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INTRODUCTION

This is our sixth delivery plan and covers the period 2009/10.  This is also the first year of our new business plan which covers the period up to 2013 and this delivery plan includes the detailed actions which will help us to achieve our three strategic objectives:

· Continue to deliver excellent housing services shaped around customers priorities

· Effectively manage housing assets to achieve sustainable homes and neighbourhoods

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

The plan follows the format agreed with the Council and includes the following sections:

· Achievements in 2008/9

· Service Improvements 2009/10

· Performance Management

· Capital Programme 2009/10

· Revenue Budget 2009/10

· Resourcing the Delivery Plan 2009/10

VISION, MISSION AND VALUES

As part of the development of the company’s business plan and following involvement of key stakeholders, tenants and employees we have further refined our vision, mission and values to ensure that they remain relevant and continue to be embedded in all that we do.

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.

Our work is underpinned by a number of core values.

· Being a listening and learning organisation 

· Being honest, accountable and transparent 

· Being motivated, trained and committed 
· Being customer focused

· Being caring and respecting 

· Embracing equality 

· A commitment to all our employees 

OBJECTIVES:

The objectives agreed by the company as part of the business plan 2009-2013 focus on three broad areas:

· People

· Assets and Neighbourhoods

· Resources

The company’s objectives set out a wider role for the company, supporting community and neighbourhood regeneration and shaping future housing provision across the borough. 

· Continue to deliver excellent housing services shaped around customer priorities

The three star award confirms that the company is providing excellent housing services to our customers.  However, we cannot stand still.  We will continue to ensure that services 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.

· 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 £80 million in decent homes and other improvements during 2009/10.

We will also ensure that the decent homes 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.  

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 continuing tight budget.

Options appraisals of a number of sheltered housing schemes and other stock will provide a clear direction for these assets and ensure that we only invest in stock that has a long term future.

Crucially this year will see the Company build new homes for rent 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.

· Secure adequate resources both human and financial to effectively support our business
During the year we will work towards making the company ‘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.

We will also create a charitable subsidiary to ensure that we can maximise the resources allocated to new build.

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

RELATIONSHIP BETWEEN PLANS AND STRATEGIES

In order to focus the company’s activities on delivering these objectives all key actions for the coming year specifically relate to one or more of the key objectives.  Flowing from this are team and individual work plans, thus providing a consistent Golden Thread throughout the organisation.








Gateshead Strategic Partnerships Vision for the Borough is “Local people realising their full potential, enjoying the best quality of life in a healthy, equal, safe, prosperous and sustainable Gateshead“.

The company has a key role to play in realising this vision by providing good quality affordable homes in thriving inclusive and sustainable communities.  

Given that we are embedded in the local community, the company also has a significant contribution to make towards the Comprehensive Area Assessment.

ACHIEVEMENTS IN 2008/9
Clearly the main achievement in 2008/9 was the inspection assessment that the company is providing an excellent three star service with excellent prospects for improvement.

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 8pm 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. 

PROGRESS ON KEY ACTIONS IDENTIFIED IN 2008/9

Last year the company identified a number of key actions aimed at assisting in the delivery of its key objectives.  The majority of these actions have been achieved as the table below highlights:-

	Key Action
	Progress

	1. Become and excellent organisation
· Deliver the improvement priorities identified from the mock inspection

· Develop a comprehensive Customer Service Strategy
· Complete the rationalisation of housing offices to create DDA compliant customer access points and commence compliance work to communal accommodation.
· Rationalise various satisfaction surveys to provide a consistent approach
· Ensure customer profile information is continually updated and used to shape service delivery.
· Improve the point of call service and repairs appointments, and regularly test satisfaction with the repairs service.
· Introduce the repairs diagnostic tool to increase the number of correctly identified repairs
· Ensure Service Improvement Groups involving tenants are introduced across all service areas
· Improve reporting of hate crime and homophobic incidents
· Agree with the Council a clear and funded plan for supported tenancies
· In partnership with the PCT provide a Mental Health worker to improve services for customers
· Introduce a tenants complaint scrutiny panel   
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Progress dependent on introduction of revised procedure

