OUR YEAR: 2019-20
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“Muir’s new bungalows are really nice.
“The rooms are all a decent size.
“It’s been a friendly experience with Muir.
“We would recommend them to others –
they’ve been really helpful.”

WELCO
ME
TO OUR
YEAR!
WELCOME to Muir’s 2019-20 Annual Report.
You’re just as much a part of life at Muir as we are, and
we’ve loved having you with us throughout the year.

Robert and Robina Laird (right).

This report is designed to tell you about how Muir has been working to provide, and
enhance, quality services for you and other residents during 2019-20; while maintaining and improving homes, and building new ones too.

“It’s been a very positive experience.
“You can phone Muir up anytime, there’s
always someone ready to speak with you.
“They are really helpful and friendly.”
Magella Hart (left).

We work to deliver everything we do under six main strategies:

Maintaining Good Governance
Improving Customer Satisfaction
Keeping People Safe
Maximising Returns on Assets
Building New Homes
Attracting and Retaining Talented and Satisfied Employees
The information in this report is categorised under these headings, demonstrating
how you’re getting great value for money homes and services by living with Muir.

“We couldn’t wait to settle in.
“It’s wonderful to be on an estate like
this in social housing.
“Muir have been very helpful and supportive and we think that will continue.”

We hope you enjoy the read!

Sergio and Maria Colaceci (right).

“Without shared ownership, buying our
own home might not have been possible.
“We feel very lucky to have got this
property with Muir.
“We love the area and the house.”
Nigel and Deborah Stockton-Finch (left).
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Click on the pictures with red dots to read the stories behind them!
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HOW MUIR USES
THE MONEY YOU
PAY IN RENT
EVERY penny of the money you spend
with us in rent goes towards enhancing
the homes and services we provide.
In 2019-20, 27p from every pound we received was invested into major repairs.
20p from your pound went into routine
and planned maintenance, making sure
Muir homes meet high standards and ensuring that any issues are rectified.
A total of 19p went towards our committed employees who work hard to deliver
the services you receive, as well as office

costs in the areas in which Muir operates.
We transferred 14p to our reserves, to
support our Building New Homes strategy which will see Muir provide more and
more new high-quality homes each year;
for affordable rent and shared ownership.
Landscaping and cleaning services received 9p from your pound, ensuring
you enjoy well kept spaces around your
homes.

MAINTAINING GOOD
GOVERNANCE
Building bright futures starts with ensuring we lay the
right foundations for Muir residents.
That’s why being #honest and continuing to provide
good governance at the Association forms an essential
part of delivering homes and services you enjoy.
During 2019, a rigorous In-Depth Assessment by the Regulator of Social Housing
resulted in Muir being awarded the highest possible Governance and Viability
ratings - G1 and V1.

The below pie chart shows how we invested your rent responsibly in 2019-20.

recognised by not only the Regulator of
Social Housing, but also by our peers.
We were even more thrilled when Muir
resident, Daniel Pendlebury (below), won
the ‘Tenant of the Year’ category for all
the great work he does in Northwich.
Daniel was a founder member of Muir’s
National Residents Group (NRG) which
works to maintain good governance.

This recognises Muir’s continued
high-levels of achievement, but we’re not
complacent.
Early in 2020, we commissioned an independent governance review to assess
good practice and identify areas for improvement, so we can continue enhancing the services we provide to you.
2019-20 also saw Muir shortlisted for
Landlord of the Year at the prestigious
Northern Housing Awards.
We were delighted to see our efforts
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The NRG provides Muir’s Board with assurance that customer standards are met
and that services provide residents with
value for money; influencing and identifying ways we can improve them for you.
The Board and NRG are passionate about
ensuring the voice of residents is heard,
and we work hard to ensure this happens.
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IMPROVING
CUSTOMER
SATISFACTION

In responding to your needs, Muir handled 71,668 calls from residents in 201920, with a response time of just 26 seconds before COVID-19 impacted right at
the end of the period.

Their influence helped enhance the process by which Muir gains access to properties for gas and electrical inspections.
NRG input resulted in Muir changing our
television aerial contractor, and members
also scrutinised customer satisfaction on
repairs and supported a new tenancy sustainment service.

We’re always working to improve Muir’s customer
experience because we believe in giving residents great
services that are value for money.
Muir residents deserve a #caring landlord that performs
well and provides strong support.

