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FOREWORD FROM THE CHAIR

The Gateshead Housing Company is now five years old.  In that short space of time the company has had a dramatic impact in Gateshead, not only through our decent homes programme but also through the delivery of customer focussed services.  Working in partnership with the Council and others the next five years will take the housing company to new heights. 

We continue to play a valuable role in helping to achieve Gateshead Strategic Partnership Vision set out in Vision 2030.

‘Local people realising their full potential enjoying the best quality of life in a healthy, equal, safe, prosperous and sustainable Gateshead.

We have a new five year management agreement which gives us the stability to plan for the future, and early in the life of this business plan we will see the company building new homes for rent – the first new council homes built in Gateshead for a generation.

The securing of a 3 star assessment from the housing inspectorate shows that our focus on delivering excellent housing services has paid off.  This acts as a springboard for us to get even better in the future.  This business plan explains how.

The foundations for a strong and vibrant company were built in the first five years, the next five will see the company develop further and together with partners change the face of housing and communities.  These are challenging times but we’re certain that The Gateshead Housing Company will meet these future challenges with the commitment and passion it has shown so far.

Barbara Dennis OBE

Chair

OVERVIEW

This business plan covers the period up to April 2013, provides the strategic direction for the company, forms an integral part of the performance management framework and gives clarity to everyone involved with the company to ensure that their efforts are focused towards the same end.

The last business plan covered the period 2006 to April 2009 and provided the direction needed to take the company forward.  This period saw the peak years of expenditure on the decent homes programme, with over £1 million being invested in the housing stock every week, leaving a lasting impact on Council housing right across the borough.

The company was re-inspected by the Audit Commission in November 2008 and their judgement was that the company provides 3 star excellent services with excellent prospects for improvement.

Our services continue to perform well with high levels of satisfaction and our investment in our employees resulted in a successful Investors in People re-accreditation in 2008.

The business plan has been updated following the involvement of tenants, employees and stakeholders and is at the pinnacle of a number of related strategic documents including the:

· Medium Term Financial Strategy 2008/9 - 2012/13

· Asset Management Plan 2008/9 - 2012/13

· Repairs Strategy 2008/9 - 2012/13

· Workforce Development Plan 2008/9 - 2012/13

The business plan also directly links to Gateshead Council’s Housing Strategy and the Strategic Partnerships Sustainable Community Strategy – Vision 2030.

	Vision 2030 – Sustainable Communities Strategy

Sets out the long term vision for Gateshead


[image: image1]
	Gateshead Housing Strategy

Covers all tenures and sets out long term plans for housing


	Housing Revenue Account Business Plan

Covers asset management of Council housing


	Gateshead Housing Company Business Plan

Covers the development of the Company and contains strategic objectives


Together these plans provide a robust framework to take the company forward.

The plan also links into Strategic Partnerships Community Strategy – Vision 2030 and the Council’s Housing Strategy.

During the life of this plan we will:

· Complete the decent homes programme

· Agree with the Council a strategy for continuing the improvement of the housing stock beyond the decent homes programme

· Build the first new ‘Council’ homes in Gateshead for over a generation

· Be part of the innovative Joint Venture aiming to increase the number of affordable homes in Gateshead

The company does not operate in a vacuum and in order to ensure that our business plan is inclusive it has been developed following involvement of a range of stakeholders including:  customers; strategic partners; service user groups; employees; the voluntary sector and Gateshead Council.  The final plan has been informed by feedback and suggestions made by all those involved.
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THE COMPANY

The Gateshead Housing Company is a Company limited by guarantee and wholly owned by Gateshead Council. It is responsible for the management, repair and improvement of over 21,000 Council homes.

The vision, mission and core values for the company were developed in 2004 when we were first established.  These have been reviewed with customers and employees to ensure that they remain relevant.  The statements remain largely unchanged with only minor amendments to ensure that they remain relevant.

Vision

To provide excellent homes and housing services.

Mission Statement

To work in partnership with residents and the community to create homes and neighbourhoods that meet the aspirations of the people of Gateshead.

A review of our values following consultation has resulted in reducing the number of core values and to reduce repetition.

· Being a listening and learning organisation

· Being honest, accountable and transparent

· Being motivated, trained and committed 

· Being customer focused, innovative and professional

· Being caring and respecting

· Embracing equality

· A commitment to all our employees

These values underpin all of our actions and they continue to be an intrinsic part of every employees appraisal.  Our corporate health targets have a direct link to our values and help us to measure how we deliver them.

Governance

The strategic direction for the company is set by the Board, comprising five tenant directors; five independent directors and five directors nominated by the Council.

The Board focuses on improving efficiency; effectiveness; risk management; and driving continuous improvement.

The detailed work of the Board is currently delegated to four committees which focus on key areas.

Performance

Value for Money and Audit

Access and Diversity

Human Resources

Day to day management is delegated to the Chief Executive supported by a Corporate Management Team comprising an Assistant Chief Executive and three service directors.  There are three main service areas:

Housing Management

Property and Technical Services

Finance and Corporate Services

A senior management team supports the Corporate Team ensuring that activity is co-ordinated across the organisation.

The company employs just over 400 staff structured around delivering tenants identified priorities.

The Business Plan signals the future direction for the company.  The governance and management arrangements will continue to be reviewed to ensure there is consistency between objectives and the way in which the company is governed.

What we have achieved since 2004

Significant progress has been made in improving the quality and customer focus of our services and in developing the company’s commitment to employees to ensure that they are equipped to deliver high standard services.

Achievements include:

· Delivering the decent homes programme on time and in budget investing over £230m in the housing stock

· 10,000 properties have been brought up to the decent homes standard or prevented from falling into decency

· Improved thermal insulation to 9,600 properties

· Introduced a freephone repairs reporting service

· Extended access to telephone services with most services now available until 7.00 pm during the week and up to 12 midday on Saturdays

· Improved the office network, delivering services from seven strategically located modern housing offices

· Introduced HomeChoice – the Council’s choice based lettings system

· Achieved management accreditation status with the Homes and Communities Agency

· Achieved approved partner status with the Homes and Communities Agency

· Achieved Investors in People re-accreditation

· Achieved Level 3 of the Equalities Standard for Local Government

· Implemented an externally accredited Middle Management Development programme

· Worked with the Council to investigate opportunities to increase social housing for rent in Gateshead

· Introduced a specialist housing management service geared to deliver excellent services to elderly tenants

· Involved customers in improving services through our Service Improvement Groups

· Continued to improve performance across a range of indicators

· Leadership development for the Corporate and Senior Management Teams

· Introduction of an accredited developement programme for middle managers 

· Review of Governance to ensure the board remain fit for purpose

Since our inspection in 2005, when we were assessed as delivering good services with promising prospects for improvement we have continued to focus on delivering services that directly benefit tenants.

This culminated in the company being assessed as delivering 3 star excellent services with excellent prospects for improvement when it was inspected in 2008.

Highlights from the Inspection Report

Underpinning service delivery is a strong commitment to customer care. Offices have been rationalised and modernised, offering excellent and accessible local facilities for callers. Information is clearly presented and widely available. Customers can now ring the Company up to 7pm each weekday and until noon on Saturdays with 24 hour telephone access for emergencies and other online services. 

A good understanding of the needs of our customers enables most services to be adapted to meet individual needs. A website and additional support has been introduced specifically for young people. Customers are closely involved in the way services are developed and are very satisfied. Rent collection rates are above average and historically the best they have been in Gateshead. 

Home improvement work is well managed, customer focused and high quality. Significant Council investment over and above the decent homes programme improves the sustainability of stock. Empty properties are repaired to a high standard and the time taken to re-let them is reducing. A choice-based lettings service provides local people with clear information and choice to bid for vacant properties. 

Estates are generally well maintained and common areas are secure and welcoming. The Company and other agencies together effectively manage anti-social behaviour (ASB) and there is a strong focus on sustaining tenancies. 

The company has a good understanding of its costs and has measures in place to drive out efficiencies, significantly outperforming its targets year on year. 

However there are a number of challenges facing the Company. Customers have had difficulty in contacting the Repairs Reporting Centre by telephone and recent improvements are not yet proven over time.  Bulky furniture and waste left in some gardens is a blemish on otherwise high environmental standards. Not all sheltered housing schemes and communal areas fully meet DDA requirements. Collection of arrears owed by former tenants remains low. These areas will be addressed as part of our service improvement proposals for 2009/10.

We have established a positive track record of improving performance and customer satisfaction. Through developing staff and managerial resources, working effectively in partnership with others and a willingness to learn, capacity to support planned improvements is strong. 

SCORING THE SERVICE

The Audit Commission assessed The Company as providing an ‘excellent’ three-star service with excellent prospects for improvement.   The following indicates the reasons why they came to this decision.

The service was judged as excellent because it has a range of strengths including: 

· Seven housing offices providing excellent local access to information and services; 

· Customers are able to make enquiries until 7.00pm weekdays and until 12 noon on Saturday with 24 hour access to report emergencies or access online services; 

· Individual profiles of each tenant are in place allowing TGHC to tailor services to meet individual needs, such as providing information in larger print or alternative formats; 

· Vulnerable tenants are provided with additional support to ensure that they are assisted in accessing all services; 

· Improvements to over 7,000 homes to a standard above that required by the Government and making them easier to keep warm; 

· Additional improvements to make homes desirable, safe and sustainable through Council investment outside of the decent homes standard (DHS) programme; 

· Repairs are done quickly, by appointment and to a standard that satisfies customers; 

· 99.47 per cent of properties have a valid gas safety certificate; 

· Above average amount of rent is collected without excessive use of legal action; 

· Estates are maintained to a high standard and communal areas are clean and secure; 

· There is effective working with partners to reduce the level of anti-social behaviour and respond to hate crime; 

· Customers are provided with a variety of ways to get involved in developing and delivering services, including mystery shopping and training; and 

· The quality of services for leaseholders is high. 

Areas for Improvement: 

· Customers have had difficulty getting through by telephone to report a repair and improvements are very recent; 

· Bulky furniture and waste left in some gardens; 

· Some sheltered housing schemes and common areas in other properties do not fully meet DDA requirements; 

· Low levels of rent arrears collected from former tenants; 

· Only 65 per cent of complaints are responded to quickly with a further 17 per cent sent an interim response; and 

· Customer satisfaction is not measured in all areas, for example the rents service. 

The service has excellent prospects for improvement because: 

· Tenants and leaseholders are actively engaged in improving performance; 

· TGHC has clear governance arrangements in place and strong leadership; 

· partnership working is effective and the company successfully levers in significant additional funding; 

· Effective staff management practices are reducing sickness rates and staff turnover, the company is investing in training and development. 

· Staff are motivated and empowered; 

· The company's financial position is healthy; 

· The company has a strong track record of delivering improvements; 

· A wide range of changes have been introduced successfully, including freephone and appointments for repairs reporting, choice-based lettings and a mobile handyperson service; 

· Customer satisfaction with services has increased across the majority of areas measured, none are deteriorating; 

· TGHC continually outperforms stretching efficiency targets and reinvests savings in priority areas; and 

· Planning and performance management arrangements are strong; 

The areas of improvement include: 

· Problems contacting the Repairs Reporting Centre have taken a long time to resolve; 

· The collection of rent arrears owed by former tenants has shown little improvement since the last inspection; and 

· The company does not yet comprehensively measure and report service standards and customer satisfaction in all areas. 

THE CHALLENGES AND OPPORTUNITIES

The period up to 2013 will see a number of challenges and opportunities which the company will need to address and which drive the business plan objectives.  Together these comprise our operating environment and include:

· Housing need and the impact of the economic climate

· Central Government Policy

· Gateshead Strategic Partnerships priorities

In order to meet these challenges and opportunities the plan is structured around three key areas:

· Our customers

· Asset Management

· Securing adequate resources and support to deliver our objectives

OUR OPERATING ENVIRONMENT
The context and challenges within which the company works are set by:

· Gateshead Borough – The environment in which we operate
· Our customers and their diverse needs
· Customer priorities – what they have said is important to them
· Housing Need
· Gateshead Strategic Partnerships priorities
· Central Government Policy and the economic climate
Gateshead Borough – The Environment in which we operate

Gateshead is a large and diverse borough within the Tyne and Wear Sub-Region, comprising of an urban centre and large rural surrounding area. Updated 2001 Census estimates showed a population of 191,117 residents across 87,659 households. Although the percentage of the Council housing stock in Gateshead has reduced since 2001, we remain the largest rented housing provider in the borough, 25% of households renting from the Council compared to 18% ‘Council’ tenure regionally and 11% nationally.

By 2021, the borough’s population is expected to decrease by around 6,600. Economically active households have been moving away from the area, and as a consequence the population is ageing. Because, a dramatic increase in the number and proportion of residents aged 60 and over is predicted, we have established a dedicated Sheltered Housing Management Team specifically to respond to the needs of this age group. Although population trends suggest that the number of younger residents will decrease, current demand for housing from under 25s is high and we now have a dedicated Young Persons Housing Officer providing advice and assistance with applications and rehousing. There is a small BME community, mainly in the centre of Gateshead, and although it is no longer growing at the rate it was we still hold BME surgeries to establish their views and what they need from us. We use various support mechanisms such as interpreters and Language Line to help get the most from these surgeries. In addition our Lettings team provide dedicated support to help both BME and other vulnerable people with registering bids and other advice.   