(target May 2009)

	2. Improve the sustainability of neighbourhoods

· Continue the delivery of the decent homes programme delivering it on target and on budget

· Ensure high standard of estate management is applied consistently across the borough

· Identify with tenants projects which will improve the environment
· Agree action plans for at risk estates 
· Continue to influence the Area Forum network as part of the strategic partnership
· Introduce online reporting for anti-social behaviour
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	3. Reshape Provision of Affordable Housing to meet future needs

· Agree with the Council the next phase of the older persons housing strategy
· Develop a strategy for hard to let properties
· Introduce a comprehensive Asset Management Plan in consultation with the Council which maximises the impact of capital and revenue expenditure
· Deliver the programme of works funded through prudential borrowing
· Work towards EMASS accreditation
· Implement Phase 2 of the Kibblesworth Aireys programme
· Continue to develop the company’s approach to new build
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	4. Demonstrate Value for Money and efficiency in all we do

· Revise the VFM Strategy and develop an updated 3 year action plan

· Agree efficiency targets for the year
· Implement an Income Management Strategy
· Carry out a VFM exercise of former tenants arrears process
· Conclude negotiations on the continued collection of water rates
· Agree a new rechargeable repairs process
· Conclude the review of SLA’s
· Implement phase one of the leaseholder management fee increase
· Carry out an analysis of the costs of the HomeChoice Scheme
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	5. Secure the long term viability of the company

· Achieve Housing Corporation Management Accreditation status
· Apply for approved partner status with the Housing Corporation
· Deliver the Middle Management Development Programme
· Agree a Medium Term Financial Plan (MTFP)
· Agree a workforce plan to support the MTFP
· In consultation with tenants and key stakeholders develop a business plan for 2009-2012

	(
(
(
(
(
(



Any actions not fully completed during the year will be included in the relevant service plan for 2009/10 and beyond.

IMPACT ON TENANTS

Progress against the actions in 2008/9 was impressive, importantly though our customers benefitted directly from these actions including:

· More repairs done on time
· More repairs appointments made and kept
· The expansion of the gardening scheme, which now helps over 700 vulnerable tenants and will be expanded further in 2009/10
· Over 10,000 properties are now decent
· Access to housing services beyond traditional office hours
· Introduction of more online services including the ability to report anti-social behaviour online.
PERFORMANCE INDICATORS

Our related performance indicators linked to our strategic objectives present a balanced approach allowing us to assess how the company performed across all services and effectively utilised our resources.

	Strategic Objective


	2008/09

Result
	Trend

	1.
Become an excellent organisation
· Overall tenant satisfaction (Status)

· Satisfaction with opportunities for involvement (Status)

· Rent arrears as a proportion of rent roll

· Repairs satisfaction

· Appointments made and kept
2.
Improve the sustainability of neighbourhoods and communities
· Satisfaction with decent homes

· Percentage of non-decent stock at start of the year

· Average SAP

· Satisfaction with the neighbourhood (Annual Survey)

3.
Reshape the provision of affordable housing to meet future needs

· Average relet times

· Percentage of void properties
	77.9%

(provisional)

60.9%

(provisional)

3%

95.02%

97.02%

97.22%

19.37%

72

92%

35.81 days

1.43%


	











	4.
Demonstrate Value for Money and efficiency in all we do

· Weekly cost of management

· Weekly cost of maintenance

· Achievement of efficiency target (2.5%)

5.
Secure the long term viability of the company

· Percentage of rent collected

· Void loss

· Percentage of leasehold charges collected

· Number of average days sick


	£15.70

£15.51

3%

98.23%

1.56%

86.23%

11.1 days
	Baseline

Baseline

Baseline



Baseline





SERVICE IMPROVEMENTS 2009/10
Our service improvement plans for this year will work towards delivering the key objectives identified in the business plan.