We processed 24,536 emails and resolved 290 complaints, 279 at Stage One.

Residents gave us some great feedback
about our performance in 2019-20.

Our maintenance service applied 19,780
fixes to the repairs you reported to us.

Responding to our annual Customer Satisfaction Survey, almost 91% said their
rent was good value for money, with
more than 85% saying they were pleased
with the services we deliver.

Muir Property Solutions (MPS) responded
to 11,529 of those, with more than 99% of
appointments kept and over 88% of fixes
completed at the first visit.

Over 88% said they were happy with their
neighbourhoods, while 87.6% said they’re
happy with the quality of their home.
More than three quarters of respondents confirmed they’re pleased with the
repairs service they receive and that
they’re happy with how Muir listens and
acts on feedback.

There’s room to improve. A stock condition survey of all Muir properties in 202021 will prepare us for a five-year planned
programme of works designed to provide
residents with upgraded homes.

Nearly 83% said their service charges
were good value too.

An improvement group has been created
to enhance the overall service and efficiency of our repairs provision too.
2019-20
CHANGE FROM 2018-19
85.6%
+0.4%
87.6%
-0.1%
88.4%
+0.2%
90.9%
-3.3%
82.8%
+0.8%
77.6%
-2.8%
75.8%
+0.1%

AREA
Service
Home Quality
Neighbourhood
Rent (Value for Money)
Service Charge (Value for Money)
Repairs
Listens and Acts
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This was the first full year of seeing our
National Residents Group (NRG) in action, and they’ve been helping to shape
services and support Muir projects.

Muir introduced its ‘Muir Connects’
Facebook forum in 2019 – giving residents more chance to have constructive
conversations which help us identify areas for improvement.
A new Resident Engagement Framework
will be rolled out in 2020 as a result of
these consultations too.
We also launched a new Email magazine
to provide residents with more regular
updates on stories and services at Muir,
giving you more information and enhancing communication with you.

The remaining 8,251 repairs were handled by Kier Services.
Overall Muir resolved more than 99% of
emergency repairs and 87% of urgent
repairs on time.
Residents were also at the heart of decision-making at Muir in 2019-20.
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KEEPING
PEOPLE SAFE
The safety of Muir residents is
our top priority.

Operatives undertake regular training to
ensure they are always up-to-date with
latest protocols, so any repairs and maintenance is delivered within strict health
and safety guidelines.
They frequently renew Gas Safe accreditation and complete regular First Aid
training.

Muir’s Independent Living offer was also
reviewed during 2019-20.

Muir homes remain safe places to live because we are
#responsive and take our responsibilities seriously.
Muir ensured all properties had a valid
Gas Safety Certificate in 2019-20.

Muir completed 100% of Legionella testing to help maintain water hygiene too.

We conduct annual gas checks of all Muir
properties and take the necessary action
to ensure your home remains gas safe.

The Association’s in-house property
maintenance team, Muir Property Solutions (MPS) have a massive part to play
in Keeping People Safe by providing
repairs across the North and North-West
regions.
We also work with external contractors
including Liberty, and our East region
maintenance provider Kier, to ensure
your home remains a safe place to live.
Muir spent a total of £3.9million on routine repairs at residents’ homes in 201920, with a further £3.2m invested in major capital repairs during the period.

We also completed 100% of fire risk
assessments during the year. Asbestos
checks and lift inspections were undertaken too, completing 100%.
The Association completes electrical
inspections at Muir properties on a fiveyear cycle in accordance with Health and
Safety Executive recommendations.
We continued to carry out electrical inspections at Muir properties in 2019-20
to ensure we remain on target to achieve
that goal.
8

We spent £872,000 on planned maintenance, and more than £59,000 on aids
and adaptations, ensuring residents can
enjoy living in their homes for longer despite changing personal mobility needs.

We began rolling out an improved, stateof-the-art personal alarm system for residents to enhance reassurance.
Residents at Tweedsmuir in Chester received new kitchens and bathrooms, a
new-look communal area, computer stations, communal kitchen, and furnishings
in 2020-21.
In 2019, MPS was recognised by the
Housing Quality Network (HQN) with
an award for excellence as a repairs and
maintenance contractor.

We want to make enhancements at our
other schemes too.

