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AGM success for MHA!

We had a great turnout for our last AGM with 31 Members, Tenants
and Staff coming along on 24th September 2018 at the Muirhouse
Millennium Centre to hear our good news stories from 2017 - 2018.

Our continuing
excellent business
performance is good
news for YOU!
Welcome to the Autumn 2018
newsletter for Muirhouse
Housing Association. We
have decided to make our
business performance the
primary focus of this edition.
The Scottish housing charter sets out the
standards and outcomes we must achieve in the delivery of
our service to you. Our performance is reported to the Housing
Regulator, our Board and most importantly to YOU our customers.

The newly elected MHA Board

Bob McDougall, MHA Chair, thanked the staff and Board for their hard work over the year
and for continuing to provide our customers with excellent services as demonstrated by our
performance figures.
Stevie McAvoy spoke about the success of the Community Chest fund which demonstrates MHA’s
commitment to making Muirhouse a vibrant area to live in, offering more than just houses, but
also quality of life and activities. Barry Allan, Finance and Corporate Services Manager, assured the
meeting that MHA has healthy finances in line with all regulations.
The newly elected MHA Board are pictured above at the AGM. From Left to right: Standing:
Eilidh Hegney, Julie Smith, Steven Prevost, Ann McDonald, Iain Strachan, Willie Grieve, Tam Diamond,
Alasdair Fraser and Roy Douglas. Seated: Karen Allum, Helen Armour, Bob McDougall (Chair),
Laura Calder (Vice Chair) and Martin Thoronka.

Good Neighbour
Award 2018
Every year we are privileged to be able to
present an award at the AGM to a very special
person who has gone the extra mile to help
their neighbours and their community.
This year was no exception and the ‘Good
Neighbour’ award went to Emperor Hatse
of Muirhouse Green for his compassion,
helpfulness and kindness. Emperor is pictured
receiving his award for Best Neighbour 2018
from Bob McDougall, MHA Chair at our AGM.
Thank you very much Emperor!

Green fingers keep Muirhouse in bloom!
Congratulations to this year’s garden competition winners Margaret and Terence Logan of Muirhouse
Terrace! They are pictured right receiving their award for Best Garden 2018 from Lee McEwan, Asset
Management and Repairs Assistant at our AGM in September. Well done to runners up Marion Reid of
Muirhouse Green and Dot Williamson of Muirhouse Medway. Also highly commended were Blair Welsh
of Craigroyston Place, Fiona Adams of Muirhouse Green, Carol and Dennis Ferguson of Wester Drylaw
Place. Thanks to everybody for your hard work and effort, and for keeping Muirhouse beautiful!

MHA continues to be amongst the top performing housing
organisations nationally, as the content of this newsletter will
demonstrate and we manage to do so while still charging amongst
the lowest rents in Edinburgh. As a charity we do not make a profit
or pay dividends to shareholders, however the more successful we
are in business performance, the more we are able to give back in
response to YOU.
We have an ongoing investment programme of works planned for
all your homes and a strong business plan to facilitate delivering
that investment. We continue to listen to you our customer about
the range of services you want and respond accordingly.
As important to us as the successful outcomes we achieve is the
manner in which we achieve them. We will always strive to improve
our customer service and standards and the most productive
means for us to improve our service will always be to ask you our
customer how we are doing? You can rely on us not only to listen to
your views but to act positively on them.
I hope you enjoy reading our newsletter.

Stevie McAvoy, Chief Executive

Muirhouse Housing Association

PerformanceReport 17-18
Why we are reporting to you
Welcome to Muirhouse Housing Association’s performance special
newsletter where we report to you how well we performed against
the Scottish Social Housing Charter during 2017 and 2018.
The Charter was agreed in consultation with all Scottish tenants and sets out the standards and outcomes that we should
achieve as your landlord. You can find the Charter on the Scottish Government’s website at:
housingcharter.scotland.gov.uk or else contact us for a copy.
As usual, we consulted with our Tenants’ Panel who gave their views on what information they would like to know and how
the report should look. The Panel were keen to include the performance report in our Autumn newsletter as we did last year.
This is to highlight how important this information is and also to help keep costs down.
The report gives you information on our performance under:

Homes and Rents • Tenant Satisfaction • Quality and Maintenance
Neighbourhoods • Value for Money

2.67 days
to relet our
empty homes

Our report includes the figures for the Scottish National Average so that you can compare our performance. We have also
included the results of our last Tenants’ Satisfaction Survey which was held in 2016 and the previous survey in 2013.
We are working hard to provide top quality homes and services, tailored to the needs of the individual and this report
shows that we have had some excellent results. We would welcome any questions, feedback or comments.

How are we performing?

4.34 days

Homes and Rents - We have 506 houses / flats
Size

Number

Average Rent

Scottish Average Rent

1 bedroom

125

£69.71

£79.76

2 bedrooms

196

£82.14

£80.39

3 bedrooms

145

£92.58

£88.87

4 or more

40

£105.64

£98.47

to carry out
non-emergency
repairs

The total rent due in the year: £2,359,681

Tenant Satisfaction
MHA 2013

MHA 2016

Scottish Average

Tenants who said they were
satisfied with our service overall

90%

91%

92%

Tenants who said we were good
at keeping them informed

95%

94%

94%

Tenants who said they were
satisfied with the opportunities
to participate

84%

74%

88%

Tenants satisfied with
repairs service

92%

96%

92%

We would like to hear from you on how you think we are performing, as well as any
ideas about how we can improve our services in the future. If you have any questions
or comments, or would like to join our Tenants Panel then please let us know.

