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A Review Of The Year

CHAIR’S
REPORT

BY SAM HINE
CHAIR OF THE BOARD

On behalf of the Board of Shropshire
Rural Housing Association, welcome to
our Annual Report 2023/24, a year that
has seen positive progress on a number
of fronts including more air source heat
pump installations to provide affordable
warmth for tenants; the appointment
of our new Housing and Engagement
Officer; and work to ensure we are the
best organisation we can be through the
adoption of a new Code of Governance.

[t is important we recognise our successes in our
annual report and also that we demonstrate our
commitment to continuing to work hard to be
prepared for the future.

During 2023/24 there has been increasing regulation
of the social housing sector and ongoing challenging
financial pressures, both on us as an organisation
and our tenants.

Over recent years the quality and safety of social
housing has come under increasing scrutiny, with
tragic events such as the Grenfell fire and the
preventable death of Awaab Ishak in Rochdale,
putting all social landlords under the spotlight.

The new regulations include tenant satisfaction
measures, updated consumer standards and a new
complaints code, all aimed at giving tenants a louder
voice and ultimately ensuring safer, quality housing.

At SRHA, providing safe, good quality, well
maintained, affordable rented housing is our purpose,
it is why we exist. We welcome the new regulatory
expectations to ensure we do everything we can

to keep people safe in a Shropshire Rural home,

to give our tenants opportunities to influence the
services we provide and to deliver the best we can,
whenever we can.

As an organisation, in addition to delivering
excellent services to our existing tenants,

we also strive to develop new housing in rural
areas to meet local housing needs and to help
rural communities to thrive.

Developing in rural areas presents considerable
challenges, often taking a long time to get through
the planning process and off the ground and
generally resulting in higher costs per unit than

an urban development.

Despite these challenges, as | write, | am delighted
to share that we are finalising details on our new
development of 13 affordable homes for rent in
the village of Chirbury, which we hope to start
building in the very near future. It's taken five
years to get to this point and | very much look
forward to seeing the development progress and
ultimately to welcome the people that will move

in and enjoy these new Shropshire Rural homes
when the time comes.

| hope you find this year’s annual report
interesting. If you have any questions, want

to know more or would like to get involved in
influencing and shaping the work of SRHA please
get in touch, we would love to hear from you.



A Review of the Year

CHIEF

EXECUTIVE’S

BY JOHN GREEN
CHIEF EXECUTIVE

A review of the year gives us the chance
to reflect on the progress we made and
what we have achieved. Importantly
however, it also means that we look at
areas where we can do better. The year
was the first we were required to collect
and report on the Tenant Satisfaction
Measures (TSMs) and the results of our
performance against those measures
can be found later in this report.

The Tenant Satisfaction Measures (TSMs) were
introduced by the Regulator for Social Housing

as a set of 22 criteria against which all housing
associations are measured. This gives us all the
chance to compare our performance alongside our
peers, helping us to understand what we can do
better as a result.

| am pleased to say that overall our results against
the Tenant Satisfaction Measures (TSMs) are
positive, but that won't stop us learning from our
performance and seeking to improve the services
we provide.

One area that we constantly strive to improve on

is how we keep tenants updated and involve them
in the decisions that affect them. With this to the
forefront of our minds, we were pleased to welcome
Jan Donovan-Mendy to the Board, not only bringing
her considerable customer service expertise, but
also her lived experience as a tenant. The year

also saw us appoint Matthew Jones, our first staff
member with a specific tenant engagement remit.
As a fresh pair of eyes on how we work, bringing
new ideas and a positive approach, | am looking
forward to working with Matthew on embedding
opportunities for tenants to genuinely influence all
our work.

As people continue to feel the effects of cost of
living increases and energy price rises, our ongoing
commitment to investing in affordable warmth
solutions resulted in the installation of a further

eight air source heat pumps, replacing older and less
efficient storage heaters. Working with Shropshire
Council to access Home Upgrade Grant funding,

the project will continue through 2024/25, ensuring
even more of our tenants are living in homes that are
warm and affordable.

It is important to note that the progress we made
in the year is set against a backdrop of increasing
regulation and scrutiny faced by all housing
associations. Despite the challenges this brings, it is
pleasing to reflect on how everybody at Shropshire
Rural continues to strive to make us stronger and
focused on what we set out to achieve.

In the following pages, you will read just how we are
delivering our mission, and | look forward to making
more progress in 2024/25.