We have high levels of deprivation with 16 of our 22 wards in the 25% most deprived in the country and nine within the 10% most deprived. Whilst unemployment is currently low at 4% it is still much higher than the national average. The 2006 Housing Needs Survey reported that 88% of social renters have an income of under £300 per week along with around 70% of private renters and 59% of outright owners. In response we have focused on preventing rent arrears - helping customers to receive specialist debt and income maximisation advice, introducing a new tenancy service within our Rent and Income Team and improving pre-tenancy advice.

There are also low levels of adult basic skills with 22% of adults having low literacy skills and 63% low numeracy skills.  To improve basic skills, health awareness and capacity building, relevant courses for customers are advertised and signposted through our Moving Forward programme. We also ensure that information we provide is ‘easy to read’.  Examples of this include our Decent Homes Product Guide, our HomeStyle and HomeBonus Guides, and our Sign-Up DVD.

Our Customers and their diverse needs

Knowledge of our customers and their needs is essential if we are to provide services which meet their needs.

We ensure that our information is continually updated.  By doing this we are in a strong position to continually assess whether or not the services we provide are sensitive to the local community.  Our current customer profile shows us that 57.1% of tenants are female, 5.2% are under 25 years old, 18.3% over 75 years old, 30% have a disability and 1.78% are of black and minority ethnic origin.  This information informs the shape of our service delivery.

To ensure that we consider customers’ specific needs, we use flagging on our IT system.  We continually update this data and use it to tailor service delivery and ensure accessibility for all customers.

Examples of where this has happened include the introduction of a new repairs appointment time to specifically avoid school run periods, an older persons newspaper, specifically targeted at tenants in sheltered accommodation and a young persons website ‘Mypad’.

Full details of our customer profile are shown at Appendix 1.

CUSTOMER PRIORITIES

We will continue to have a strong customer focus and will ensure that they have an influence in the way services are shaped.  We are committed to extending and maximising customer involvement.  Our promises within our vision and mission statement drive us to ensure that customers can be involved in making informed decisions about how local services are delivered and perform.

We have developed a Service Improvement Group (SIG) for each service area comprising primarily of customers supported by staff and our partners.  The SIG’s have developed a number of service standards including those for leaseholder service charging, homestyle rewards scheme and customer service.

In order to ensure that all customers views are taken into account we supplement the work of the SIG’s by carrying out regular satisfaction surveys, annual reviews of service standards and learning from complaints and compliments.

Our annual survey sent to all tenants and leaseholders tests overall current satisfaction as well as helping us to identify future priorities.  The priorities identified in the 2009 survey are shown in the table below.

Customer Priorities

	
	2008 Survey
	2009 Survey

	Priority 1
	Repairs being done quickly and well
	Repairs done quickly and well

	Priority 2
	Anti-social behaviour dealt with effectively
	Well maintained environment outside the home

	Priority 3
	Well maintained environment outside the home
	Enquiries dealt with at the point of contact


Other results from the 2009 annual survey (1555 responses) show that 88 percent of tenants who responded are satisfied with their home, which is the same result as the previous year, and 93.1% believe that their rent represents good value for money (compared to 92.42% in 2008).

There was a slight reduction in satisfaction from the previous years survey with;

· Involvement opportunities down to 93.8% from 95% in 2008

· Satisfaction with the neighbourhood down to 90.5% from 92% in 2006

· Overall satisfaction with our services are 93.5% a reduction of 2.5%

These survey results along with ongoing satisfaction surveys help us to identify where we need to get better.

Full details of the survey responses are available at www.gatesheadhousing.co.uk
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What these results tell us is that we need to continue to focus on improving services which have a direct benefit on tenants.

However the following table shows that when we compare satisfaction now with five years ago, satisfaction is generally higher.

	Satisfaction with


	2005
	2009

	Overall service


	89.5%
	93.48%

	Opportunities for involvement
	90.7%
	93.79%

	Rent represents good value for money
	87.4%
	93.20%

	The Home


	86%
	88.12%

	The Neighbourhood


	90%
	90.55%


Maintaining these levels of satisfaction and addressing the areas where satisfaction has declined or remained static will be a key challenge for the company over the life of this business plan.

This will be particularly difficult in those areas where the company is facing financial challenges.

HOUSING NEED AND THE IMPACT OF ECONOMIC CLIMATE

The Council’s housing strategy has developed an evidence base from numerous data sources in order to identify the housing need in Gateshead up to 2012.

The 2006 Housing Need and Support Survey provides robust information which informs the likely level of future need, and importantly this survey for the first time incorporated a Study of Adult Social Care Needs with an emphasis upon the needs of Gateshead BME communities.

The key findings from this survey identifies

· The need for 196 new affordable homes per annum

· A shortage of affordable housing which is particularly acute in the west

· 88% of social renters have incomes of under £300 per week

This research was further supported by a rural sustainability study, which found that there was demand for family accommodation and a need for two bedroomed accommodation for local elderly people.  This continuing need for additional affordable housing is reinforced by the reductions in lettings over the last 5-10 years, with just 1820 properties becoming available for letting last year.
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We will continue to monitor changes in housing need and the 2006 update of the whole market housing needs survey along with an older persons aspirations study continue to help us shape our service both to meet current and future needs.

The Economic Climate

The development of the business plan has been set against the backdrop of the world economic recession, the impact on the availability of credit and the consequential impact on owner occupation and the employment market.

These factors could increase the demand for rented homes and the numbers of tenants in financial difficulties.  We will continue to monitor the impact of the current economic climate and with our partners respond appropriately.

The impact is likely to be felt in the following areas:

	
	Impact
	Company’s Response



	Increase in homelessness as result of mortgage and other debt
	Greater pressure on lettings – especially family homes
	Investigate opportunities to increase supply via Homes and Communities Agency 

Effective signposting to help avoid homelessness

	Increase in rent arrears
	High number of evictions


	Increase in officers focusing on preventative work 

	Reduction in new supply
	Greater pressure on lettings


	Manage developers surplus stock as appropriate

	Increase in unemployment
	Affordability both for new and existing tenants increase in fuel poverty
	Maximise impact of Warmzones and energy efficiency works as part of decent homes


GATESHEAD STRATEGIC PARTNERSHIPS PRIORITIES

The Council and the Strategic Partnership have set out an ambitious programme to deliver the vision for Gateshead.  The company will continue to work within this context.

Vision 2030 the Sustainable Community Strategy vision for Gateshead is 

“Local people realising their full potential, enjoying the best quality of life in healthy, equal, safe, prosperous and sustainable Gateshead”.  The partnership has developed 6 big ideas and the housing company has a key role to play in delivering the vision.

The 6 Big Ideas

· City of Gateshead

· Gateshead goes Global

· Creative Gateshead

· Sustainable Gateshead

· Active and Healthy Gateshead

· Gateshead Volunteers

The company will play an active and full part in the realisation of the big ideas.  We will continue to be involved in the area forum network and ensure that we have a positive impact on future Comprehensive Area Assessments.

PARTNERSHIP WORKING 

Working in Partnership

We believe that working in effective and dynamic partnerships across a diverse range of organisations that include and benefit customers, can help drive forward the Gateshead Strategic Partnerships vision for Gateshead.  Our main partner is Gateshead Council with whom we work closely at both strategic and operational levels. Strategically that includes the Chief Executive being part of the LAA Strategic Implementation Group and the Gateshead Strategic Partnership Steering Group, to ensure that the company has an impact on the broader community. We are also represented at all five Area Forums. On a more operational level we work together on a range of areas including HomeChoice, Adaptations, Management of Sheltered and Supported Housing, Neighbourhood Management, Grounds Maintenance and delivery on the Respect Agenda. The formal relationship between Gateshead Council and ourselves exists via our Management Agreement and there are a number of Service Level Agreements that have been re-evaluated, and set out the services that we receive from the Council.

We have a range of effective partnerships across services including: 

· Multi-agency partnerships that have been developed to respond to local and neighbourhood issues, including Tasking and Coordinating and Problem Solving Groups that have Police Inspector, Area Co-ordinator, Community Partnership Officer, Housing Manager, Neighbourhood Relations Manager, Community Beat Officer, Neighbourhood Wardens Manager and Community Education Worker representation
· Gateshead Warmzone – a positive partnership that has produced savings on fuel bills to customers in excess of £1.2 million, and delivers on a number of key issues including fuel poverty, sustainability, energy efficiency, anti-poverty and income maximisation

· Citizens Advice Bureau - we fund a tenant advice caseworker post with CAB and refer complex debt cases for specialist debt advice and intervention with creditors
· B&Q - through our HomeBonus scheme, the company has developed a partnership to deliver a series of free DIY courses to customers. They also sponsored a gardening competition that we run jointly with Gateshead Council
· Community Foundation – administers the company’s Community Fund, in conjunction with our strategic partners, and offers cash and in-kind awards. These can range from £500 up to £10,000 aimed at groups wanting to help improve their estates or neighbourhoods
· Community Energy Solutions (CES) – we work closely with CES to deliver affordable warmth to specific areas of Gateshead
· Children and Young Persons Partnership – we have updated our policy and procedures to ensure that we adequately safeguard children
We continue to ensure that our plans are consistent with the cross boundary Bridging NewcastleGateshead Housing Market Pathfinder on both an operational and strategic basis by regular close liaison.

The Council are in the process of developing a long term Joint Venture which will provide a vehicle to develop around 19 housing sites over the next 10-15 years providing over 2000 additional homes in Gateshead.  A proportion of these will be affordable, and we will investigate with the Council the opportunity for the company to provide an element of this affordable housing.

CENTRAL GOVERNMENT HOUSING POLICY

Government policy has a direct influence on the company both generally in terms of the performance of the general economy and specifically in terms of housing policy.

Existing Stock

During the life of the business plan we will have achieved decency as a result of significant additional investment.  Whilst we estimate that we can keep the Council’s stock decent beyond 2011, the way in which council housing is funded currently will not allow us to carry out other works such as: remodelling of estates, environmental improvements and energy efficiency.

Housing Revenue Account (HRA)

A fundamental review of how the HRA operates is being carried out, and a number of councils have carried out significant work on a self financing option for council housing, which could possibly also provide additional funding for physical works.

The company in partnership with the Council will monitor progress on the review and consider the likely impact in Gateshead.

New Stock

The creation of the Homes and Communities Agency will enable a single conversation to take place between the agency and partners to ensure that local priorities for housing and regeneration are co-ordinated effectively.  The company foresees a significant role in taking forward some of the regeneration plans for Gateshead.

Tenant Services Authority (TSA)

Subject to the necessary legislative order, ALMO’s are likely to come under the umbrella of the TSA from 2010.  The TSA through their National Conversation are currently considering standards which should apply to all landlords.  It is hoped that the draft standards will be available for consultation during the summer of 2009.  The final agreed standards may have an influence on service improvement priorities, which will be reflected in annual updates of the business plan via the delivery plan process.

SWOT AND PEST ANALYSIS

In developing this business plan we have again considered the future direction of service delivery through an analysis of the strengths, weaknesses, opportunities and threats (SWOT) facing the company.  Analysis of the political, economic, social and technological (PEST) environment has also been undertaken.  Employees, customers and other stakeholders involved in developing the business plan have contributed to this analysis.  .

The company has achieved a strong position as a provider of quality housing services, reflected in high levels of customer satisfaction and in the recent Audit Commission judgement that we provide an excellent service with excellent prospects for improvement.

We have a good understanding of our customer profile, providing the opportunity to improve services further, through tailoring to meet individual needs. A series of service reviews have reshaped provision to reflect customer preferences and to improve efficiency and value for money.

Consultation on our future objectives established broad agreement that our role goes beyond the provision of decent homes and we should consider:  

· building new housing for rent;

· developing initiatives to respond to housing market change, ensuring provision of appropriate good quality, affordable stock to meet future housing needs including supported housing;

· working with partners and communities to improve the  sustainability of neighbourhoods;

· how we will ensure homes will continue to be maintained after decent homes;

· further improving customer service;

· maximising the energy efficiency of the housing stock.

To develop our role in this way, we need to be successful in anticipating change and in adapting and responding to these changes.

It will also be important to continually improve in order to maximise future opportunities.  For example, the government is currently considering the future of the Housing Revenue Account Subsidy System and, we need to ensure that the company in partnership with the Council is in a position to benefit from any outcome.

We will need to offset the loss of stock and impact of rising costs by identifying and realising efficiencies, pursuing opportunities to diversify our business and our income streams.

To achieve all of these things, we will need to ensure our employees are equipped with the skills to innovate, learn and adapt to change.