This HQN award recognises MPS as a
service provider that operates efficiently, effectively, economically and delivers
excellent service.
“The HQN award is testament to the
commitment of all MPS employees,”
Barry Brussels, Managing Director of MPS
said.
“Our staff are dedicated towards making
the business successful by providing excellent services to our customers.”

Our ‘Brighter Days’ initiative helps provide a regular programme of events for
Independent Living Residents, helping to
reduce social isolation, generate greater
engagement and well-being, and an increased sense of community.
All this helps pave the way for an exciting Independent Living lifestyle rebrand,
while providing residents with safe and
reassuring environments that encourage
independent and active lifestyles.
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MAXIMISING RETURNS
							 ON ASSETS

Muir launched its comprehensive stock
condition survey of all Muir homes during
the year, to run throughout 2020-21.
The survey forms part of a major Property Services investment programme
which will see the Association kick-start
a new five-year planned programme of
works, providing residents with upgraded homes once the survey is complete.

from intensive levels of support.
They receive help to access mental
health, well-being and community services, gain volunteering experience, training, employment opportunities, access
food banks, obtain funding for essential
items to settle in their home, and more.

This demonstrates our commitment to
providing homes residents can be proud
of, which continue to meet and emulate
the Decent Homes Standard.
It will allow us to develop enhanced energy efficiency strategies and support our
Health and Safety responsibilities.

Muir homes need to be fit for
now and the future.
Muir’s Money Advisors handled
more than 250 cases in 2019-20, helping
residents obtain benefits, assisting 120
residents onto Universal Credit, and helping them to get better deals on utilities.

We work hard to ensure they meet high standards and
continue to invest in them, year on year.
However, we believe residents are our biggest asset, so
we are #passionate about our supporting services too.
Muir dedicates itself to providing residents with homes they can be happy in.

2019-20 saw us invest over £3.45million
into our planned works programme.

We invest in our properties to regenerate them, ensuring they comply with the
Decent Homes Standard, so you know
your home will always be cared for by us
as well as you.

This included £755,882 on 142 new kitchens for Muir residents, and £486,103 on
125 new bathrooms.
We spent heavily on boilers too, fitting
117, and invested in new heating systems,
spending a combined total of £532,412 to
ensure homes remained warm for residents.
More than £671,000 was spent on new
doors and windows to ensure even
greater levels of energy efficiency, with
£189,000 going towards new roofing.
£818,000 was also invested by Muir in
external works to properties during 201920.
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Our Money Advisors helped residents
obtain a total of £573,855 in benefits during the year, including individual annual
entitlements of more than £10,000.
The Property Service department expanded during the year to help drive
the programme, which will help to ‘future-proof’ all Muir schemes.

Well-being grants of more than £20,000
were also accessed, all helping Muir residents to sustain their tenancies in the
face of financial concerns.

It will also support our Health and Safety responsibilities and includes a review
around fire safety management to ensure
we maintain our compliance with changing requirements in the social housing
sector.

This support has really helped residents
to successfully sustain their tenancies,
and is reflected in the end of year arrears
of 3.48% - a significant performance
improvement of 0.49% on the previous
12 months and significantly below Muir’s
4.1% target.

Our homes and services are about more
than bricks and mortar alone however,
they’re about the people and families
who fill our properties with life; and how
we can support them.
We introduced a new Tenancy Sustainment Officer at Muir with the purpose
of helping residents who would benefit

This figure also reflects four years of continuous improvement - a strong achievement amid welfare reform challenges.
Muir re-let a total of 383 homes during
2019-2020, and turned around our empty
properties in an average of 22.6 days.
11

BUILDING
					NEW
								HOMES
Muir’s #inclusive
Building New Homes strategy
ensures our future developments will offer something for
everyone as we increase the number of new
properties we deliver each year.

This commitment ensures Muir can develop in terms of property numbers and
diversity – providing one, two, three, and
four bed homes, as well as bungalows;
both for affordable rent and shared ownership.
Shared Ownership is increasingly becoming a popular way for people and families
to bridge the rising house prices experienced across the UK while giving them
the security of knowing they own a share
of their own home.
During 2019-20 Muir continued to deliver
schemes partly funded by Homes England. We have now accessed more than
£3m in grants from this programme.

We’re providing multiple options as we bid to make
all sizes of homes more affordable, from small bungalows to large family homes, both for affordable rent and
shared ownership.