Delivering Our Mission

DELIVERING

MANAGING AND DEVELOPING
AFFORDABLE, GOOD QUALITY
HOMES IN RURAL SHROPSHIRE

We continued our ongoing investment programme
primarily aimed at providing affordable warmth for
our tenants and improving the energy efficiency

of our housing. This included the installation of air
source heat pumps in a further nine properties,
replacing old and inefficient storage heaters that
were expensive to run. Alongside these installations,
we upgraded insulation, ensuring the homes
achieved EPC level C.

The installations were funded in part through
the Homes Upgrade Grant scheme working
with Shropshire Council's Affordable Warmth
and Energy Efficiency team. Our ongoing
partnership with the Council will serve to help
us install a further 22 systems in 2024/25,
meaning we will have completed in the region
of 50 installations since 2021/22.

Alongside this investment we also upgraded a
number of kitchens and delivered our ongoing
programme of cyclical painting.

HELPING TO MAKE AND
KEEP VILLAGES

Despite some delays with our development
programme, we made good progress on the
Chirbury scheme, working with our team of
consultants to carry out some necessary
re-design work and agree the procurement
method to help us achieve value for money.

The development at Chirbury serves to highlight
some of the hurdles faced when developing in

a rural area, particularly at a time of increasing
construction costs and other economic factors.
Rural development often requires us to find
solutions to problems that may be less of a
challenge in a more urban setting. Things such
as service connections for water, energy and
drainage where no nearby services are available
not only create technical challenges but can
also have a significant cost impact. Similarly,
environmental and ecological matters need

to be carefully considered and measures taken
to minimise any negative impacts. Whilst these
challenges may well put off others from developing
in rural communities, our vision to “Provide the
homes that help Shropshire’s rural communities
thrive” means that we won't shy away.

Meeting the needs of local
people and communities
in rural Shropshire.
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Delivering Our Mission

ENGAGING POSITIVELY WITH Seeking to provide
OUR CUSTOMERS, MANAGING

OUR FINANCES EFFICIENTLY AND solutions that minimise
HAVING THE BEST TEAM IN PLACE -
negatlve |mpact on
The 2023/24 year saw the Association appoint ]
our first dedicated staff member with a remit the enV|ronment and
of tenant engagement. g
combat climate change

Matthew Jones joined us in February to help ensure
tenants have opportunities to contribute to and
influence our work at all levels in the Association.

This includes some specific consultation exercises

on planned maintenance and improvement projects
including our ongoing affordable warmth programme.
Matthew has been speaking to tenants following our
recent tenant satisfaction survey to help us understand
what changes we may need to make to our policies
and the services we provide.

" Poolshead Corner, Lydham

SEEKING TO PROVIDE SOLUTIONS THAT MINIMISE NEGATIVE IMPACT ON
THE ENVIRONMENT AND COMBAT CLIMATE CHANGE

In line with government expectations, we are aiming These works not only serve to have a positive
for all our homes to achieve EPC level C by 2030. environmental impact, but also help save money
During the year, we continued to make positive for our tenants.

progress towards that target, working closely with

Shropshire Council to access Homes Upgrade By the end of 2024/25, we hope to have carried
Grant (HUG) funding, resulting in the installation out around 50 installations, replacing some of our
of air source heat pumps with associated insulation most inefficient heating systems.

upgrades to nine properties, adding to the 16
installations in 2022/23.
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Finances

FINANCIAL
SUMMARY

COMPLIANCE AND RISK R e T P

The 2023/24 year saw further changes in the regulatory regime in which all registered housing providers operate.
These included the implementation of the Tenant Satisfaction Measures, an updated Complaints Code and
consultation on the new Consumer Standards.

Following an in-depth review of our governance arrangements, the Board has worked through a number

of actions prior to adoption of the 2020 National Housing Federation Code of Governance. The Code provides
a robust framework that focuses on ensuring tenants are heard at all levels of the Association, with particular
emphasis on health and safety and ensuring tenants feel listened to.

The regulatory and compliance regime in which we now operate places significant emphasis on having accurate
and relevant data and information in relation to our housing stock and the people who live in our housing.
Having accurate data helps the Board to make the right decisions and understand the impact of those decisions
on our tenants. Importantly, it also helps us to provide a better and more personalised service. In recent years,
we have carried out a number of specific data related projects, and we continue to ensure our homes are safe
and compliant with all health and safety legislation.