Our plans have clear lead officers and have been developed from the results of: our annual survey; the status survey; feedback from our customer led Service Improvement Groups; the recommendations from the recent inspection report and statutory responsibilities.

Customer Profile

Knowledge of our customers continues to shape our services.

We aim to ensure that services are sensitive to the specific needs of tenants.

Our customer profile information shows that:

· 1.81% of tenants are from a BME Community
· 31% of tenancies include a member who has a disability
· 17.98% of tenants are over 75 years of age
· 57.24% of tenants are women
Customer Priorities

Our 2009 Annual tenant’s and leaseholders survey asked tenants what their top priorities are.

	
	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


We will ensure that the key actions during 2009/10 will address these customer priorities and further enhance our impact as a service provider.

The Annual Survey

Every year we carry out a postal survey of all tenants and leaseholders.  We received 1555 responses (7.24% response rate).  The results help shape our improvement plans.

The annual survey gives us valuable feedback on satisfaction with the services we provide. The results show us 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 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.

Whilst these results show only a small reduction in overall satisfaction, it is important that as a company we double our efforts to ensure that we concentrate on improving the services that tenants tell us are important to them and where they expect better performance.
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We also break down the survey results into neighbourhood and diversity strand level to identify where further targeted action is required.

This shows us that generally, older tenants are more satisfied with their neighbourhood, home and opportunities for involvement than younger tenants.

Similarly tenants from the BME community are less satisfied with their home, and neighbourhood, although they are more satisfied with overall services.

	Key Actions 2009/10

The key actions for 2009/10 directly relate to one or more of our business plan objectives. Each one of the key actions are included in service plans and progress is monitored on our Action Planning system. 

· Continue to deliver excellent housing services shaped around customer priorities
· Respond to the inspection recommendations 
· Consult with tenants on increasing the number of non-payment weeks
· Introduce the first phase of the lettings policy review
· Introduce Tyne and Wear Home exchange
· Extend the Gardening Scheme to include up to 900 members
· Achieve Customer Service Excellence and Centre for Sheltered Housing Accreditation
· Extend the annual tenancy visits programme
· Develop tailored Anti-social behaviour services to support Gateshead’s Alcohol Implementation Plan 
· Effectively manage housing assets to achieve sustainable homes and neighbourhoods

· Continue to deliver 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

· Commence appraisal for future investment requirements of the stock

· Commence first phase of 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
· Secure adequate resources both human and financial to effectively support our business.

· 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

· Introduce the Single Equality Scheme to ensure equal access to services for all 

· Create the Charitable Subsidiary to maximise new build and other opportunities

· Prepare the Company for the introduction of short notice inspections

· Deliver an annual efficiency target of 3.5%

· Deliver the first phase of the Northgate Customer Relationship Management Module.

When developing these actions managers have considered the ICT, communication, financial and equalities impact. As part of the budget setting process decisions as to their relative priority have taken place to be certain that the Company can deliver these actions within budget.




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.

For 2009/10 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.

For 2009/10 we will be launching 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.  These are attached at Appendix 1.
Service Indicators

In addition to the top-line management PIs the Company has developed a range of service indicators which 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.

The targets set reflect our commitment to continuous improvement, and aim 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 1.

For 2009/10

We have reviewed our performance indicators in line with the 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.

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 against National Indicators and agreed local indicators 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 links below will take you to guidance in relation to CIM monitoring, the survey programme and the Customer Insights monitoring form that must be completed by lead officers following every survey. CIM monitoring will take place quarterly by Business Support 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

In early 2009/10 the Company will host a “discovering excellence” day aimed at showing other organisations how the Company was able to achieve excellence.

CAPITAL PROGRAMME 2009/10

Our approach to stock investment was seen as a considerable strength during the inspection.  Our improvement work continues to be well managed, customer focussed and high quality.  The strong partnership with the Council has resulted in the Council providing significant additional investment over and above the decent homes programme to improve sustainability.

