
It is a pleasure for me to present this year's 
Annual Tenant Report for 2018/19. I hope you will 
find the information we have provided useful and 
informative. 

The report provides a highlight of some of the 
services we provide and how we have performed 
delivering these. We know that the various welfare 
reforms which have been introduced by the 
government over the last few years have been 
extremely challenging for some of our tenants. We 
have been supporting our tenants thoroughout 
these difficulties and I am pleased to see that 
we helped 114 of our tenants successfully apply 
for Discretionary Housing Payments. I have seen 
at first hand the difference this has made and 
the extremely positive feedback our staff have 
received. 

At Manningham Housing Association we always 
strive to provide the best possible service to 
our tenants. The feedback we get back from our 
tenants confirming how satisfied they are with 
services they receive is really appreciated and 
motivates us to do even better. Last year over 
92% of our tenants told us they are either satisfied 
or very satisfied with the services they receive 
and would recommend Manningham Housing 
Association to their family and friends. 

However, we know that we don't always get things 
right and also welcome the feedback we get 
through the complaints we receive. It is through 
dealing with your complaints we can learn of what 
we need to do to get even better. 

As well as providing good quality homes we also 
want to ensure that we keep our tenants safe in 
their homes. This report also provides information 
about what we are doing to keep our homes safe. 
There are times when we do need to visit your 
homes to complete safety tests and checks and 
your cooperation in allowing us access to do this 
work is extremely important. 

Once again, I do hope you will find the information 
in this Annual Tenant Report informative. If you 
do have any further questions or even feedback 
on the information provided, then please do get in 
touch. 

Main Telephone 01274 771144 



Each year we are required to report key facts and figures to our tenants to show 
how we are performing and the following information is for the period 
1st April 2017-31st March 2018. 

About Us 

1423 

Homes 
-------
-------· 
-------
-------· 

·-----------------------------------

Letting Our 
Homes 
We helped 67 families into their new home. Of 
these, 18 were Local Authority Nomination, 45 
were direct applications through Choice Based 
Lettings (CBL) and 4 were Mutual Exchange. 

We took an average of 9 days to re-let a home 
when it became empty and our void loss 
(the rent we failed to collect due to an empty 
property) was just 0.13% of our annual rent roll. 

·-----------------------------------

Your Rent 
Our average rent levels per week were: 

Total rent loss due to empty properties: 0.13% 

114 Successful DHP applications. 
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Responsive Repairs 

Up by 

97% 96.8% 
4.4% 

on Last Year 
of the Jobs were 

Completed on time 

Overall Satisfaction 

with Repairs 

completed 

·---------------------------------·

Repairs completed on time 

96% 
Urgent: within 

5 working days 

97% 
Routine: within 

22 working days 

Adaptations 

·---------------------------------·

Home Improvements 

571K 
Invested 
in major 
repairs 

·---------------------------------

Keeping our tenants safe 
in their homes 

Fire Safety 

Fire risk management plan 

actions completed 

100% 

Asbestos 

Outstanding Asbestos Surveys 

0 
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Electrical safety 

Electrical Installation Condition 

Reports outstanding from those 

planned in 2017 

0% 

Gas 

Annual gas safety 

checks completed 

100% 

Legionella 

Legionella management plan 

actions completed 

100% 

 



Compliments and Complaints 

10 
Compliments 

Received 

13 
Complaints 

Received 

5 
Upheld 

8 
Not Upheld 

20 
ASB cases 

0 
Complaints referred to 

ombudsman 

·----------------------------------·

Customer Satisfaction 
Every month, an independent company telephones 50 tenants at random to ask 
how satisfied they are with the Association. 

Overall, over 90% of tenants said they were satisfied or very satisfied with MHA 
as their landlord 

In terms of the following key areas of service delivery, the satisfaction ratings 
were as follows: 

How satisfied are you with the quality of your home? 

How does MHA perform listening to views and acting upon them? 

How satisfied are you with your neighbourhood? 

How satisfied are you that your rent is value for money? 

How satisfied are you with the repairs service? 

99.8% 

99.5% 

99.5% 

100% 

99.5% 

·----------------------------------·

Customer Engagement 

4 
Customer 

Panel Meetings 

2 
Complaints 

Learning Forums 

3 
Mystery 

Shopping Exercises 
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