	Strengths
	Weaknesses



	· Continued to Deliver Decent Homes on time within budget

· Fit for Purpose Structure

· VFM Culture

· Equality and Diversity 

· Improved Performance and Performance Management

· Improvements Customer Driven (SIGs)

· Working with Employees

· Estate Management


	· Inconsistency of approach in some areas

· Performance when compared with external benchmarks

· Silo Departments with limited cross section working

· Reliance on Management Fee

	Opportunities


	Threats 

	· IT Infrastructure Improvements 

· Build/Manage New Stock

· Diversify Income

· Work Force Plan 

· External Funding 

· Re-tendering Contracts for repairs and Decent Homes 

· New Independent Tenants Body


	· Divert Focus from Core Business

· Impact of Job Evaluation

· Loss of Employees

· Lack of resources financial and human 


	Political 
	Economic



	· Change of Government 

· HRA Review

· Homes and Community Agency Funding 

· Tenant Services Authority

· Relationship with Council 

· Government response to Credit Crunch


	· Lack of Funding 

· Credit crunch

· Next Comprehensive Spending Review

	Social 


	Technological 

	· Increase in demand for social housing 

· Mismatch between stock and future needs

· More diverse communities
	· Maximise opportunities for IT to improve services

· Consider mobile working/home working.

· Environmental sustainability

· Integration of systems

· Use to improve access to services.

· Investment/cost benefit analysis



Together the SWOT and PEST analysis inform the future direction of the company where we need to get better and establishing broad agreement that our role goes beyond the provision of housing services and impacts on the wider community.

OBJECTIVES 2009-2013

We have developed three broad objectives informed by: the experience of the past five years; involvement of customers, stakeholders and partners including the Council and an analysis of our strengths and weaknesses, opportunities and threats.  These objectives will give the focus to our work up to March 2013.

These objectives will be supported by an annual delivery plan, agreed between the company and the Council, which will provide the detailed actions needed to achieve our aspirations.

Our Objectives

· Deliver excellent housing services, shaped around our customers priorities

· Effectively manage housing assets to achieve sustainable homes and neighbourhoods

· Secure adequate resources both human and financial to effectively support our business.

OUR CUSTOMERS

Objective:  Deliver excellent housing services shaped around customers priorities

Service Improvement

Much has been achieved during the last 5 years culminating in a highly successful housing inspection.  Excellence though is not the end of the journey and we will continually review and improve our services to ensure that as the excellence ‘bar’ rises we rise with it.

However delivering service improvement has to be set within the company’s agreed objectives and we will therefore work to ensure that improvements are accessible, customer focused and deliver value for money.

The work of the tenant led Service Improvement Groups (SIGs) and other involvement opportunities will ensure that customer involvement, feedback and experience remains at the forefront of our proposals.

The three star award demonstrates that the company is providing excellent housing services to our customers.  However, we cannot stand still.  We will ensure that services continue to develop in line with customers priorities.  We also need to continue to assess satisfaction with our services by involving customers throughout the development of new and existing services.

Our most recent tenants and leaseholders survey tells us that tenants want:

· Repairs done quickly and well
· A well maintained environment outside of the home
· Enquiries dealt with at the point of contact
	Service improvement priorities which will be delivered during the life of the business plan include:

· Respond to the inspection recommendations 
· Consult with tenants on increasing the number of non-payment weeks
· Introduce the new lettings policy
· Introduce Tyne and Wear Home exchange
· Extend the Gardening Scheme to ensure elderly and disabled people can continue to maintain their gardens

· Achieve Customer Service Excellence and Centre for Sheltered Housing Accreditation

· Extend out customer contact visits programme

· Develop tailored Anti-social behaviour services to support Gateshead’s Alcohol Implementation Plan 
· Introduce a Customer Relationship Management Programme to enhance the customer experience.



ASSET MANAGEMENT

Objective:  
Effectively manage housing assets to achieve sustainable homes and neighbourhoods.

We will continue to deliver the decent homes programme on time and on budget.  We aim to invest over £60 million in decent homes and other improvements during 2009/10, and the decent homes programme is forecast to complete during 2011/12

We will also ensure that this investment is underpinned by working with local communities and elected councillors to identify complimentary works that create sustainable neighbourhoods.  During 2009/10 we will invest over £1.9 million in sustainability works, with a further £3 million being invested up to 2011/12.

2009/10 is the final year of our current repairs contract and during the year the Board will agree the most appropriate course of action to ensure that the improvements in the repairs service accelerate whilst operating within a tight budget.

Options appraisals of a number of sheltered housing schemes and other stock will provide a clear direction for these assets.

Crucially this year will see the Company build new homes for rent to begin to address housing need.  Initially this will focus on the Kibblesworth area; however, we will work closely with the Council to develop an ongoing new build development programme.

The company is responsible for maintaining and improving the Council’s housing stock.  This includes all major investment programmes, responsive repairs, programmed maintenance, environmental improvements, demolition and estate regeneration.

Successful asset management is fundamental to the delivery of the business plan.  It also contributes to the Housing Revenue Account, Business Plan and Housing Strategy.

The company in partnership with the Council has developed a comprehensive asset management plan covering the period up to 2013.

Whilst the principal objective for the company is the delivery of decent homes programme by 2011/2012 we must also look beyond this to issues that need to be tackled in the longer term.

Our approach to asset management has a number of specific aims:

· Maintain dwellings in good condition cost effectively, meeting customers expectations

· Respond to customer priorities

· Ensure homes meet the future needs and aspirations of our customers

· Achieve the decent homes standard by 2012 and continue to maintain this standard into the future

· Care for the external environment as well as for individual homes to ensure estate sustainability 

· Ensure value for money
THE HOUSING STOCK

Stock Profile

The Council’s housing stock of 21,471 dwellings is overwhelmingly low rise and traditional in construction. While most of the stock was built in excess of 40 years ago, a quarter has been built since then, with the last being in the mid 1980’s. 28% of council dwellings are flats and maisonettes, including 2,251 in 29 blocks of 6 storeys or more. The stock includes a number of non-traditional house types including; Orlit, Tarran, Dorran and Aireys, as well as a number of rationalised traditional house types including Butterflies, Hawthorn Leslies and NEMA’s. The company also manages and maintains a stock of over 3800 garages.
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Since the company was established in 2004, there have been over 1,450 sales through Right to Buy. Whilst sales are slowing, we still currently lose around 135 properties per year through right to buy and a small programme of demolitions. The overall impact of this has been a reduction in family homes and the loss of the better quality properties. The remaining stock has higher investment needs and there are currently insufficient family homes to meet demand together with an over supply of one bedroom bungalows. 

Older persons housing presents particular challenges. The stock includes over 3000 bungalows and 400 sheltered units across the borough. Some of these are sheltered bed-sits with shared facilities and others are very small one-bedroom bungalows, too small to satisfy customers’ needs and aspirations. There is a need for this stock to be remodelled to create acceptable modern housing. 

By adapting properties to customers’ needs we support the Older Persons Housing Strategy goal of helping people to stay in their homes for longer. Over 2,200 properties have already been adapted for use by elderly and disabled customers. The demand for adaptations is projected to continue to increase in future due to the ageing profile of our customers.

Stock Condition 

Stock condition surveys monitor the life span of major elements. Information on when these elements will fail and trigger non-decency informs the forecast for the 30-year investment programme.

To date almost 10,000 properties have received decent homes improvements with asset management details being recorded in the Keystone system. This enables the asset management database to be updated by 20% per annum with over 80% of all stock now surveyed. The surveys are undertaken by an independent company and identify the exact repairs and improvements required. This enables more accurate evaluation of future investment needs and also gives an indication of the remaining life of all elements. The survey also includes the identification and monitoring of asbestos containing materials. 

Stock condition data is stored in the Keystone Asset Management System. This includes the asbestos register and management information and allows us to produce financial forecasts, decent homes progress analysis and to plan future expenditure.

We plan to link the stock condition data and the Northgate Information Solutions System to improve the quality of the information available to our partners and employees, to enable them to view asset management data, including the outcomes of the decent homes surveys for each property, therefore improve the information available to respond to customer enquiries.  An additional ICT module is required for this therefore as an interim measure we will establish an Intranet Kiosk for Keystone, which will provide access to stock data.

INVESTMENT NEEDS

When the company was formed in January 2004 it was estimated that £294m was required to meet the Government’s target of delivering decent homes by 2010, to a total stock of at that time of 24,619 homes. In addition a further £36m was required to deliver the Gateshead Standard and to ensure the safety and sustainability of the stock. In order to make sure this standard is met, environmental improvements need to be carried out in conjunction with decent homes work. 

At the start of 2004, 40% of the stock did not meet the Decent Homes Standard. Since then £210 million has been invested in the stock, resulting in the non decent stock reducing to 13.72% by the end of 08/09. Over that time we have worked on 9974 properties delivering the following works;

	Element
	Number of Properties

	
	

	Structural works
	
7022

	Roof coverings
	
1162

	Roof structure
	
60

	Windows
	
5678

	External doors
	
7290

	Kitchens
	
7036

	Bathrooms
	
5412

	Rewires
	
6412

	Heating replacement
	
8437


* Figures quoted are homes made decent or prevented from becoming non decent

In addition to the decent homes work, we have invested £7.25m up to the end of 2008/09 on a range of capital works to improve a number of properties e.g.

· Lift replacement to four multi-storey blocks 

· Refurbishment of communal areas to older persons accommodation

· Refurbishment of common areas to multi-storey blocks

· Installation of communal digital aerials in preparation for analogue switch off

· Physical measures to improve the security and environment of estates

When the company was formed it was intended to complete the decent homes works by 1 April 2010. However in November 2006 the Department for Communities and Local Government (CLG) requested that we re-profile the ALMO funding to complete the decent homes programme in 2011/12.  More recently the decent homes funding has been reprofiled again, bringing forward £5 million from 2010/11 into 2008/9 and £8.5 million from 2010/11 into 2009/10.

This re-profile of expenditure has resulted in the decent homes work to some properties being moved between financial years 2009/10, 2010/11 and 2011/12. The programme is now as shown below;

	Year
	Number of properties
	Amount

	2009/10
	5087
	£62.6

	2010/11
	3487
	£23.0

	2011/12
	1907
	£24.0


Details of the Decent Homes Programme 2009/10 – 2012/13 are attached at Appendix 2.
Further capital funding has also been allocated by Gateshead Council to enable the company to deliver DDA compliance of communal areas. A budget of £3.54m has been identified in the Council’s three-year capital budget plan to undertake this work in conjunction with the decent homes work. Further provision will be requested to achieve compliance to all communal areas. We have funding to achieve the Gateshead Standard to multi storey accommodation, but not to do all we would like to improve the blocks over and above that investment. 

An allocation of £1million per annum has been assumed to continue with the lift replacement programme and the refurbishment of communal areas. 

Whilst the decent homes funding will allow the company to meet CLG commitment and the DDA funding will allow the company to meet the legislative requirements, additional investment needs have been identified to improve the housing offer and to improve the sustainability of estates. The company has worked with the Council to identify schemes that would benefit from such additional investment. The Council has identified up to £40m of additional funding financed through prudential borrowing. 

Beyond 2011/12 we believe that the MRA will provide sufficient funds to maintain the Decent Homes Standard until 2030. However, additional resources will need to be identified to ensure that the assets are managed effectively. Some areas to address are;

· Over-cladding of multi-storey blocks to address thermal inefficiency

· Approximately 5700 hard to heat homes

· Replacing the loss through Right to Buy of family accommodation

Our assessment of future investment needs is based upon our objective to improve not just homes but neighbourhoods and on our aspiration to deliver homes that exceed the Decent Homes Standard and meet the Gateshead Standard, identified by customers in consultation during the 2003 Housing Options Appraisal.

During the life of the Asset Management Strategy we will assess, along with the Council, how the long-term future investment needs can be financed.  The current review of the Housing Revenue Account subsidy system could have a significant impact once concluded.

MAJOR INVESTMENT WORK

Over the next three years 11,497 homes will be improved. 

	Forecast homes to refurbish
	2009/10
	2010/11
	2011/12
	2012/13

	East
	938
	665
	873
	TBC

	South
	1106
	769
	507
	TBC

	Central
	1260
	544
	0
	TBC

	Inner West
	680
	313
	268
	TBC

	West
	1362
	185
	0
	TBC

	Total
	5346
	2476
	1648
	TBC


Our investment plans to 2012 will have a major impact on the condition of council housing and the environment of estates across the borough. They will improve the quality of life for residents and provide a positive impact on health, fuel poverty and low-income households.

Leaseholders as well as tenants can benefit from our improvement work. Leaseholders are offered the opportunity to opt into internal decent homes works to benefit from our bulk buying capacity. Linking with the council’s financial assistance policy, loans and grants are offered to leaseholders for internal works where a leaseholder’s property does not meet the decent homes criteria. 

We will achieve decency in line with the Government definitions, as below.

