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Providing an excellent service

First Choice wants to provide an excellent service.

Every year we have a plan to make our services even better.

We pay for other organisations to look at the way that we work and
tell us if there are ways we can get even better.

We ask tenants and tenants’ support providers what they think of
our services — and make changes if we need to.

This book tells you how we made our services better in 2007/08 and
what tenants and their support providers thought about us.



New Homes

We got a good deal with the bank to borrow money for new houses.
The Welsh Assembly gave us more money for new houses.

More local authorities and organisations want to work with First
Choice to provide more houses.

We are trying to make our new homes environmentally friendly.

We have got even better at buying existing houses and changing
them to meet the needs of our tenants.

First Choice Staff

Staff had training to make sure that they can do their jobs well.
Some staff were given more responsibility.

We employed new staff.



Housing Management

We held 7 training events for tenants’ support providers.

The tenant newsletter got better. Tenants are now more involved.

We gave tenants’ support providers advice on things like the rules
about staff smoking in tenants’ homes.

We helped tenants’ support providers to make sure that they
provide a good housing management service to tenants.

The Tenant Handbook was updated.

We updated the Agreements for short term care services.

We produced the Annual Report on DVD.

We won awards for our website and the way we make information
easier to understand.



Getting Things Fixed

We finished all the work we had planned in tenants’ homes.

We got grants to make changes to tenants’ homes to make it easier
for them to live there. This is things like specialist baths.

We started work on making more cost savings on maintenance.

We added more contractors to our Approved Contractors list. We
continue to have good relationships with our contractors.

We now check to see that our maintenance service is as good as,
or better than, other Housing Associations.

We got Energy Efficiency Certificates for all of our homes.



Business Planning

Another organisation checked to make sure that we are
planning our business properly and are not doing
anything which would be a risk to First Choice. A couple
of ideas were suggested and we have now put them in
place.

Making our office systems better

We had new computer equipment and a new phone
system to make the way we work easier.

We have a cheaper and faster internet provider.

We made savings on insurance, office supplies and mobile phones.

Welsh Language Scheme

Our Welsh Language Scheme was approved
by the Welsh Language Board.




Information for First Choice Tenants

First Choice always asks our tenants and their
support staff what they think of the services we
provide.

On the next 2 pages are the results of the
feedback we received about First Choice’s
overall services during 2007/08. The
percentage figures are for responses from

up to 170 tenants and 94 support staff.

On the following pages are the results we
received about First Choice’s maintenance
service during 2007/08.

If you have any questions or comments about this
information please contact Nigel Bowen on (029)
2071 3752.




2007/08 Tenant Feedback

Is First Choice a good landlord?

Yes 87%
No 1%
Don’t know 12%

Does First Choice listen to you?

Yes 84%
No 1%
Don’'t know 15%

Is our information clear?

Yes 78%
No 3%
Don’t know 19%

Our most important service?

Getting things fixed 71%
Taking part 17%
Tenancy issues 12%



2007/08 Support Provider Feedback

Is First Choice easy to contact?

Very easy S57%
Easy 43%
Difficult 0%

Are we quick at responding to you?

Excellent 39%
Good 61%
Poor 0%

Do we provide good information?

Excellent 46%
Good 54%
Poor 0%

Are we good at consultation?

Excellent 34%
Good 65%
Poor 1%



2007/08 Tenant Feedback on Getting Things Fixed

We did 1719 repairs last year and sent out 1308 tenant satisfaction
guestionnaires to find out what tenants thought about the work.438
guestionnaires were returned to us. This is what the tenants told us:

How good was the work?

Very good (304) 70%
Good (128) 29%
Bad (6) 1%

Were you happy with the work?

Yes (421) 96%

No (17) 4%




2007/08 Tenant Feedback on Getting Things Fixed

These are some of the things that tenants and their
support staff said about the contractors and the
work they carried out:

“I'm very happy with the work carried out”.
“Very efficient, thank you”.

“A very nice and competent fellow who
interacted well with our service users”.

“They needed to come back”.

“Had to chase up contractor”.

Of the 438 questionnaires that were returned to us, 134
were filled out by tenants. This is quite a lot. The rest
were filled in by tenants’ support staff.

Of the 1719 repair requests we received
last year, only 41 were received from
tenants. This is a very small amount.
The rest were received from tenants’
support staff. We would like to keep
encouraging tenants’ support staff to encourage
tenants, wherever possible, to participate in

reporting repair requests to us.



CONTACT US

First Choice Housing Association Ltd.
19 Stanwell Road

Penarth

Vale of Glamorgan, CF64 2EZ

Tel: 029 2070 3758

Fax: 029 2071 1382

Email: admin@firstchoicehousing.co.uk

& maintenance@firstchoicehousing.co.uk

Welsh Language Scheme

First Choice’s will treat the Welsh and English
languages on the basis of equality. A full copy of
our Welsh Language Scheme is available on
request.

Equal Opportunties

First Choice is an equal opportunities employer and landlord. If you
feel that you have been treated unequally in any way by First Choice,
please contact Ansley Workman, Chief Executive, on 029 2070 3758.




