www.mountgreen.org.uk/wp-content/uploads/2022/07/MG_CorporatePlan_Final.pdf

Thank you for taking the
time to read our Annual
Review for 2021/22

It's been quite a year, with a major team
restructure to drive cultural change that puts us
in a better position to deliver even higher quality
services to residents; making sure our team are
there when, and where, you need them.

In challenging financial times, we know it's even
more important to continue to offer services

to assist and support residents; especially our
dedicated Welfare Benefit Officer, supporting
residents to maximise their income, and also
putting in place a new hardship fund for those in
most need.

We also recruited a new Housing Services
Manager with a strong background in dealing
with anti-social behaviour (ASB) to lead our
Neighbourhoods team, as we know how
important it is to residents that we respond
proactively and quickly to ASB.

Whilst continuing to invest in becoming carbon
neutral by 2050, we also entered a new long-
term repairs contract. We know that repairs and
maintenance are key to providing residents with
a good-quality home and this change was made
to reflect the priorities of our residents. We're

working hard to make sure
this new contract delivers
what we intended and works
well into the future.

Looking forward, we are
faced with challenging times
as a housing provider. With
an ongoing housing crisis,
coupled with the current cost-of-living crisis,
energy cost rises and increasing interest rates,
we must make sure that we continue to remain
strong as a business, while also protecting our
residents and homes by continuing to ensure
that their best interests are at the heart of
Mount Green.

Whatever the next year brings, our priority

will continue to be our residents and ensuring
that homes are safe and well maintained. Our
purpose at Mount Green is clear: “Creating the
foundations to thrive” and we will continue to
work to ensure that the business can thrive, and
in turn provide homes and opportunities that will
allow our residents to do so too.

Bill Flood, Chief Executive
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