The Board carries out a twice yearly review of the Association’s Risk Register, ensuring consideration
and oversight of the main strategic and operational risks that may impact on our viability and effectiveness.

TURNOVER AND OTHER INCOME _

Rent receivable £1,610,632
Service charges receivable £45,175
GROSS RENTS RECEIVABLE £1,655,807
Less: rent and service charge losses from voids -£5,046
£1,650,761
Other income £29,862
TOTAL RENT AND OTHER INCOME £1,680,623
Deposit account interest £64,038
Increase in valuation Investment Property £0
Government grants released £114,871
£1,859,532
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Finances

Other costs Cyclical/planned maintenance
£209,660 £147,779

Services

£80,674

Responsive repairs

£224,035

Loan interest payable

£389,148 HOW EVERY

PO U N D Management
IS SPENT £309,355
Depreciation Bad debts

£356,419
Development administration
Lease charges

£82,911 £53.455
Fiomsmrompmernr ]

Cyclical/planned maintenance £147,779 7.9%
Services £80,674 4.3%
Responsive repairs £224,033 12.0%
Management £309,355 16.7%
Bad debts £6,098 0.3%
Lease charges £53,455 2.9%
Development administration £82,91 4.5%
EXPENDITURE £904,305
Depreciation and on components replaced £356,419 19.2%
OPERATING COSTS £1,260,724
Loan interest payable £389,148 20.9%
Pension scheme interest liability/gain £87,000 4.7%
Retained surplus for the period £122,660 6.6%
£1,859,5632 100.0%
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Squirrels View, Tern Hill

Finances

ACCOUNTS

Investment in housing development

Total Rent & Other Income £1 ,859,532

SUMMARY OF FINANCIAL POSITION SHEET AS AT 31 MARCH 2024 _

Fixed assets £18,359,558
Investment property £207,500
Net current assets £3,815,957
Total assets less current liabilities £22,383,015
FINANCED BY

Long term creditors £16,304,241
Pension liability £218,000
Called up share capital £23
Income and expenditure account £5,860,751
Total £22,383,015

Total paid to key management team
(Inclusive of employer’s pension and NI Contributions)

£185,199
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Finances

AVERAGE

Princess Court, Shawbury

1 Bed Semi-Detached Bungalow 1 Bedroom House
£80.99 £92.00
2 Bed Detached Bungalow 2 Bed Detached House
£104.29 £120.82
2 Bed Terraced House 2 Bed Semi-Detached House
£102.81 £102.9/
3 Bed Detached House 4 Bed Semi-Detached House
£124.60 £120.65
1Bed Flat 2 Bed Flat

£/6.09 £9/01

2 Bed Semi-Detached Bungalow

£94.72

3 Bed semi-detached bungalow

£108.07

3 Bed Semi-Detached House

£111.67

4 Bed Detached House

£154.6

Average Rent Overall

£102.12

The above figures are exclusive of charges for additional services which apply to some, but not all,

of Shropshire Rural’'s homes.




Performance & Value for Money

PERFORMANCE

& VALUE FOR MONEY

As a small charitable housing provider, value for money (VFM) is an essential ingredient of all we do. Though smaller
and less diverse than many housing providers, we are committed to ensuring we deliver great value. VFM is not
necessarily being cheaper, rather it is about getting more from each pound spent or spending more but getting a

disproportionately greater benefit from that expenditure.

DURING 2023724

We replaced nine inefficient and expensive to run
heating systems with systems powered by air
source heat pumps.

We continued to develop more robust systems
to ensure our tenants’ safety in their homes.

We recruited a new Housing and
Engagement Officer with a remit to include
ensuring our tenants’ voice is heard at all
levels in the Association.

We continued to generate Renewable Heat
Incentive income from our investment in heat

pumps to improve energy efficiency in support of
our commitment to affordable warmth.

Planned
Maintenance

—=21  Kitchen
E Replacements

Insulation
Upgrades

Heating Upgrades
Air Source Heat
Pumps

We collected 98.8% of the rent due, working
closely with tenants to help them to get the
support available.

We updated our complaints handling processes
in the light of the Housing Ombudsman
Complaint Handling Code, to ensure we
continuously learn from complaints we receive.

We completed our tenant satisfaction survey

to inform areas where we may be under-
performing, and to gather performance
information on the tenant satisfaction measures.
We subscribed to the “Housing Perks”

discount app to offer shopping discounts
for tenants and staff.

