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| am pleased to introduce Livin’s 2017/18 Annual Report to
tenants, which outlines our continued progress and key
achievements throughout the past year.

2017/18 has been a period of
continued economic change and
uncertainty, presenting Livin and all
Housing Associations with both
challenges and opportunities.

The Grenfell Tower tragedy and the
lessons to be learned from this have
and will continue to be at the very heart
of what we do.

In May this year we launched Plan A,
our ambitious strategy for improving
services. This Annual Report details
how we have performed against Plan A
and its challenging targets, set against
objectives designed to improve the
lives of tenants and others living in our
local communities.

We are committed to providing great
homes, sustaining strong communities
and we are continuing to build a
successful organisation so we can
continue to grow and undertake the
great work we do in supporting our
tenants and communities.




We know how important a home is, and how vital our core activities of letting and
repairing homes are to tenants, and potential tenants. But we also do much
more than that. We work closely with local charities, organisations and
community groups to deliver projects that support successful tenancies and
strong communities. We are also proud of the work we do to regenerate
communities through a range of economic, social and environmental projects.

The economic uncertainty around Brexit is likely to be a challenge during the
next twelve months for our tenants, communities and indeed our organisation.
We have ambitious plans for 2018/19 and remain prepared for the inevitable
changes to our environment.

The achievements in this
report are down to our
Board, employees and
partners. | would like to
thank them for their
continued commitment to
Livin’s success.

| look to forward to the year
ahead, confident that we will
continue to build on our
successes and deliver the
quality services that our
tenants and communities
expect.

Colin Steel - Chief
Executive
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We aim to provide safe, warm,
high-quality homes that meet
needs and aspirations of
tenants whilst supporting
sustainable communities.
We aim to do this whilst 89%
optimising the financial return
on our assets.

This year saw a continued
commitment to maintaining the
Decent Homes Standard,
upholding high levels of Gas
Safety compliance and
establishing an effective, 9 8%
innovative partnership to
continue to improve the speed
and quality of our repairs and
maintenance service through our
new Livin Works brand.

During the period we also
invested in improving unwanted
properties and changed them
into homes people wanted to live 100%
in.
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Creating New
Homes

We aim to build and acquire homes that meet local needs and
demands across a broad range of markets and tenures.

This year saw us escalate our new build programme for Homes for Rent, whilst

diversifying our tenure offer to provide shared ownership and rent to buy
products.
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Supporting Your
Tenancy

We aim to provide personalised service and support offers that
exceed needs and expectations.

During the year we provided targeted support to those who needed it most,
helping tenants to deal with life events and a host of complex issues which
impact on their homes and lives.




Improving Your
Community

We aim to provide support to improve local communities so they are
places where people want to live, work and feel safe.

During the year we listened to what people living in our communities needed and in
response developed and invested in targeted local community projects.

Generated in social value

f4.8m within our target £5 88k Additional welfare benefits
communities secured for 116 tenants

Invested through
the Community

: Residents’ views heard
Regeneration Fund

through targeted
engagement and consultation

Match funding
secured

Tenants supported into
158 employment
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Providing Great
Customer Service

We aim to be easy to get in touch with and simple to deal with. We
encourage feedback and use it to improve our services.

During the year we worked on resolving more enquiries at the first point of

contact and on providing more digital ways of contacting us through the website,
tenants App, Live Chat and social media.

Q i @

And also...

Introduced early evening and weekend services

‘ Enabled tenants to book and make their own repairs appointments
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Finance

Where does each £1 come from?

Income £°000
Other income and interest 24
Service charges* 70

Garage rent 641

Other income (water
commission and misc.)

£39,224**
Where does each £1 go?
Expenditure £000
Improving your home and 5,208
community
Creating new homes 6,898
Service charges* 83
Staff costs
£33,483**
* Difference is the result of having empty properties
** Difference is allocated to future investment
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0800 5874538 or 0845 505 5500

livin.co.uk

feedback@Livin.co.uk or contactus@Livin.co.uk
K3 wearelivin

El @weare_livin