Asset Management

The improvement programme was developed on the basis of a full survey of all multi-storey blocks, an audit of Disability Discrimination Act requirements and a 45 per cent survey of a representative sample of the remaining stock.  This information is supplemented by a 100% survey prior to each phase of works.

The Asset Management Strategy (2008-13) was developed jointly with the Council and supports the sustainable community strategy.  It aims to achieve and maintain decency, respond to customer priorities and promote estate sustainability.

The programme of work has been prioritised on the basis of estates which require the most work being done first, with internal and external improvements delivered in a single package.

Customer Focus

Our programme continues to be delivered in a customer focused way.  A compact is in place which outlines our commitments to tenants.

Our liaison officers have specific responsibility for discrete elements of the process.  This ensures customers receive sufficient advance notice of surveys and work due and opportunities to make informed choices about their fittings, finishes and kitchen layouts and have daily contact with a named officer throughout the work period.  Vulnerable customers are identified in advance and can get additional support to pack and move furniture.  All customers are provided with dust sheets and a waste disposal scheme in conjunction with the Council allows them to have unwanted items removed free of charge from their homes during the two weeks before work begins.  

Qualifying tenants receive Homestyle and Homebonus rewards once the work is completed to help customers meet the cost of redecorating.

The customer focus has contributed to continuing high levels of satisfaction with an increase in satisfaction levels from 91% in 2007/8 to 97.22% currently.

Capital Programme 2009/10 

The remaining decent homes programme will be:

	Year


	Up to 2008/9
	2009/10
	2010/11
	2011/12

	Number of dwellings made decent during the year


	5,999
	1,418
	994
	514

	Estimated expenditure 

(£ million)


	234,869
	62,523
	23
	24

	% of stock decent at end of the year
	86.28
	92.89
	97.56
	100


Funding for the programme comes from two main sources.  In 2009/10 the funding profile will be:


£million

ALMO funding
38,500

Major Repairs Allowance (MRA)
24,023

Prudential Borrowing 
20,948

Other

105



83,576

The Homes and Communities Agency have allocated £8.5 million to “bring forward” planned decent homes work expenditure from 2010/11 to 2009/10.  In addition the Department of Communities and Local Government have brought forward £7.5 million Major Repairs Allowance from 2010/11 into 2009/10.

These resources are supplemented by £41m million prudential borrowing which will fund works outside the scope of decent homes including door replacement, bungalow conversions and some new housing provision. £20.948 million of this is available to be invested during 2009/10.

The capital programme for 2009/10 is attached at Appendix 2.

Ensuring Sustainability

Our investment plans up to 2011/12 will have a major impact on the condition of Council housing and the environment of estates across the borough and improve the quality of life and provide a positive impact on health and fuel poverty.  Over £1.9 million will be invested in works to improve estate sustainability in 2009/10.

Energy Efficiency 

Our partnership with Gateshead Warm Zone will enable us to continue works which improve the thermal efficiency of the housing stock.  We estimate that up to £600,000 of Warm Zone funding will be invested in the stock in 2009/10.

In addition we will be progressing the proposal to install combined heat and power in one of our multi-storey blocks in partnership with Community Energy Solutions.

During 2009/10 we will ensure that we put steps in place to effectively manage the projected reduction in resources available.

REVENUE BUDGET 2009/10
Following negotiations with the Council the management fee for 2009/10 will total £31.9 million, comprising £14.3 million, for the management element and £17.6 million for the repairs element.

The fees incorporate the additional costs resulting from job evaluation including a one-off payment for back pay due to employees.

The Council has agreed to set aside a specific development contingency of £300,000 against which the company can bid to fund agreed additional costs for future service improvements.

A further contingency is set aside within the Housing Revenue Account to fund associated risks including any pay award above 2% currently provided for.  In addition the performance reward related to income collection will be drawn from this contingency.