03 £17,000

03 £4,500
09  £75000




Performance & Value for Money

VALUE FOR MONEY

Participation in Acuity’s performance benchmarking services enables us to
compare our performance with that of similar providers and to see where we
may be able to improve.

Our financial reporting arrangements enable close scrutiny of our income and
expenditure by our Board of independent, voluntary members. The Board is
responsible for setting the strategic direction of the Association and ensuring
our key objectives are achieved.

A full VFM statement is included in our annual accounts which are also OIS IS LElsh BUE el

available on our website: www.shropshirerural.co.uk

Rents

Percentage of Tenants in arrears Tenants in arrears
rent collected (inc. housing benefit) (not inc. housing benefit)

98.8% J100.4% @@ @Q

. KEY
Voids
Average number of days homes were empty between relets ‘
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Princess Court, Shawbury

Performance & Value for Money

Responsive Repairs
Completed within
target times

EMERGENCY 99%  100% @ 2023/2024
URGENT 2 DAY 999%, 97% O 202272023
URGENT 7 DAY 999, 98%
ROUTINE 20 DAYS 9/% 999%

NO. OF RESPONSIVE REPAIR JOBS ISSUED

350 - KEY
2023/
500 2024
250 2022/
2023

200

150

100

50

Emergency Urgent Urgent Routine
2 day 7 day 20 days



Performance & Value for Money

TENANT SATISFACTION
MEASURES REPORT
2023/24

TENANT PERCEPTION MEASURES

Reference Measure Result
TPO1 Overall satisfaction 84%
TPO2 Satisfaction with repairs 87%
TPO3 fﬁ;iiiii(:gc\g:th;zz :me taken to complete 84%
TPO4 Satisfaction that your home is well maintained 83%
TPO5 Satisfaction that your home is safe 89%

TPO6 Satisfaction that we listen to your views and act upon them 73%

Satisfaction that we keep you informed about things

()
that matter to you 78%

TPO7

TPO8 Agreement that we treat you fairly and with respect 86%

TPO9 Satisfaction with our approach to handling complaints 45%

Satisfaction that we keep communal areas clean

0,
and well maintained 70%

TP10

Satisfaction that we make a positive contribution

()
to neighbourhoods 69%

Satisfaction with our approach to handling
anti-social behaviour




Performance & Value for Money

TENANT SATISFACTION
MEASURES REPORT
2023/24

LANDLORD MEASURES

Reference Measure Result

Percentage of homes that do not meet the Decent Homes

()
RPOl Standard 0%
RPO2 Peroen‘;age of non-emergency repairs completed within 99%
target timescale
RPO2 Peroentage of emergency repairs completed within target 99%
timescale
BSO1 Percentage of homes that have had all the necessary gas 100%
safety checks
BS02 Percentage of homes in buildings that have had all the 100%

necessary fire safety checks

Percentage of homes in buildings that have had all the

0,
necessary asbestos safety checks L

BS03

Percentage of homes that have had all the necessary

Ei504 water safety checks

Percentage of homes in buildings where the communal
passenger lifts have had all the necessary safety checks

BS05

Number of complaints relative to the size of the landlord
CHO1

(per 1,000 homes)

Percentage of complaints responded to within Complaints
Handling Code timescales -

Number of anti-social behaviour cases opened per 1,000
homes

Number of anti-social behaviour cases involving hate crime
opened per 1,000 homes




Rectory Lane, Llanymynech Pt ]

LEARNING FROM COMPLAINTS

The key themes arising from the small number of complaints
received this year were heating issues and damp and mould.

15

HEATING BREAKDOWNS

We are putting in place more robust arrangements
for servicing heat pumps. We are providing better
information and improving communication with
tenants through our recently appointed Housing
and Engagement Officer and undertaking a
programme of investment in the most modern

air source heat pumps.

DAMP AND MOULD

We have reviewed our systems to enable us to
monitor and report on instances of damp and
mould, allowing us to respond more quickly and
efficiently to address any problems. We have
installed more efficient dehumidistat fans and
loft mounted mechanical ventilation systems.

We are continuing to raise awareness of potential
causes of damp and mould through our routine
bulletins and newsletters and advise tenants to
contact the Association as soon as possible when
any damp and mould is noticed.

-
EE
L]
1 4

We included a specific question on damp

and mould in our tenant satisfaction survey
and have followed up all reported issues when
permission has been obtained.