	Year
	2009/10
	2010/11
	2011/12
	2012/13

	% Of stock non decent at start of year
	13.72%
	7.11%
	2.44%
	0%


	Properties to benefit from Major Works

	

	Element
	No of Properties to date
	No of properties remaining

	

	EXTERNAL
	
	

	Structural Works
	
7022
	
1557

	Roof coverings
	
1162
	
404

	Roof structure 
	
60
	           0

	Windows
	
5678
	
2452

	External Doors
	
7290
	
11497

	

	INTERNAL
	
	

	Kitchens
	
7036
	
5402

	Bathrooms
	
5412
	
4460

	Rewires
	
6412
	
3432

	Heating
	
8437
	
4610


Where a customers home is due to receive decent homes work and needs adaptations we carry this work out in conjunction with decent homes works, liaising closely with Gateshead Council’s Occupational Therapist Team in order to meet our customer’s needs. 
Funding is in place to achieve the Decent Homes Standard, but our vision for the stock is to go beyond this to improve the properties to the Gateshead Standard into the future and to deliver lifetime homes.

The Gateshead Standard is continuously evolving, as we respond to customers’ aspirations for more modern improvements. For example, all non-composite external doors are now being replaced as standard on the decent homes schemes from 2008 / 09 in response to customers’ aspirations using additional funding from Gateshead Council.

Value for money in investment works

One of our corporate objectives is demonstrating value for money and efficiency in all we do. Our corporate value for money strategy sets out a programme of value for money reviews. Investment works was identified as a top priority for review in view of the scale of investment expenditure and of the importance of this issue for our customers. We have appointed consultants, Value Based Solutions, to carry out a study on investment works in line with best practice. Their findings and recommendations will inform our future approach to investment work.
Lifetime homes

When carrying out decent homes works and other capital improvements to existing stock we follow appropriate guidance on lifetime homes to ensure properties will meet the changing needs of our customers.

Energy efficiency and fuel poverty

We have established a partnership with Gateshead Warmzone who work in conjunction with the company’s partners to install energy efficiency measures as part of the decent homes programme, so that the residents will benefit from lower heating bills. 

Since January 2006, Warmzone have installed almost 9600 energy efficiency measures to the stock. The cost of the energy efficiency measures is £2.428m and the company has contributed £631,499 towards these measures, approximately 26% of the total cost.

The effect of these energy efficiency measures is to save around £1.2m on customer’s fuel bills and reduce CO2 emissions by 7000 tonnes. Joint working with Gateshead Warmzone has helped the company improve the old Energy Efficiency Best Value Performance Indicator (BV63 - the SAP rating of dwellings) from 61 in 2006/7 to 72 at the end of 2008/9.

We have introduced a gas supply into 2 areas of Gateshead, which previously used electricity to heat the properties. In total 104 tenants have benefitted from more affordable warmth.

Our investment programme includes a number of initiatives to ensure energy efficiency such as;

· Cavity wall insulation - By 2012 all properties with cavity walls and roof spaces will have cavity wall insulation and at least 250mm of loft insulation

· High efficiency condensing boilers

· Customers with solid fuel heating are all being offered the opportunity to switch to gas. These measures have already raised the average SAP rating

Caring for the Environment

We are committed to improving and sustaining the environment and our procurement strategy has been improved to include a sustainability dimension.
As part of our current strategic partnerships our partners produce waste management plans for each decent homes site. This was in advance of the new legislation which came into practice in October 2008. Currently 85% of site waste is recycled across the investment partnership.

Customer Involvement

Customer involvement is key to ensuring the long-term sustainability of investment works to Council homes in Gateshead. Customers took part in focus groups and completed questionnaires to help the company compile the overall decent homes programme, which is based on the properties needing the most work being done first, and all work being done in one go.

In addition to helping shape the overall programme customers have also influenced fixtures and fittings that we use. We have worked with the Gateshead Visually Impaired Forum and local residents in the development and design of a specific kitchen for customers who are blind or visually impaired. Special features include; colour contrasts, lighting, non-reflective tiling and sinks.

Sustainability work on estates

One of our key objectives is to ensure that homes are made decent, and the general environment in which people live is safe, secure and pleasant, encouraging them to remain in their home and helping sustain communities and neighbourhoods.

Our customers have consistently told us that whilst decent homes are important, other works that provide a clean and well maintained environment outside of the home are also important. In the 2009 tenant and leaseholder survey this was one of customers top three priorities. 

Five percent of the Decent Homes funding (around £11.5 million) is being specifically invested in sustainability works to estates, which will underpin investment in the housing stock, through enhancing the visual appearance of the neighbourhood and improving safety and security.

As part of our investment planning, we work with communities prior to delivery of the Decent Homes programme to individual estates, to identify local issues and develop environmental schemes that tackle these problems. Sustainability task groups are set up consisting of a board member, local Councillors, housing manager, customer representatives and the partnering manager. Their role is to develop priorities for action to ensure the sustainability of the estate. The sustainability works to date have included; play parks, community art projects, parking schemes, flower planting, footpaths and creating communal spaces. We have worked with customers through our regular Service Improvement Groups to prioritise how we use sustainability funding to address customers’ aspirations and we allocate the funding in accordance with their priorities.
In addition to investing in bricks and mortar, we are also investing in sustaining communities as well as estates. Part of this process involves the Community Fund. The Gateshead Housing Company Community Fund helps engage local communities and build cohesion. All our construction partners contribute either financially or in kind to the fund and evaluate the bids for assistance.  The Fund has been nationally recognised as innovative, being awarded the best Community Initiative in the National Federation of ALMO’s awards 2009.
ASSESSING LONG TERM SUSTAINABILITY

Our investment planning framework is based on a combination of stock condition information and an estate sustainability matrix. The matrix is an early warning system that allows a wider range of issues to be looked at as part of the long term planning process. It highlights estates where long-term sustainability may be an issue and is based on the following factors:

· Tenancy turnover rate 

· Percentage of tenancies less than 3 years old

· Percentage of void stock

· Average weeks void

· Number of anti social behaviour cases 

· Average rent arrears

Those estates with three or more of these indicators above the average are investigated further to assess their future sustainability before investment plans are finalised. In these circumstances we talk to the Council, our partners and our customers to consider future options for the estate. This ensures that Decent Homes funds are only invested in those estates that are clearly sustainable in the long term.

We are currently working in partnership with Gateshead Council to respond to the outcomes of the Dunston and Chandless Estates master-planning exercise. These estates have been moved to the end of the Decent Homes programme in recognition of the master planning exercise.

Existing accommodation at Mulgrave Villas sheltered housing scheme has been identified as unsustainable in the long term. Although the unit is a good central location it contains small flats, which do not meet current demand. Funding secured through Gateshead Council will enable this unit to be remodelled to provide larger apartments meeting future demand. 

A Town Centre re-development plan is currently being prepared by Gateshead Council and may have an impact on stock in the centre of Gateshead in particular the multi storey blocks. We will need to review the implications for council housing stock in this area as the plan develops.
Reshaping housing provision

The replacement of obsolete assets is an important part of the asset management strategy and a range of options are considered to deal with properties for which demand is not sustainable. We have carried out localised demolition of one bedroom bungalows for which there was no demand in Blaydon and Felling.  We also look at opportunities to remodel if there is demand. 

We have worked with Gateshead Council to develop a 5-year programme that will replace obsolete stock with decent modern homes that meet customers’ aspirations and that also addresses the councils Housing Strategy for Older People 2007 – 2012. The programme commenced in 2007 with conversion of bedsits into flats at Park, Peareth and Priory Courts and with work at Wardley to extend 1 bedroom bungalows into 2 bedroom properties. 

As part of the Older Person’s Housing review during 2009/10 consultation will be carried out on the options to address a mismatch of supply and demand in a number of schemes.  The programme will help to address the outcomes of this review.   
The Council’s plans for sheltered schemes are currently being developed within the framework of the Housing Strategy for Older People 2007 - 2012. Any future re-modelling or other outcomes will need to be funded within the Council’s existing resources. 

Homes for the future

We will continue to work with the council to develop opportunities for remodelling the stock as a whole, including a long term new build programme to enable us to replace obsolete housing.

The company is working with partners and Gateshead Council to deliver a more sustainable community at Kibblesworth, that includes demolishing existing Airey homes and replacing these with new modern accommodation. We are also working with the Council to identify suitable sites which will form part of an ongoing new build programme.

We are looking at opportunities to develop new build with the Council to enhance the range of housing available across the borough. Gateshead Council has identified a number of major sites within existing estates and under-developed land in local areas. We are undertaking a survey of sites on our existing estates to identify the potential for future new build.

In any new housing developments we plan to provide a mix of property types and tenures and aspire to Level 4 of the Code for Sustainable Homes Standards. We will also develop properties with space standards above the minimum.
REPAIRS AND MAINTENANCE

Day-to-day maintenance of the housing stock is an important part of our work, and has a key influence on customer satisfaction. Our repairs and maintenance strategy sets objectives and a framework for the delivery of the service, in order to ensure quality and value for money. The strategy sets out our approach to planned and responsive maintenance.  

The annual cost for planned and responsive repairs is currently around £23 million (including £5million revenue support from capital).

Responsive Repairs

The responsive maintenance service is co-ordinated through our repair-reporting centre, accessed by freephone and on-line. An appointment service is offered to customers, delivered across the borough by our strategic partner Morrison Facilities Services Ltd.

The current repairs partnership with Morrison is in place until 2010, with an option to extend. 

Approximately 90,000 repairs are completed each year. 

For leasehold properties the landlord obligations under the lease are to carry out repairs to the structure of the building and to any shared areas. Costs for repairs to shared areas are subsequently recharged to leaseholders.

Implementation of the Northgate Repairs Module has given us the ability to analyse repairs to identify any works for property types and specific estates that would be more appropriately packaged as planned maintenance. This will help us to achieve a more managed approach to budgeting and will enable us to move the cost of work from responsive repairs to planned maintenance.

Planned Maintenance

The current planned maintenance programme covers work of a cyclical nature. Much of this work relates to our responsibility to ensure customers live in a safe environment. 

It is acknowledged that future investment works post Decent Homes are essential in order to ensure decency is maintained and for the sustainability of the housing stock. In order to support the Decent Homes investment a robust planned maintenance framework must be delivered to protect and maintain our investment.

From 1 April 2009, Keystone will integrate planned maintenance and Northgate Information Solutions. This will give information on planned work for the next three to five years making it easier to inform major investment and for staff to advise customers on decoration cycles. It will also help to plan maintenance work rather than tackling issues on a responsive repairs basis. 

	Key Priorities which take forward the management of the Council’s assets include:

· Complete the decent homes programme on time and in budget

· Implement the planned maintenance module and asset management database

· Retender the repairs service

· Develop a costed programme for tackling the sheltered housing portfolio

· Complete an appraisal for future investment in the stock

· Complete Kibblesworth New Build Programme

· Deliver the Neighbourhood Pride programme to improve the  environment of estates
· Achieve ENCAMS quality mark accreditation for Grounds Maintenance
· Continue the programme of DDA improvements to multi-storey blocks and sheltered housing schemes
· Agree with the Council a continuing new build programme



RESOURCES

Objective:  
Secure adequate resources both human and financial to effectively support our business.

The company has developed a Medium Term Financial Strategy which aims to ensure that all revenue resources are directed towards the company’s objectives.

The financial strategy establishes how available resources will be utilised to priority service areas following consultation with customers, partners and other stakeholders.

The strategy assists the company in:

· Meeting its strategic objectives whilst responding to the needs of the business 

· Improving financial planning and management

· Maximising the use of resources

· Providing value for money

· Developing longer term budgets and strategic thinking

· Responding to budgetary pressures associated with the end of the decent homes programme

· Developing a sustainable budget over the medium term.

REVENUE FUNDING

The Company’s fees received from the Council for the delivery of its services are funded through the Housing Revenue Account (HRA).  The HRA is ring fenced meaning all expenditure charged to the account must be funded through income generated or credited to the account, which mainly comes from rents.  It is also supported by the Housing Subsidy system, which provides resources based on site (e.g. make up and condition of housing stock) and council (e.g. capital financing requirements) factors.  In addition to revenue costs for management and maintenance of the stock it allocates resources for major repairs (MRA) and provides funding to cover the Council’s borrowing costs where it has an agreement to do so (ALMO Funding).

It needs to be borne in mind that the government has launched a wide-ranging review of the Housing Subsidy system in England which will provide the opportunity for a fresh, unblinkered look at local authority housing finance - and its underlying principles. The challenge now appears to be not to add on more patches to mend it, but rather to replace it with something more logical and thought-out. The outcome of this review will need to be factored into future updates of the business plan.

The management fee for 2009/10 is made up of £13.9 million for management and £17.6 million for repairs.  

The management fee is currently our main source of revenue for delivering the housing management and repairs service to our customers. Gateshead Council agrees the annual management fee with the company.  The fee is influenced by a number of factors including the number of properties managed and performance against agreed criteria such as rent collection targets.  The process of setting the fee takes into consideration budget pressures to deliver against our objectives and address any additional developments required by the Council.

The company will continue to set budgets using a zero based budget approach and all efficiency savings generated are re-invested in front-line services. 

Once the annual management fee has been agreed the company has discretion to manage income and expenditure within the budget in accordance with its standing orders and financial regulations.