85%
of repairs are
done right the
first time
Tweet us @mha1992

Quality and Maintenance
Homes which meet the
Quality standard

MHA 2016/17

MHA 2017/18

Scottish Average

100%

93%

95%

Time taken to do
emergency repairs

5.59 hours

2.08 hours

3 hours

Time taken to do
non-emergency repairs

5.09 days

4.34 days

5.3 days

95%

85%

92%

Repairs completed
‘Right First Time’

The Scottish Housing Quality Standard
is a measurement which means
housing should be:

4 Fit to live in
4 Free from serious disrepair
4 Energy efficient
4 Modern facilities and services
4 Healthy, safe and secure
We do not have a full repairs
appointment system in place.

Neighbourhoods

19

cases of antisocial
behaviour reported
to us between 2017
and 2018.

100%

were resolved within 20 working
days which is well within our target
to resolve 80% of complaints
within 20 working days.

Value for Money
MHA 2016/17

2017/18

Scottish Average

Money collected for
current and past rent

100.7%

100.6%

99.5%

Money lost because
homes were empty

0.03%

0.04%

0.6%

3.04 days

2.67 days

27.2 days

Time taken to
relet homes

How do we spend your rent?
We hope this illustration reflects in real terms how your
rent money is accounted for. So based on every £10 of
rent you pay we use the money as follows:

Your rent goes a long way...

2017/18

2016/17

Bad debts

£0.00

0.25%

£6,867

£0.00

0.39%

£8,071

Property improvements

£2.81

28.05%

£780,497

£0.73

7.34%

£152,499

Office improvements / equipment

£0.09

0.85%

£23,769

-

-

-

Management / Running costs

£2.61

26.15%

£727,474

£3.49

34.90%

£725,466

Service charges

£0.51

5.08%

£141,385

£0.59

5.89%

£122,386

Loan interest

£1.41

14.07%

£391,436

£1.97

19.66%

£408,648

Loan repayments

£1.42

14.16%

£393,944

£1.84

18.43%

£383,198

Maintenance costs

£1.14

11.39%

£316,818

£1.34

13.40%

£278,597

Total: 2,782,190

Total: 2,078,865
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Last year we helpe
e
95 customers to b
l
better off by a tota
of £119,000.
Universal Credit
Housing Benefit
Pension Credit
ESA/JSA
PIP
Budgeting
Sanctions

Call us on

0131 336 5282

Financial Wellbeing
Support

Change in circumstances?

We can help you with all aspects
of benefits and budgeting.

Someone new moving in • Starting work
Reaching pension age • Child turning 16

Contact us today for an
appointment. We can visit you
at home or in the office.

This may affect your benefit so
please call us for advice.

ice

Home Energy Adv

electricity
• Help to deal with
s.
and gas companie g bills
din
• Advice if you’re fin
hard to manage.

MHA Office Opening Times
Traditionally we close our office over the Christmas and New Year
period and provide an emergency service only. This is because in
the past there has been no demand from our Customers for a full
service over the Festive Season.

vide
Worried about your rent? We can pro
p you
advice, information and support to hel
.
through any difficulties you are facing
Call Steph, Susanne or Chris on 0131 336 5282 or...
Steph
t: 07506 920 006 e: SSedstrem@muirhouseha.org.uk
Susanne t: 07946 530 398 e: SConnell@muirhouseha.org.uk
Chris
t: 07946 582 016 e: CPurnell@muirhouseha.org.uk

Have your say!

Are we still meeting your needs? Come to our
meeting on 27th November and let us know.

However, this year we want to ask for your views to make sure this
still meets your needs. We are proposing to close from 3pm on
Friday 21st December 2018 and open again on Friday 4th January
2019. Please be assured that if you phone our office number during
these time, you will always be able to speak to someone about an
emergency.
We also close our office every Wednesday afternoon for staff training.
As a small, busy, local office this is the only time the MHA staff
manage to meet all together. We feel this is important to make sure
we keep up to date with all the changes in Housing and work well
together as a team. Once again, we provide an emergency service
between 2pm and 4pm and then will answer any messages left
between 4pm and 5pm. We hope that this still meets your needs and
so we are asking for your views about our service.
We welcome your feedback about our office opening times or any
other aspect of our service and you can phone us on 0131 336 5282,
email us on info@muirhouseha.org.uk, come into our office or
speak to your Housing Officer.

Feature your story in our next edition!
Call 0131 336 5282
Email info@muirhouseha.org.uk
Visit MHA, 11 Muirhouse Medway, EH4 4RW

We will be reviewing our Customer Service Standard Policy and our Complaints Policy to make
sure they are up-to-date and relevant and will be asking for your views in a variety of ways.
Our Tenant Improvement Group looked in detail at both these services and made lots of excellent
recommendations for improvement. We’re pleased to report that these were all approved by the
MHA Board. If you would like to see copies or join our Group then please contact us.
We will let you know about the changes to our Customer Service Standard Policy and our Complaints
Policy through our newsletter, by social media and on our new website which is coming in December
2018. You are all invited to join our Tenants Panel to look at these in detail so please get in touch.
The only experience you need is to be a MHA tenant. You can let us know your views by coming to
our meeting on Tuesday 27th November 2-4pm at the Millennium Centre. To join our Tenants Panel
please contact us on 0131 336 5282, info@muirhouseha.org.uk or speak to your Housing Officer.