COMPLAINTS HANDLING

The Complaints Policy has recently been reviewed
to comply with the Complaints Code 2024.
All key areas of the Code have been incorporated.

Complaint progress is reported by the Complaints
Officer and reviewed at fortnightly team meetings
to ensure compliance with response times and
consistency. The Board receives assurance on
complaints handling through quarterly KPIs and
Committee Performance Reports. The Board has
appointed a member responsible for complaints
oversight to ensure regular information, assurance
and insight is received.



Social Value

OUR SOCIAL
VALUE

Princess Court, Shawbury

& ENVIRONMENTAL IMPACT

Shropshire Rural was founded to provide homes
for local people in rural areas of Shropshire. It

is important that we understand the economic,
social and environmental impact of our work in
providing and managing homes in Shropshire’s
rural communities.

Social value forms an important part of our
key decision making. This includes using local
contractors and suppliers where possible,
providing sustainable, affordable warmth
solutions, offering support and assistance

to vulnerable and isolated tenants and day

to day advice and signposting for tenants
struggling in the cost of living crisis.

The Association continues to evaluate
and review our environmental credentials.

Willow Court, Hadnall




Looking Forward

Little Stocks Close, Kinlet

FORWARD

Looking forward, our priorities in
2024/25 include our programme of air
source heat pump installations, ensuring
we have the systems and processes

in place to fully comply with the new
consumer standards and adopting the
National Housing Federation’s 2020
Code of Governance.

We will continue our analysis of the results of the
2024 satisfaction survey, using the feedback from
tenants to inform how we deliver and improve
services in the future. Our Housing and Engagement
Officer will work alongside tenants, ensuring we listen
to and act upon the things that are most important
to them. Work will start on our house condition
survey programme to help our understanding of the
repair and maintenance needs of our housing stock,
and plan our longer term investment.

We hope to start work on the development of 13
much needed homes for social rent in the village of
Chirbury. We will review and update our Development
Strategy, identifying opportunities and confirming our
commitment and ambitions to address housing need
in rural Shropshire.




Our People

OUR PEOPLE: WHO WE ARE
AND WHAT WE DO

Shropshire Rural Housing Association is managed by a small team of paid staff who are responsible, through the
Chief Executive, to a Board of volunteer members (non-profit shareholders) of the Association. The Board and
its Committees are responsible for setting the strategy and priorities of the Association and for ensuring that the
objectives are met.

FOR 2023724, THE BOARD OF THE ASSOCIATION:

Sam Hine Chair of the Board
Celia Bahrami Vice Chair of the Board
Chair of Tenant Matters Committee
Katrina Baker MBE Chair of Human Resources Committee
Tom Howard Chair of Development and Finance Committee
Matthew Mead Vice Chair of Development and Finance Committee
Rosemary Abbiss Vice Chair of Tenant Matters Committee to September 2023
Tracy Payton Appointed September 2021
Matt Smith Appointed September 2023
Ray Flynn Appointed September 2023
Jan Donovan-Mendy Appointed September 2023
Tami Sabanovic Appointed September 2023
Paul Sutton Resigned January 2024
John Green Chief Executive
Kate Adams Finance Director and Company Secretary
Annette Hadwen Scheme Manager — Older Persons’ Housing
Phillip McVeigh Tenancy Management Officer
Stuart Jobson Asset Manager
Linda Talbot Housing Officer
Wendy Wainwright Administrative Officer
Matthew Jones Housing and Engagement Officer (appointed February 2024)

FINANCIAL & LEGAL SERVICES

Bankers National Westminster Bank plc
Auditors Beevers and Struthers
Solicitors Trowers & Hamlins, Birmingham
Lenders Nationwide Building Society
Orchardbrook/Fresh

GB Social Housing
Lloyds

The Association appreciates the support and assistance provided during the year by a wide range
of consultants and contractors.
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Tenancy Management
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d

CELIA BAHRAMI

b

TS | Y eaEE

RAY FLYNN

STUART JOBSON
Asset Manager

LINDA TALBOT
Housing Officer

KATRINA BAKER MBE

PAUL SUTTON

JAN DONOVAN-MENDY

KATE ADAMS

Finance Director
& Company Secretary

WENDY WAINWRIGHT
Administrative Officer

TRACY PAYTON
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TAMI SABANOVIC

ANNETTE HADWEN

Scheme Manager
- Older Persons’ Housing

MATTHEW JONES
Housing and Engagement
Officer
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