An important medium and long-term consideration for the company is the impact of stock reduction, in particular through Right to Buy sales and the reduction in ALMO funding on the resources to deliver services.  Current trends suggest that a reduction of less than 200 properties per year can be expected during the Business Plan period and therefore the impact of right to buy sales will be less than initially expected.  The impact of the projected reduction in Decent Homes funding will have a significant revenue impact as the company receives a fee for the management of the capital programme.   A key future objective is to diversify our income streams in order to offset this, including consideration of the company building new homes for rent.

The repairs fee has been calculated as in previous years by increasing last years fee for inflation and reducing for property numbers. In previous years it has been necessary to support the repairs fee from the capital resources and this will continue in 2009/10 at around £5 million. However discussions are required with the Council to formulate a more appropriate method of establishing a repairs fee that reflects the demand for the service.  The reduction in capital resources over the next 3 years means that this level of support cannot be sustained.

CAPITAL RESOURCES

The main resources available for capital investment are:

ALMO Resources

These resources provide the capacity to borrow, and additional subsidy to repay the debt charges on the borrowing.  The total amount of borrowing allocated for the period 2006 – 2012 is £232 million. This resource is used primarily to achieve the decent homes standard with 5% allocated for security and environmental schemes to enhance the sustainability of neighbourhoods.  The CLG have announced ALMO funding for the company covering a three year period.  The allocation is £100 million for the period 2008/9 – 2010/11.  A final year of funding of £10 million is expected for 2011/12.  

The Homes and Communities Agency (HCA) have brought forward £8.5 million of ALMO funding from 2010/11 to 2009/10.  In addition £5 million was brought forward from 2010/11 into 2008/9 at the request of the HCA.  The reprofiled ALMO funding is as follows:-



£million

2008/9
£45.0

2009/10
£38.5

2010/11
£21.5

2011/12
£10.0

2012/13
Nil

The Major Repairs Allowance

This is an annual amount, and is currently around £14 million per annum.  The Major Repairs Allowance is also primarily used to achieve and sustain decency, but will also enable the Gateshead Standard to be achieved; addressing tenants aspirations and work that falls outside of the decency standard.

In addition to the ALMO funding brought forward, the DCLG have also brought forward £7.5 million of MRA funding from 2010/11 to 2009/10. The reprofiled MRA funding is as follows:-



£million

2008/9
£18.4 (including £4.1 b/f from 07/08)

2009/10
£24.0

2010/11
£6.5

2011/12
£14.0

2012/13
£14.0

Additional Borrowing

Following discussions with the Council around priorities for prudential borrowing, around £41.5 million additional resources is available to fund complimentary works including remodelling of older persons accommodation, external works to multi-storey blocks and provision for funding new build council housing. 

The profile of the additional borrowing is as follows:



£million

2008/9
£
2.7

2009/10
£
21.9

2010/11
£
14.3

2011/12
£
3.0

2012/13
Nil

ADDITIONAL FINANCIAL RESOURCES

Securing additional resources will become increasingly important in future to deal with the following challenges: 

· Reducing management fee

· Customers increasing aspirations for their homes and services

· Meeting investment needs beyond 2012

The company has been successful in securing additional resources since it was established through a number of different sources. 

The most significant success has been establishment of a partnership with Gateshead Warm Zone to secure around £2.4 million capital funding over a five year period for insulation works to Council housing.  This has the added benefit of freeing the equivalent amount within the company’s capital funding, enabling additional improvements to be planned. Over 9,600 homes have benefited from insulation measures delivered through Warm Zone to date with more work ongoing. Additionally Gateshead Warm Zone offers benefits checks to all tenants - to date this has generated an additional £1.4 million per annum for the 2,250 tenants taking up the benefits service. 

Neighbourhood Pride funding has given the company the capacity to make a significant impact on the local environment. For a contribution of £100,000 in 2008/09 work in excess of £140,000 will be carried out with the involvement of local communities, Safer Gateshead and Gateshead Councils Local Environmental Services.  It is expected that a similar level of resource will be invested in 2009/10.

We will also explore opportunities to generate revenue, in particular through our housing management expertise, including offering services or support to other organisations.  However, there has been limited progress on this area of work.

VALUE FOR MONEY

VFM in all service delivery is a key objective within the TGHC Business Plan and also underpins the other Business Plan objectives. 

Our Annual Efficiency Statement demonstrates the significant efficiency savings made in the past three years of £3.6 million, which equates to 13%. These savings have been reinvested in frontline services.

The target for the next financial year is £1.1 million that is 3.5% compared to the government’s target of 3%.   
Our VFM Strategy identifies key business areas and processes which will be investigated to identify VFM opportunities and maintain VFM across all services. A VFM steering group oversees both these strategies and has a defined remit, detailing areas and processes to be investigated and further identifying topics which would give VFM opportunities. The group contains tenants and leaseholders and reports to the VFM and Audit Committee on its progress.

We recognise that value for money is not just about cost saving and we have undertaken a number of initiatives which have impacted on the value provided to our customers directly:

· The most significant success has been the establishment of a partnership with Gateshead Warmzone to secure capital funding over a five-year period for insulation works to Council housing.  Through this partnership almost 9,600 energy efficient measures and over 50,400 energy efficient light bulbs have been installed for our customers. The effect of these measures will save customers around £1.2m on fuel bills and reduce CO2 emissions by 7,000 tonnes over the life of the measures. This partnership has also been able to generate around £1.4 million additional income for tenants through increased benefit entitlement by providing benefit advice and claims assistance

· We secured £460,000 of external Safer Stronger Communities Funding, which was used to improve the physical environment and appearance of public open spaces of 6 housing estates.

· We secured over £100,000 funding through the Performance Reward Grant that is being used to reduce the impact of low-level criminal damage across Gateshead.

· We accessed £80,000 of SSCF and NRF funding to provide four members of staff to support Anti Social Behaviour work in the Borough.

· We secured £30,000 funding from DWP to implement Link Age Plus where older customers can have small jobs around the house done free of charge if they provide materials.

We have also introduced a range of economic VFM measures that have resulted in cashable cost savings which have been reinvested in improving services. These include 

· Re-tendering the Insurance Service which yielded an annual saving of £61,000;

· Changing our contractor in relation to ad-hoc daily postage saving 2p per item which represents a 9% reduction in cost

· Costs have been reduced by 40% by buying print direct from printers rather than designers/printers

· Renegotiating a new three year contract with Northumbrian Water for the collection of water rates that has led to a 13% increase in the commission we receive (from £650,000 to £740,000), which has also led to a significant increase (from 2.5% to 6% of the income) in the net contribution to the HRA that this service makes

· Contracting out advertising sales of our A to Z of services magazine.  This means we will receive 30,000 magazines printed free of charge saving £17,000 a year.

To ensure that the Company is able to drive out efficiencies and deliver Value for Money within the Decent Homes programme, the Company have been working in partnership with its Decent Homes partners and a firm of consultants to look into this. It is anticipated that this will generate savings of £10 million over the remaining life of the programme.

The annual budget setting process relies on a zero based budget methodology. We then produce management accounts that are discussed monthly at Director and Senior Management level to inform budget holders of the current budget position and discuss any issues which require any corrective action. In addition a bi- monthly report is taken to the Board to give a Budget Monitoring Report. This system allows us to closely monitor spend and ensure any efficiencies are quickly identified and then utilised to enhance priority areas for the Company.

We are members of Housemark and participate annually in the cost and performance benchmarking exercise. The latest benchmarking information has shown that compared to our ALMO Peer Group our ‘Total Core Housing Management’ direct cost is in the Upper Middle Quartile and our costs compare well across many management functions, with most of them falling in the mid range. 

We use benchmarking information to understand costs, allocate resources to service priorities and to demonstrate how we match company and customer priorities to resources. Our performance system has been improved during the last 12 months and gives timely on line monthly information that can be used to focus attention on areas and opportunities to improve VFM. Through our efficiency savings we have targeted increased resources at improving rent collection and reducing rent arrears and efficiently delivering the Decent Homes Programme. Using the benchmark information, we identified under-resourcing in rent and income collection compared to similar organisations and reprioritised resources to significantly improve performance.

The introduction of a performance related management fee payment between the Company and Council has established that we will receive 50% of the additional rent that we collect over the minimum CPA threshold %. This recognises that increased performance benefits both the Company and Council in terms of generating additional income to be used within Housing. This is paid retrospectively and amounted to an additional payment to the company of £325k in 2008/9.  We estimate that the reward element for 2009/10 will be £350k.

SERVICE LEVEL AGREEMENTS (SLAs)

We have a number of Service Level Agreements providing support as deemed necessary by the Company. All of these SLAs have been reviewed and market tested or renegotiated where the council have been deemed as the sole supplier. There is a rolling programme of reviews of SLAs. The lead officer from the Company attends a quarterly monitoring meeting to monitor progress with the SLA.

INDICATIVE BUDGET FORECASTS 2009/10 – 2012/13

Indicative budget forecasts for the period 2009/10-2012/13 are highlighted below and will be updated annually. 

These forecasts take into account the uncertainty surrounding the costs of some of the financial pressures, and the recognition that further work is required to refine the figures for later periods as more information becomes available and to fit in with any future changes to the Company’s objectives.

Management Fee

	Management Fee
	2008/9
	2009/10 Forecast
	2010/11 Forecast
	2011/12 Forecast
	2012/13 Forecast

	
	Outturn
	£’000
	£’000
	£’000
	£’000

	Income
	
	
	
	
	 

	Management Fee
	13,452
	13,902
	13,466
	13,372
	13,257

	Non-Housing Monies
	352
	361
	370
	379
	389

	Capital Recharge
	3,164
	3,058
	3,000
	2,800
	1,750

	Performance related income
	340
	350
	350
	350
	350

	Other Income
	167
	100
	100
	100
	100

	 
	17,475
	17,771
	17,286
	17,001
	15,846

	 
	
	
	
	
	 

	Expenditure
	
	
	
	
	 

	Central staff costs
	8,035
	8,427
	8,306
	8,207
	7,498

	Central overhead costs
	4,563
	4,516
	4,242
	4,136
	4,033

	 
	12,598
	12,943
	12,548
	12,343
	11,531

	 
	
	
	
	
	 

	Area staff costs
	3,420
	3,546
	3,489
	3,440
	3,127

	Area overhead costs
	1,545
	1,282
	1,249
	1,218
	1,188

	 
	4,965
	4,828
	4,738
	4,658
	4,315

	 
	
	
	
	
	 

	 
	17,563
	17,771
	17,286
	17,001
	15,846

	 
	
	
	
	
	 

	Surplus/(Deficit)
	(88)
	-
	-
	-
	-


	Repairs Fee
	2008/09 Outturn
	2009/10 Forecast
	2010/11 Forecast
	2011/12 Forecast
	2012/13 Forecast

	
	£’000
	£’000
	£’000
	£’000
	£’000

	Income
	
	
	
	
	 

	Repairs Fee
	17,367
	17,659
	17,279
	16,934
	16,595

	Capitalisation
	7,000
	5,000
	4,000
	4,000
	 

	 
	24,367
	22,659
	21,279
	20,934
	16,595

	 
	
	
	
	
	 

	Expenditure
	
	
	
	
	 

	Repairs Costs
	24,367
	22,659
	21,279
	20,934
	16,595

	 
	
	
	
	
	 

	Surplus/(Deficit)
	-
	-
	-
	-
	-


Capital Programme
The revenue impact of the company’s Capital Programme is identified as part of the process and is reflected in the Medium Term Financial Strategy.

The latest forecast capital programme is as follows.

	 
	2008/09 Outturn
	2009/10 Forecast
	2010/11 Forecast
	2011/12 Forecast
	2012/13 Forecast

	
	£’000
	£’000
	£’000
	£’000
	£’000

	 

Capital Programme (excluding Prudential Borrowing)

 
	63,436
	62,628
	23,000
	24,000
	14,000


MEDIUM TERM BUDGET PRESSURES

The delivery of the business plan objectives is dependent on the likely level of resources and associated budgetary pressures.

The key budgetary pressures are as follows:

Objective One

· Ensuring future service demands can be met within the current Housing Subsidy financial framework
· The increased cost of providing a more tailored customer service and how this can be funded from efficiency savings elsewhere
Objective Two

· Ensuring the Major Repairs allowance is sufficient to cover the long term cost of maintaining decency

· The additional costs of sustaining communities

· Ensuring the repairs budget accurately reflects the level of repairs demanded within the repairs policy

· The associated costs of developing new build homes

Objective Three

· Ensuring high quality support to front line services whilst generating efficiency savings

· The up front costs required to retender the repairs service

· Delivering year on year efficiency savings that exceed the existing central government target of 3%, or any new level of efficiency savings set by central government in the future.

HUMAN RESOURCES

A number of our core values reflect the importance we place on our employees.  These are:
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A commitment to all our employees.
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Being motivated, trained and committed across the company.
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Being a listening and learning organisation.

The values are embedded within our culture and place learning and development at the centre of our drive to deliver excellent services, which are efficient and effective 

In summer 2008 we were reaccredited as an Investor in People (IiP).  The report concluded that ”The Gateshead Housing Company has met the requirements of the current version of the IiP standard.  Once again the standard of performance against the Investors in People Standard is exceptional.  The company has excellent systems and processes for communicating with staff at all levels, the training and development processes are well resourced and planned to meet the needs of both the individual and the company”.