Plenty of new Muir residents began enjoying these homes in 2019-20, giving
them great places to feel comfortable
and a platform from which to flourish.

Building work was completed on 56 new
Muir homes for residents in 2019-20, and
work began on 123 more.
Of the 56, 45 were made available for affordable rent, with the remaining 11 provided as shared ownership homes.

As such, Muir is also revamping its shared
ownership offer, enlisting the support of
a new Home Ownership Manager in 2020
as we look to increase our influence in
this area.

Muir is starting to realise its ambitions
of increasing the number of new homes
it delivers each year, as we expand our
portfolio to help tackle the housing crisis.
The 44-home development provided at
Watson Road in Blackpool began welcoming new residents in September
2019, and will be followed by new homes

at 13 more sites over the next 12-18
months - subject to any delays caused by
COVID-19 restrictions.
We continue to see schemes approved
and work begin on developments across
all of Muir’s geographical areas, including
our commitment to building new affordable homes in rural areas; helping to keep
communities together.
These include forthcoming developments
in Cheshire, Lancashire, Lincolnshire and
Cambridgeshire.
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A potential rebrand of this part of the
business could give it an exciting new
impetus, and this aspect of the Muir website will gradually be enhanced during
2020-21 as we deliver more and more
shared ownership options to the housing
market.

Paula Grieve, pictured above (left), was
one of the first residents to move into
our new Watson Road development.
She said: “ I couldn’t wait to call somewhere home - it gives me security.
“It’s affordable rent and it’s a beautiful
home - everything you could dream of.”
When moving into his new bungalow, Alsager resident, Granville Stanway, said: “I
can start regaining my independence and
my confidence.
“I’m very grateful to Muir for their support and can’t fault them at all.”
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ATTRACTING & RETAINING TALENTED &		
SATISFIED EMPLOYEES
Muir’s employees get the
support they need from the
Association to ensure you
get the best from them and
the services they deliver.

Megan Moss and Selina Salinger, pictured
below, are two beneficiaries of Muir’s
apprenticeship scheme, which provides
on the job training and experience while
working towards an industry recognised
qualification.
Their 16-month placements help to provide vital foundations for their futures,
leading to potential future employment
with Muir and the wider sector.

Our #dynamic workforce
is encouraged to achieve
high standards and embody our values.
They receive development opportunities to enhance
skills while Muir’s equal opportunities and agile working
solutions help secure great candidates for our roles.
We know our fantastic employees benefit
from receiving the same strong levels of
support from us that they provide to Muir
and the Association’s residents.
We’re keen to reward them for their service and help them develop so they can
enjoy a great career with Muir.

seeing employee turnover reduce by 50%
thanks to some of the changes we made
in this area.
We also underwent job evaluation and
salary benchmarking with all of our employees, to ensure the work they do is
recognised and that they are paid in line
with sector market rates.

Muir reviewed its recognition and reward
policies with staff during 2019-20, consulting employees on how we could best
show appreciation, whether it be in the
form of thanks in one-to-one or group
sessions, gifts, anniversaries, additional
leave, staff conferences or even a Christmas party.
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This includes access to Medicash and
Mindful Employer initiatives. The Association also ran several ‘well-being
awareness’ sessions throughout the year,
highlighting how to maintain a healthy
work-life balance, manage stress and receive support.

“I’m learning a lot about procedures and
social housing, and it’s good to be working towards a qualification too.”

We believe this contributed towards a
29% reduction in absenteeism during
2019-20.
Staff also received online health and
safety training to help ensure we come
together to provide a safe working environment which everyone can enjoy.
Megan said: “I’m able to work on finding
solutions to any issues and I’m enjoying
that aspect of my role.

We also looked at the way we developed
the many talents of Muir staff while they
work with us, encouraging them to become involved in other projects, broaden
their skills, identify and access training,
and recognising the career pathway we
are able to provide.
2019-20 saw Muir promote 12 of its existing staff to new positions, while also

“I’m enjoying developing my knowledge
of property rules and regulations which is
really important,” said Selina (right).

“At Muir I’m doing something new every
day and it’s a really friendly place to
work.”

Employees benefit from well-being support thanks to Muir’s partnerships with
third-party providers too.

In 2020-21, Muir will continue to enhance
its agile working policy and develop its
Employee Value Proposition while further
embedding health, safety and well-being
as part of the Association’s culture.
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