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ON YOUR MARKS! GET SET! GO!

2012 will be regarded as an iconic year in British
history. It has already been a year of achievement
for many, but we have also had some notable
successes of our own. Our trophy cabinet has
been filling up...

We gained three important accreditations. Firstly from
TPAS Scotland (the Tenant Participation Advisory Service).
We work hard and honestly in trying to involve all those
who use our services or have an interest in our business,
so we are particularly pleased to have gained this
accreditation.

Secondly we now proudly display our Happy to Translate logo,

following a successful accreditation last autumn, and finally

we achieved the Scottish National Standards for Information and
Advice earlier this year. Advising customers is a key part of what we
do, and the auditors were so impressed by our service that they did
not highlight a single area for improvement! Not that we’'re resting on
our laurels of course, as evidenced by the launch of our Facebook page
and publication of our first How We’'re Doing leaflet.

On top of the accreditations, our new Head Office and associated
flats development The Granary won two awards at the 2012 Scottish
Home Awards. The development, which saved one of the most iconic
buildings in Haddington from virtual dereliction, was highly commended
in the “Best Refurbishment” category and won the “Best Small
Affordable Development” award.

And not forgetting our maintenance company, R3, which also picked
up its first award last year (being very highly commended in the Best
Delivery of Customer Service category at the Select awards). The
company is going from strength to strength and is already growing,
with new customers, including Homes for Life Housing Partnership,
already on board.

Finally, our Care & Repair service surpassed every target it was set
last year, for the fifth year in a row, undertaking more work, and
assisting more people across the county than ever before.

So, all in all, it has been a monumental year for the Association, which
we will remember for our own reasons. There is more to come, but
also the cover image of this report, whilst topical, is also a carefully
chosen one — there are hurdles to be crossed, particularly if we are

to continue to develop new homes in the future. We do hope that the
awards our latest development has just secured do not turn out to be
the last.

John Holcombe, Vice Chair



Like every good athlete, we know if we work harder, try new
approaches, and continue to make changes (particularly small
ones), we can be that bit better, that bit sharper, and achieve even
more. We also know if we stop working hard or become complacent,
we'll go backwards.

Athletic performances in 2012 have been endlessly compared to those in Beijing in 2008.
It's useful to look at our progress over that same timescale.

Our 2008 annual report launched our online services. They are much better now after four
years of development, and we're still way ahead of all our competitors in this field — we are still
the only housing association in the UK with online staff, and with 100% of our services online.
Since then we’'ve become the first and only landlord in the UK to enable our tenants to book
their own repairs appointments online, 24 hours a day. But, slowly, others are starting to catch
us up, so if we want to stay ahead, we cannot stand still. And we won’t, major improvements
to our online allocations service are coming this autumn, and by next year we'll be looking at
redesigning the whole website.

Over 80% of all our contacts with service users are now online. That's quite a big change on 0%
four years ago.

Since 2008, we have increased the number of homes we own and manage by over 25%. We have moved
to our new Head Office and increased our overall turnover by 70% (almost doubling our staffing levels)
through the development of our maintenance company, R3. We have, in many ways, achieved the aims we
set out four years ago.

These are the headlines. But in the background, particularly in the last year, so much effort has gone in from
our staff, largely unnoticed, to help us in this transformation of our business, and every single individual has
contributed. | am as proud of them as | am of our achievements.

The accreditations in particular have helped us both improve our services and allowed us to compare them

with the best of the rest. But now we need to think about the next four years — and we are. We are part-way
through a visioning exercise, the outcomes of which should ultimately be the focus of our 2013 Annual Report.
It will define our future strategy, and that's why we are involving every single member of staff in its development

— they are the people who got us to where we are today, and they are also the people that will take us to where
we want to be in the future.

That's also why we've started this exercise by turning our Staff Structure upside down. Those at the top are
now the people providing frontline services. Everyone underneath them, down to me at the bottom, are there
to support them and ensure they have what they need to provide those services.

It’'s a small change, but it's an important one. And it will help make us better

Martin Pollhammer, Chief Executive
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