“Given the rate and scale of change that the company has experienced over the last two years, it is very commendable that the standard of performance against the current version of the Standard has been seen to be of such a high standard. In particular, it was evident that people have a strong belief that their personal contribution is both valued and recognised by the company.  The IiP assessor commented that “staff are loyal, positive and enthusiastic, many of them commenting that this is an excellent place to work. The move to new premises has had a very positive effect on staff morale and throughout the review almost everyone interviewed was genuinely proud of the Company’s achievements and the progress the company has made since it was established as an ALMO”.

Recruitment and retention of high calibre employees, together with appraisal, learning and development and involvement are all important for the successful delivery of our objectives.  All new employees are provided with a comprehensive induction to their role and to the organisation.

The focus of our future work will be on a balance of skill based and personal development training for all employees.  A management development programme has been introduced and we have developed an in-house mentoring programme to ensure we get the best from our employees and to provide managers with the skills to manage effectively.  We use a variety of mechanisms to communicate with and listen to employees, including a regular employee magazine, team and one to one meetings, employee briefings, an employee feedback and suggestion scheme, employee surveys and an annual employee conference.

During 2009/10 we will build on the work carried out last year to develop a workforce plan to ensure that we can effectively manage the forecast reduction in income over the life of the business plan.

Training:

Our learning and development strategy continues to link the training and development of our employees with the objectives of the company.  It provides the framework for the development of individuals which will promote continuous improvement of services.

Effective training and reskilling employees will become essential if we are to mitigate the impact of the planned reduction in funding.  We have also given a commitment to work towards ensuring that any employees adversely affected by job evaluation are helped via appropriate training and development to compete for vacancies which arise.

Attendance Management

Following the increase in sickness in 2006/07 from 10.5 days to 15.1 days we introduced a range of measures to reduce this, which has resulted in the number of days lost in 2007/8 falling to 12.4 days and a further reduction to 11.1 days at the end of 2008/9.

This has been achieved by introducing a range of work life balance initiatives, relaxing some of the flexi time rules, providing focused training and support to all line managers, running a number of stress awareness courses for all staff and setting up a dedicated performance clinic to look into this complex area.

For 2009/10 we estimate a further reduction in sickness levels to 10 days per employee and during the life of the plan we will continue to work with employees to further reduce the incidents of sickness absence.

Outbased offices

We have completed our work in partnership with the Council to deliver a smaller number of strategically located housing service centres.

Following detailed business analysis and tenant consultation we now have seven strategically located fully DDA compliant offices at:

Blaydon

Dunston

Civic Centre

Felling

Leam Lane

Wrekenton

Birtley

These offices are complimented by an out of hours telephone based advice service operating up to 8.00 pm during the week and to 12 midday on a Saturday.  However, following an analysis of call volumes and following discussions it is clear that there is limited demand for access between 7.00 am and 8.00 pm.  We therefore propose to have telephone based services available until 7.00 pm during the week and 8.00 am to 12 noon on Saturdays.

ICT Resources

We recognise the importance of ICT in delivering high quality value for money services and have approved a bold ICT strategy covering the three years 2007-2010.  

The strategy aims to ensure that ICT sits at the heart of all future developments, adds value and delivers customer orientated services in an efficient manner. The appointment of our Strategic ICT Manager will ensure the delivery of this strategy.

During the life of the last business plan we:

Implemented the Northgate Repairs module

Implemented the new Asset Management System

Developed a new website and a number of associated online services

Upgraded the Northgate server resulting in a 75% improvement in processing time.

The new plan period will see Northgate complaints programme implemented successfully.  We will also develop the Northgate customer relationship module to further enhance customer experience and develop a dedicated board members website.

Equality and Diversity

Our approach to equality and diversity was seen as an area of significant strength by the housing inspectorate.  This covers both the way in which we deliver services and how we operate as an employer.  In 2008/9 the company was judged by the Chartered Institute of Personnel Development to be Employer of the Year in the Diversity in the Workplace category.  This is in addition to the achievement of Level 3 of the Equality Standard for Local Government in the previous year.  (The first ALMO in the country to achieve this).  

The company will continue to be at the forefront of this area of work and we are currently consulting on our draft Single Equality Scheme to ensure every resident and employee gets the same quality service.

	During the life of the business plan the key actions to deliver this strategic objective will include:

· Develop an organisational structure based on the likely level of resources available after 2009/10

· Develop an in-house Project Management Team to deliver investment works post decent homes

· Establish the charitable subsidiary to maximise new build and other opportunities

· Prepare the company for short notice inspections 

· Continue to deliver challenging annual efficiency targets

· Deliver the Northgate Customer Relationship Module




STRATEGIC RISKS

Effective risk management is an essential part of our business planning process.  The Strategic Risk Management Plan identifies for each risk the likelihood, impact and controls needed in the short, medium or long term and set out in action plans to minimise the risk.   Each risk is “owned” by a strategic director who is responsible for monitoring the risk and delivering the identified action plan.  This is an important area for governance and regular position statements are reported to the Board.  
A number of strategic risks that have been identified relate to the company’s internal capabilities and performance and reflect the importance of staying in touch with customers needs and aspirations.  Internal risks are also influenced by our ability to develop and deliver service improvement plans, to successfully secure financial resources and to attract and maintain employees.

The plan also identifies a number of external pressures and highlights the importance of “environmental scanning” as part of our approach to risk management.

The Risk Management Plan is reviewed annually and the internal audit process addresses how we minimise the risks identified within the plan.

	Strategic Risk
	Likelihood
	Impact

	· Reduction in stock / stock availability
· Failure to sustain service improvements
· Failure to achieve delivery of Decent Homes 
· Change of Government policy
· Change of Relationship with Council
· Failure to implement a successful ICT strategy
· Board Capability 
· Insufficient available financial resources
· Failure to continue to engage with tenants
· Failure to recruit and retain suitable employees

	Medium
Medium
Medium
Medium
Medium
Low
Low
Medium
Medium
Medium
	High
High
High
Medium
High
High
High
High
High

High


The risk management plan is attached at Appendix 3
PERFORMANCE MANAGEMENT

PERFORMANCE MANAGEMENT FRAMEWORK

Our commitment to continuous improvement is reflected in a strong performance management culture, where improving services is the focus for every employee. This is used to drive continuous improvement and help to move us towards our goals, through encouraging individual accountability and responsibility for performance.

A clear performance management framework helps each employee understand and recognise their part in contributing to the aims of the company. The framework provides a golden thread linking individual, team and service objectives to the overall objectives for the organisation, identified in the business plan. 




During the last year our performance management framework has continued to develop and strengthen in order to support the company in moving forward to excellence.  

The framework aimed to achieve a number of things:-

· Enable us to embed excellence into all services  

· Use the Housing Key Lines of Enquiry (KLOEs), as a guide, and as a driver for improvement

· Appropriately involve all employees in service improvement and the management of performance across the company

· Provide a record that will evidence trends over time to show how we have developed and improved as a company

The framework covers two dimensions of performance management.

The first dimension involves:

· Identifying performance indicators

· Carrying out measurement

· Comparing data where possible 

· Managing performance from what we learn as a result.

Each service area of the company has ownership of, and responsibility for their particular indicators.   

The second dimension is much wider, covering just about everything we do.

It involves effective planning and service delivery based around the key characteristics of an excellent or three-star organisation, including: 

· Achieving the goals of the company 
· Prioritising our actions based on appropriate research and sound information 

· Ensuring appropriate resources are available to achieve our priorities 

· Ensuring we provide and receive value for money 

· Motivating and managing employees 

· Providing high customer satisfaction

· Continually developing and improving

· Reviewing and learning

Routine performance management is based around these two dimensions.

Dimension 1
Regular written performance updates based on Performance Indicator (PI) measurement require the ‘owners’ of each PI to comment on and explain performance issues.  ‘Performance clinics’ – examine and review areas where performance is weak, to identify options for continuous improvement, and areas where we perform less well to ensure learning.

	PERFORMANCE CLINICS

	Performance clinics are just one element of the company’s performance management framework.  They allow relevant managers to take time out to meet with each other and provide a forum for us to examine in detail an area of our business that would benefit from some additional focus and/or support, to understand areas of good or poor performance and to share good practice and address areas of concern.

Performance Clinics held throughout 2008/9 include:

· Gas Servicing

· Void Management

Importantly the clinics are outcome focused and key improvements as a result include:

· The % of properties with a current annual service is over 99%

· The average time taken to relet has reduced to 35.81 days




Dimension 2
Each service area completes an annual self-assessment update, including details of recent progress.  The assessments include:

· Improving Services 

· Value for Money

· Use of the customer profile

· Access and Customer Care

· Equality and Diversity 

· Involving Customers

· Learning from feedback and from other sources

· Communications activity

· Training activity

· Summary of Performance Indicator issues and trends

From these self-assessments an overall company summary is produced and measured against the KLOEs to give an up-to-date picture of where the company is currently, and where we aim to be during the next year.

Regular self-assessment focuses attention on the need to plan service delivery around the good practice contained within the KLOEs and highlights areas of strength and weakness so that appropriate attention and resources can be channelled into priority areas.

We will be developing an approach which ensures that we are in a state of readiness for Short Notice Inspections.

THE APPRAISAL CYCLE

April

Appraisal


December
June


1-2-1
1-2-1


September


Review

EMPLOYEE APPRAISAL

The performance management framework is underpinned by the appraisal and development process and 1-2-1 progress meetings for all employees.

The appraisal process sets out the individual objectives for the year, including development and training needs. This is reviewed after 6 months to measure progress and re-evaluate targets and development needs.

The 1-2-1 progress meetings are held at least every three months, or more regularly if required to measure progress on key tasks and provide support where needed to enable employees achieve their individual objectives.

In this way, activity is prioritised, ensuring the things that are done are the things that will contribute to the company’s objectives.

In order to make our appraisal framework more accessible we have launched an on-line appraisal facility.

PERFORMANCE INDICATORS

A range of performance indicators enable us to assess performance, identify trends, compare ourselves with others and highlight areas where corrective action is needed.  Performance measures fall into four categories as follows:

National and Local Performance Indicators

The Gateshead Housing Company and Gateshead Council agree top-line

Performance Indicators (PIs) that Gateshead Council includes on its corporate, performance management database and uses to assess the company’s performance. They include national performance indicators and a number of agreed local indicators, giving an overview of customer satisfaction and areas of operational service delivery.

The company and the Council agree relevant future performance targets each year; 

For 2009/10-2011/12

We have reviewed our performance indicators in line with new national indicators introduced from 2008/9.  We have also reviewed a number of our management indicators to ensure that they remain relevant, challenging and realistic.

The targets set reflect our commitment to continuous improvement, and aim where achievable to take performance into the top quartile of all metropolitan authorities over the three-year period.  The targets for the next three years are included at Appendix 4.

During the early part of this business plan we will ensure that the company is ‘oven ready’ for snap inspections by developing a planned approach to service improvement.

The company will develop an organisational structure designed to deliver the challenges post decent homes by effective workforce planning.

Crucially we will continue to explore areas for income diversification including managing homes on behalf of other landlords.

Management Performance Indicators

In addition to the top-line management PIs the Company has developed a range of service indicators, which will give tenants and partners a better indication as to how the company is performing.  

These indicators are as follows:- 

· % of customers paying by  Direct Debit

· % of invoices raised on new sales within 10 working days

· Satisfaction levels of overall service (leasehold)

· Satisfaction levels in terms of value for money (leasehold)

· % of estate tours carried out with residents

· % of home welcome visits carried out within 6 weeks

· Number of Abandoned calls (HomeRepairs)

· Number of calls transferred to voicemail (HomeRepairs)

· Average waiting time for callers in each queue (HomeRepairs)

· Number of new cases opened within period (NRT)

· Number of live cases in period (NRT)

· Number of closed resolved cases in period (NRT)

· Number of closed unresolved cases in period (NRT)

· Number/% of closed resolved cases for each main intervention that lead to case resolution (NRT)
· The top 5% of earners who are women
· The top 5% of earners from ethnic minorities
These indicators cover operational issues in more detail, help managers monitor trends and assist with decision-making and service development. They are set following consultation with tenants and leaseholders.  

Corporate Health Indicators

We have a number of “corporate health” indicators linked to our corporate values. These enable us to assess our responsiveness as an organisation to customers and suppliers, our performance in responding to diversity and in reflecting the community that we serve.

PERFORMANCE MONITORING
Performance is monitored and reported as follows:

· To Gateshead Council – monthly. Company officers meet with the Council to review performance and to agree any action to improve services.
· Quarterly, strategic employees of the company and Council meet to review progress against performance indicators.
· To the board – Quarterly.
· 6 monthly, the company’s performance is scrutinised by the Council’s Place Overview and Scrutiny Committee.
· To tenants - quarterly to tenants associations, and through posters in local offices, the tenants newspaper and the company website.

· To the corporate and senior management teams - monthly.

· To local councillors – quarterly.

Performance against milestones in agreed action plans is monitored regularly through the performance management framework and by lead officers. Overall progress reports are provided on a monthly basis to the corporate and senior management teams. 

BENCHMARKING

Our performance monitoring has an external dimension. We are a member of Housemark and participate in the National ALMO Benchmarking Club. We use the information from benchmarking services and performance with this group and with other comparable organisations, to ensure that we learn from the best performers, and use this learning to continue improving.

LEARNING

One of our key values is “being a listening learning organisation”, and this is embedded in our culture.  We use experience within the company and externally to learn and improve.

Internal Learning

Our performance management framework ensures that feedback from customers, through complaints and compliments, satisfaction surveys and service improvement groups is used to assist learning and to identify where improvements in performance for service development is needed.  Performance clinics also ensure that internal knowledge and expertise is used to support learning and improvement.  The employee Learning and Development Strategy provides a structural framework for individual learning and the employee feedback and suggestions scheme helps to promote a learning culture.

Through our Service Level Agreements with the Council’s internal audit service we provide rigorous challenge in a number of areas that help us to drive forward on service improvements.  The outcomes from these audits are reported to our Value for Money and Audit Committee and provide a further element to internal learning. 

Insights Monitoring 

The Company has agreed an annual programme of customer satisfaction monitoring covering all service areas and has adopted the Customer Insights Model (CIM). The model has five strands that are aimed at ensuring a robust and consistent framework of using customer feedback to inform service development.

 The five strands are:

· Setting clear aims and objectives 

· Research – collecting information from surveys 

· Turning data collected into insight 

· Translating insight into outcomes 

· Monitoring and evaluating effectiveness 

The survey programme and the Customer Insights monitoring form must be completed by lead officers following every survey. CIM monitoring will take place quarterly to ensure that outcomes are recorded and evidence is provided consistently.     

External Learning

A key element of our service review framework is learning from other organisations.  Facilitated reviews engender an external focus and an important element is the identification of positive practice from elsewhere.  The service planning framework includes specific reference to external learning.

A number of organisations have asked to visit the company to look at specific areas including:

· Kirklees Neighbourhood Housing – Homebonus and Homestyle

· Your Homes Newcastle – Performance Information

· A1 Housing (Bassetlaw) – Preparing for inspection

· North Tyneside – Repairs Partnering 

· Accent – Tenant Involvement 

· East Durham Homes – Repairs

· South Tyneside Homes – Repairs and Decent Homes

· Salix Homes – The journey to three stars

Appendix 1

Customer Profile Breakdown

	Main Tenant Only and Excluding Agency
	
	

	
	
	
	

	Ethnicity
	Female
	Male
	Total

	Asian or Asian British Bangladeshi
	4
	4
	8

	Asian or Asian British Indian
	5
	10
	15

	Asian or Asian British Other
	16
	51
	67

	Asian or Asian British Pakistan
	5
	7
	12

	Black or Black British African
	42
	83
	125

	Black or Black British Caribbean
	1
	1
	2

	Black or Black British Other
	7
	11
	18

	Chinese
	7
	8
	15

	Mixed White and Asian
	6
	9
	15

	Mixed White and Black African
	7
	7
	14

	Mixed White and Black Caribbean
	3
	1
	4

	Mixed Other
	8
	9
	17

	Other
	27
	58
	85

	Refused
	10
	9
	19

	Unknown
	6
	2
	8

	White British
	11688
	8374
	20062

	White Irish
	13
	14
	27

	White Other
	81
	97
	178

	Total
	11936
	8755
	20691

	
	
	
	

	Disability
	Female
	Male
	Total

	Wheelchair User
	345
	239
	584

	Mobility Difficulties
	1681
	1498
	3179

	Hearing Impaired/Deaf
	616
	655
	1271

	Visually Impaired/Blind 
	371
	295
	666

	Learning Disability
	90
	129
	219

	Mental Health Issues
	420
	446
	866

	Other
	1194
	1095
	2289

	Total incidences of disability (a customer can have more than one disability)
	4717
	4357
	9074

	
	
	
	

	Age 
	Female
	Male
	Total

	16-24
	625
	213
	838

	25-39
	3020
	1269
	4289

	40-49
	2161
	1316
	3477

	50-59
	1547
	1628
	3175

	60-74
	2270
	2705
	4975

	75+
	2314
	1623
	3937

	Total
	11937
	8754
	20691


Appendix 2

Proposed Programme for Housing Company from 2008/09 to 2011/2012

	Proposed Revised Programme for Neighbourhood Management Area East
	 
	 
	 

	 
	 
	 
	 

	Year 5 2009/10
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Rickgarth
	£13,290.00
	336
	£4,465,440

	Heworth Grange
	£13,290.00
	84
	£1,116,360

	Crowhall Towers
	£13,286.00
	88
	£1,169,168

	Millbrook
	£12,680.00
	58
	£   735,440

	Bill Quay
	£12,170.00
	79
	£   961,430

	Wellington Street
	£13,816.00
	162
	£2,238,192

	Falla Park
	£11,590.00
	90
	£ 1,043,100

	Joyce Close
	£10,890.00
	41
	£    446,490

	Year Total
	 
	938
	£12,175,620

	 
	 
	 
	 

	Year 6 2010/11
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Falla Park
	£11,590.00
	100
	£ 1,159,000

	Millford/Ridgeway
	£12,320.00
	410
	£ 5,051,200

	William Pitt
	£10,440.00
	135
	£ 1,409,400

	Holly Hill 
	£9,040.00
	20
	£    180,800

	Year Total
	 
	665
	£ 7,800,400

	 
	 
	 
	 

	Year 7 2011/12
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Windy Nook
	£8,690.00
	240
	£ 2,085,600

	Bog House
	£4,780.00
	431
	£ 2,060,180

	Old Fold
	£4,050.00
	149
	£    603,450

	Ridley Terrace
	£3,630.00
	53
	£    192,390

	Year Total
	 
	873
	£ 4,941,620

	 
	 
	 
	 

	Proposed Revised Programme for Neighbourhood Management Area South
	 
	 
	 

	 
	 
	 
	 

	Year 5 2009/10
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Springwell
	£12,320.00
	130
	£ 1,601,600

	Acomb Court
	£12,560.00
	77
	£    967,120

	Barford Court
	£12,560.00
	77
	£  3967,120

	Bedale Court
	£12,560.00
	77
	£    967,120

	Elizabethville
	£11,590.00
	181
	£ 2,097,790

	Lyndhurst Upper
	£11,170.00
	171
	£ 1,910,070

	Beacon Lough Lower
	£9,780.00
	141
	£ 1,378,980

	Stretford Court
	£12,560.00
	77
	£    967,120

	Willerby Court
	£12,560.00
	77
	£    967,120

	Ripley Court
	£7,120.00
	77
	£    548,240

	Pleasant Place D
	£5,285.00
	21
	£    111,000

	Year Total
	 
	1106
	£12,483,280

	Year 6 2010/11
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Portmeads
	£10,890.00
	176
	£ 1,916,640

	Wrekenton
	£8,630.00
	329
	£  2,839,270

	Longbank
	£7,900.00
	73
	£     576,700

	Vigo
	£7,260.00
	191
	£  1,386,660

	Year Total
	 
	769
	£  6,719,270

	 
	 
	 
	 

	Year 7 2011/12
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Fell Court
	£14,376.00
	48
	£    690,048

	Beacon Court
	£11,476.00
	48
	£    550,848

	Lough Court
	£7,120.00
	48
	£    341,760

	Lyndhurst South
	£7,260.00
	95
	£    689,700

	Furrowfield
	£6,530.00
	117
	£    764,010

	Kateregina
	£6,530.00
	44
	£    287,320

	Chopwell Gardens
	£3,630.00
	107
	£    388,410

	Year Total
	 
	507
	£ 3,712,096

	 
	 
	 
	 

	Proposed Revised Programme for Neighbourhood Management Area Central
	 
	 
	 

	 
	 
	 
	 

	Year 5 2009/10
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Claremont
	£10,890.00
	119
	    £1,295,910

	Centurion Way
	£10,440.00
	68
	    £  709,920

	Tennyson
	£10,020.00
	68
	    £  681,360

	Marian Court
	£9,580.00
	76
	    £  728,080

	Mount Pleasant
	£7,990.00
	106
	    £ 846,940

	Abbey Court
	£7,990.00
	53
	    £ 423,470

	Ventnor Crescent
	£7,540.00
	75
	    £ 565,500

	Bensham Court
	£6,530.00
	127
	    £ 829,310

	Coatsworth
	£6,530.00
	87
	    £ 568,110

	Regent Court
	£6,030.00
	154
	    £ 928,620

	Warwick Court
	£6,030.00
	114
	    £ 687,420

	Deckham
	£4,780.00
	128
	    £ 611,840

	St Cuthberts Court
	£3,490.00
	85
	    £ 296,650

	Year Total
	 
	1260
	  £9,173,130

	 
	 
	 
	 

	Year 7 2011/12
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Abbot Court 
	£12,926.00
	128
	  £1,654,528

	Monk Court
	£12,926.00
	128
	  £1,654,528

	Chandless
	£10,080.00
	160
	  £1,612,800

	St Mary's Court
	£10,386.00
	128
	  £1,329,408

	Year Total
	 
	544
	  £6,251,264

	Proposed Revised Programme for Neighbourhood Management Area  Inner West
	 
	 
	 

	 
	 
	 
	 

	Year 5 2009/10
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Eslington Court
	£12,926.00
	167
	  £2,158,642

	Dunston Hill
	£11,170.00
	87
	  £   971,790

	Clasper Village
	£10,890.00
	259
	  £2,820,510

	Redheugh Court
	£12,926.00
	167
	  £2,158,642

	Year Total
	 
	680
	  £8,109,584

	 
	 
	 
	 

	Year 6 2010/11
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Swalwell
	£10,140.00
	211
	  £2,139,540

	Victoria
	£10,440.00
	102
	  £1,064,880

	Year Total
	 
	313
	  £3,204,420

	 
	 
	 
	 

	Year 7 2011/12
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Rose Milling
	£8,490.00
	262
	  £2,224,380

	St Marys Green
	£7,120.00
	6
	  £     42,720

	Year Total
	 
	268
	  £2,267,100

	 
	 
	 
	 

	Proposed Revised Programme for Neighbourhood Management Area West
	 
	 
	 

	 
	 
	 
	 

	Year 5 2009/10
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Chopwell
	£12,680.00
	338
	  £4,285,840

	High Spen
	£11,530.00
	114
	  £1,314,420

	Hallgarth
	£11,590.00
	200
	  £2,318,000

	Hallgarth Ph2
	£11,590.00
	250
	  £2,897,500

	Parkhead
	£9,780.00
	277
	  £2,709,060

	Barlow
	£8,690.00
	10
	  £     86,900

	High Crawcrook
	£8,690.00
	40
	  £   347,600

	South Sherburn
	£6,230.00
	115
	  £   716,450

	East Lea
	£13,277.00
	18
	  £   239,000

	Year Total
	 
	1362
	£14,914,770

	 
	 
	 
	 

	Year 7 2011/12
	 
	 
	 

	Estate
	Average Cost
	Number of Properties
	Total

	Bleach Green
	£7,680.00
	185
	  £1,420,800

	Year Total
	 
	185
	  £1,420,800

	 
	 
	 
	 

	
	 
	 
	 


Appendix 3

Risk Management Plan

	OVERALL STRATEGIC RISK

A.
REDUCTION IN STOCK/STOCK AVAILABILITY


	Main Concerns/issues identified relating to risk:

· Continuing sales of houses – reducing.

· Cannot meet demands for specific types of housing.

· Demolitions of houses – reducing.

· Impact of Pathfinder 

· Older Persons Strategy implementation.

· Homeless taking up greater proportion of any available stock

· Possibility of new build
· Impact of the credit crunch

	Assessment of Risk 


Timescale 


 Likelihood/Probability 

Impact

Long Term 



Medium
            
High



	Controls in place

	· Quarterly review with Council of effect on investment programme of sales and demolitions.

· Established links with Housing Market Renewal Pathfinder.

· Implementation of the Older Persons Strategy.

· Three year business plan approved and monitored.
· Application for management accreditation status with the Housing Corporation approved
· Application to become approved partner with the Housing Corporation approved
· Charitable Subsidiary being established to develop new build programme


	OVERALL STRATEGIC RISK

B.
FAILURE TO SUSTAIN SERVICE IMPROVEMENTS 



	Main Concerns/issues identified relating to risk:

· Improve communication framework with employees

· Increasing benchmark/moving target.

· Capacity of organisation to achieve necessary improvements.

· Ability to recruit and retain suitable employees.

· Loss of support of tenants.

· Not keep pace with national housing service improvements.

· Failure of contractors representing the company to provide required service improvements.

· Lack of political support/Council.

	Assessment of Risk

Timescale



Likelihood/Probability

Impact
Short Term




 Medium 


High



	Controls in place

	· Business plan in operation and monitored. 

· Updated business plan being developed – board subgroup meeting regularly

· Performance management framework

· Investors in People standard for employees.

· Annual tenant satisfaction survey

· Development of compacts 

· Local performance reports 

· Learning and Development strategy including training of tenants

· Management of the housing office review and effective communication with customers and stakeholders 
· Awarded excellent three star service with excellent prospects for improvement by the Audit Commission


	OVERALL STRATEGIC RISK

C.
FAILURE TO ACHIEVE DELIVERY OF DECENT HOMES 


	Main Concerns/issues identified relating to risk:
· Insufficient capacity in the construction industry.

· Construction prices increase and outstrip resources.

· Poor performance of strategic partners.

· Confirmation of ALMO monies for 3 years

· Impact of the credit crunch

	Assessment of Risk
Timescale                         Likelihood/Probability                     Impact
Medium Term                                    Medium                             High



	Controls in place

	· Strategic partners appointed to undertake investment works, FHM, MFS and LES.

· Proposed Decent Homes Programme shared with partners enabling them to identify required resources over the full period.

· Comparison of out-turn costs against target costs for each completed estate and profile that over remaining programme.

· Key performance indicators agreed with partners, failure in performance can result in work transferring to another partner.

· Revised Decent Homes Programme to address CLG requirement to extend Decent Homes target beyond 2010 

· Contract documents require strategic partners to develop the recruitment of local labour.

· VFM exercise has resulted in efficiencies savings.

· ALMO (£8.5m) and MRA (£7.5m) monies brought forward from 2010/11 to 2009/10




	OVERALL STRATEGIC RISK

D.
CHANGE OF GOVERNMENT POLICY 



	Main Concerns/issues identified relating to risk:

· Change of housing policies of government.

· No confirmation of final tranche of ALMO funding

· Review of the Housing Revenue Account and self-financing options

· Withdrawal of support for ALMO’s.

· Withdrawal of support for social housing.



	Assessment of Risk

Timescale



Likelihood/Probability

 Impact

Medium Term 



Medium


Medium


	Controls in place

	· Monitor consultations/data on Government proposals and review Corporate Strategies accordingly.

· Member of the NFA (including Chair and CEO on the NFA board)




	OVERALL STRATEGIC RISK

E.
CHANGE OF RELATIONSHIP WITH COUNCIL 



	Main Concerns/issues identified relating to risk:

· Withdrawal of support from Council.

· Conflict of policies with Council.

· Council unhappy with performance of company.

· Withdrawal of political support.



	Assessment of Risk

Timescale



Likelihood/Probability

Impact

Medium Term



Medium


High



	Controls in place

	· Regular meetings between Council and company strategic employees.

· New 5 year management agreement in place (to December 2013)

· Policies and performance developed in partnership with the Council, where appropriate.


	OVERALL STRATEGIC RISK

F.
FAILURE TO IMPLEMENT A SUCCESSFUL ICT STRATEGY 


	Main Concerns/issues identified relating to risk:

· Recruitment of strategic ICT manager

· Reliance on expertise within Council’s ICT service 

· Lack of clarity and performance specification in SLA with Council

· Reliance on operation of housing management system

· Inefficiencies due to lack of integration of systems/data

· Ability to deliver on development projects – CBL/Repairs/CRM

· Introduction of the Company’s Customer Service Strategy and CRM system

· Ability to keep pace with the changing technology  - maximise benefits



	Assessment of Risk

Timescale



Likelihood/Probability

 Impact

Medium Term



Low              


 High



	Controls in place

	· Employee resources allocated to development, implementation and operation of systems

· Regular monitoring of meetings with Council’s ICT service

· ICT Strategy in place

· New ICT Strategic Manager recruited to increase expertise within the department




	OVERALL STRATEGIC RISK

G.
BOARD CAPABILITY  


	Main Concerns/issues identified relating to risk:

· Board members not attending meetings/training

· Inability to fill positions on Board.

· Inappropriate challenge from Board members.

· Conflict within Board.

· Recruitment of tenant directors

· Composition does not reflect the community

	Assessment of Risk

Timescale



Likelihood/Probability

 Impact

Short Term




Low                

High



	Controls in place

	· Training/induction programme for Board.

· Committee membership and involvement.

· Provision of appropriate level and quality of information- Governance Handbook

· Board appraisals.

· Dates of future meetings, work programmes and terms of reference agreed in advance of meetings.

· Additional powers delegated to managers, minimises the risk of inappropriate challenge on matters regarded by the Board as operational.

· Protocol for Board meetings reviewed/updated to ensure they are conducted well, thus maximising likelihood of good attendance and conduct.

· Agreed roles for Chairs of Board and committees to control conduct at meetings and ensure constructive debates and clear decision-making.


	OVERALL STRATEGIC RISK

H.
INSUFFICIENT AVAILABLE FINANCIAL RESOURCES  


	Main Concerns/issues identified relating to risk:

· Falling housing stock, reduced subsidy leading to reduced management fee

· Limited reserves held by the company

· Constraints on Council imposed by operation of HRA – volatility of HRA

· Spending on investment programme greater than available resources

· Future available resources less than assumed

· Pay Awards and price inflation higher than assumed

· Future spending plans underestimated

· Anticipated savings/ efficiencies not achieved

· Budget monitoring not effective

· All MTFS risks not adequately identified



	Assessment of Risk

Timescale



Likelihood/Probability 

Impact

Medium Term



Medium


High



	Controls in place

	· Regular, accurate revenue budget monitoring

· Regular, accurate monitoring of investment programme

· Financial regulations/contract procedure rules

· Systems evaluation by both internal and external auditors 

· Robust insurance arrangements

· Medium term financial strategy


	OVERALL STRATEGIC RISK

I.
FAILURE TO CONTINUE TO ENGAGE WITH TENANTS 



	Main Concerns/issues identified relating to risk:

· Insufficient communication with tenants

· Tenant satisfaction decreases.

· Failure to manage any expectations gap between tenants and reality.

· Unable to shape services without knowing expectations

	Assessment of Risk



Timescale 


Likelihood/Probability 


Impact
Medium Term


Medium



High



	Controls in place

	· Excellent network of local offices.

· Invite tenants to open Board meetings.

· Feedback from local ward surgeries to The Gateshead Housing Company.
· Annual tenants survey
· Annual tenants conference


	OVERALL STRATEGIC RISK

J.       FAILURE TO RECRUIT AND RETAIN SUITABLE STAFF


	Main Concerns/issues identified relating to risk:

· Reliance on market to recruit necessary skills

· Insufficient employee development training

· Possible local shortages in necessary skills due to competition with other housing organisations

· Not keeping pace with other organisations in terms of pay and conditions

· Possible bidding war for scarce skilled and experienced staff

· Inability to maintain necessary service/performance levels

	Assessment of Risk

Timescale



Likelihood/Probability

Impact

Short Term
Medium
 High 



	Controls in place

	· Employee Appraisal and 1-2-1 programme identifying development needs

· Establishment of trainee posts

· Significant increase in training budget

· Working relationship with agencies to meet critical shortages

· A number of WLB policies and initiatives

· New HR advisor appointed on three year contract.


Appendix 4

PERFORMANCE INDICATOR TARGETS 2009/10 – 2011/2012

	Achieving Target
	Not on target

but improved on 08/09


	Not on target

& worse than 08/09



	PERFORMANCE INDICATORS

	Indicators
	Target 2008/09
	Result 2008/09
	Target 2009/10
	Target

2010/11
	Target 2011/12

	Old Best Value Indicator Targets

	BV 63: Energy Efficiency: average 'SAP' rating of dwellings
	70
	72
	
	73
	74
	75

	BV 66a: Percentage of rent collected
	97.75%
	97.79%
	
	97.95%
	98.15%
	98.30%

	BV 66b: Percentage of tenants with over 7 weeks gross arrears
	6.5%
	6.03%
	
	5.5%
	5.1%
	4.7%

	BV 66c: Percentage of secure tenants in arrears that have had a NOSP served 
	28.5%
	27.54%
	
	25.5%
	23.5%
	22.0%

	BV 66d: Percentage of tenants evicted as a result of rent arrears
	0.48%
	0.6%
	
	0.5%
	0.49%
	0.48%

	NI 160: Percentage of tenants satisfied with overall landlord services 
	79%
	77.9%

(Provisional)
	
	- 
	82%
	-

	BV75: Percentage of tenants satisfied with the opportunities for participation 
	66%
	60.9%

(Provisional)
	
	-
	68%
	-

	NI 158: Proportion of non decent stock at start of year
	19.66%


	19.37%
	
	14.56%


	9.63%


	4.87%



	BV 184b: Percentage of change in non-decent stock over year
	26.89%
	30.19%
	
	35%
	50%
	100%

	BV 212: Average time taken to re-let local authority housing
	37
	35.81days
	
	TBC
	TBC
	TBC

	Local Indicator Targets

	G25: Percentage of repair appointment made and kept
	93%


	97.02%
	
	97.5%


	98%


	99%



	Management Indicator Targets

	M1: Rent arrears of current tenants as a proportion of rent roll
	3.35%
	3.0%
	
	2.8%
	2.6%
	2.4%

	M2: Percentage of rent lost through local authority properties being empty
	1.69%
	1.56%
	
	1.55%
	1.52%
	1.50%

	M3a: Percentage of properties with a current annual gas service
	100%
	99.53%
	
	100%
	100%
	100%

	M3b: Percentage of safety checks on solid fuel appliances
	100%
	100%
	
	100%
	100%
	100%

	M4: Percentage of tenants satisfied with the repair service
	95-100%
	95.02%
	
	95.5-100%
	96-100%
	97-100%

	M6: Former tenants arrears as a percentage of rent roll
	2.85%
	3.03%
	
	2.9%
	2.65%
	2.35%

	M7: Former tenant arrears transferred to sundry debtors account


	0.80%
	0.67%
	
	0.79%
	0.78%
	0.77%

	M9: Satisfaction with investment programme works
	85%
	97.22%
	
	97.5%
	97.75%
	98%

	M10: Percentage of emergency repairs completed within timescale
	99.100%
	99.20%
	
	99-100%
	99-100%
	99-100%

	M11: Percentage of urgent repairs completed within timescale
	99.100%
	99.55%
	
	99-100%
	99-100%
	99-100%

	M12: Percentage of routine repairs completed within timescale
	98.5-100
	99.65%
	
	99-100%
	99-100%
	99-100%



	New: % total repairs completed within target
	New
	99.44%
	
	99-100%
	99-100%
	99-100%



	Management Indicator Targets

	M16: Proportion of expenditure on emergency & urgent repairs compared to non-urgent repairs expenditure 


	30:70
	13:87
	
	30:70
	30:70
	30:70

	New: Average end to end repair time
	New
	New
	
	Baseline
	Baseline
	Baseline

	New: % repairs completed right first time
	New
	New
	
	Baseline
	Baseline
	Baseline

	New: % satisfied with the way that their ASB complaint was dealt with    
	New
	Annual Survey
	
	Baseline
	Baseline
	Baseline

	New: % satisfied with the outcome of their ASB complaint
	New
	Annual

Survey
	
	Baseline
	Baseline
	Baseline

	% of ASB cases resolved 


	New
	94.98%
	
	95.5%
	96%
	97%

	Old CPA Indicator Targets

	H4: Urgent repairs completed within Government timescales


	97.5-100
	99.38%
	
	99.5-100%
	99.5 – 100%
	99.5-100%

	H5: Average days to complete non-urgent repairs


	9.5 days
	15.79
	
	9 days
	9 days
	9 days

	Leasehold Indicator Targets

	M21: Service Charge income - % of income collected against debit raised.
	Baseline
	98.03%
	
	98.25%
	98.5%
	98.75%

	M22: Major works income - % of income collected against debit raised  
	Baseline
	78.61%
	
	79%
	79.5%
	80%



	Value for Money Indicator Targets

	VFM1: Achievement of the annual efficiency target
	Baseline
	Yes
	
	Yes
	Yes
	Yes

	VFM2: The overall performance of TGHC in the HouseMark annual cost effectiveness benchmarking exercise
	Baseline
	17th out of 23 Metropolitan ALMO’s 
	
	To Follow
	To Follow
	To Follow

	VFM3: The average weekly costs per local authority dwelling – management.
	Baseline
	£816.23
	
	To Follow
	To Follow
	To Follow

	VFM4: The average weekly costs per local authority dwelling - repairs
	Baseline
	£806.58
	
	To Follow
	To Follow
	To Follow

	Environmental Indicator Targets

	E1: Monitor staff and partner mileage and CO2 emissions
	Baseline
	149.31 g/km Average per employee (TGHC Only)
	To Follow
	To Follow
	To Follow

	E2: Monitor paper consumption
	Baseline
	Under Development
	
	N/A
	N/A
	N/A

	E3: Monitor the quantity of paper recycled
	Baseline
	Under Development


	
	N/A
	N/A
	N/A

	E4: Set up a monitoring programme for company energy use and set targets through the energy KPI
	Baseline
	1,261.57 kg/Co2 per employee
	To Follow
	To Follow
	To Follow

	E5: Establish a company water use KPI and set targets
	Baseline
	4.74m3 per employee
	To Follow
	To Follow
	To Follow


(Indicators where the targets are shown ‘to follow’ are new indicators that are still under development. Further research in relation to the results will need to be undertaken before targets can be set for these.)    
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