Whilst the fee will allow current services to be maintained in 2009/10 there will be a need during the year to plan for the reduction in decent homes funding.  The Board has agreed a medium term financial strategy covering the period 2008/9 – 2012/13 which identifies the requirement to reduce revenue expenditure.

A copy of the management and repairs budget for 2009/10 is attached at Appendix 2 and 3.

RESOURCING THE DELIVERY PLAN 2009/10
The previous sections on the capital and revenue programme identify the level of financial resources available to the company.  They also highlight the fact that the majority of resources that we deploy are sourced from the Council.

This section highlights our plans for maximising the impact of our resources –financial, human and other resources.

FINANCIAL RESOURCES

REVENUE

The management fee for 2009/10 is made up of £14.3 million for management and £17.6 million for repairs.  The budget for 2009/10 is attached at Appendix 2.

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 continues to set its budgets using a zero based budget approach and all efficiency savings generated are re-invested in front-line services. 

Once the 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 remainder of the Business Plan 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. The repairs budget for 2008/9 is attached at Appendix 3.  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 – 2010 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 was £100 million 40/30/30 for the period 2008/9 – 2010/11.  A final year of funding of £10 million is expected for 2011/12.  However, 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:-



£million

2008/9
£45

2009/10
£38.5

2010/11
£21.5

2011/12
£10

The Major Repairs Allowance (MRA)

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.

The Department for Communities and Local Government have brought forward £7.5 million MRA from 2010/11 into 2009/10, which will significantly increase the level of resources available for investment during the year.

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 second tranche of £21.4 million will be invested in agreed works during 2008/9 – 2010/11.

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 Council 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 on income for the 3,000 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 the 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.  

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 efficiency target for 2009/10 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 9,600 energy efficient measures and over 50,400 energy efficient light bulbs have been installed for our customers. 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

· Print 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 process is based on a zero based budget basis. 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 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. The agreement is 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.

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.
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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.

Our Learning and Development Strategy links the training and development of employees, stakeholders and our partners with the business objectives of the company.  It provides the framework for the development of individuals, which will promote continuous improvement of the service.

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 the course of this year 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 next three years.

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.

We have doubled the resources for training from £50,000 in 20078 to £100,000 2008/9 we will again increase the training budget to £145,000 to ensure we train and develop employees effectively.  

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 just over 12 days and to 11.16 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.

Outbased offices

We have completed our work in partnership with the Council to deliver a smaller number of strategically located accessible 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 currently 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 7.00 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 2008/9 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.

During 2009/10 we will ensure that the Northgate complaints programme is implemented successfully.  We will also develop the Northgate customer relationship module to further enhance customer experience.

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).  

During 2009/10 the company will continue to be at the forefront of this area of work and early in the year we will be consulting on our draft Single Equality Scheme to ensure every resident and employee gets the same quality service.

Management Agreement

In May 2008 the company and the Council renegotiated a new five year management agreement covering the period 1 January 2009 to 31 December 2013.  This had allowed the company to develop a business plan covering the same period.  This will give the company, tenants, the Council and partners clarity about what we hope to achieve.

Appendix 1

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
	
	35 days
	34 days
	33 days

	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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	THE GATESHEAD HOUSING COMPANY 

CAPITAL BUDGET 2009/10

	SCHEME HEADING
	BUDGET
	NOTES

	Decent Homes
	
£52,570,000
	£38.5 m ALMO funding

	Decent Homes Sustainability
	
£1,925,000
	5% of the ALMO funding 

	Revenue Support
	
£5,000,000
	

	One off central heating replacement
	
£1,450,000
	

	Lifts
	
£320,000
	Ongoing programme of lift replacements

	Warden Call
	
£200,000
	

	Security & Environmentals (excluding Pathfinder)
	
£150,000
	

	Sheltered Communal Area refurbishment
	
£200,000
	

	Multi-storey refurbishment
	
£263,000
	

	One off structural repairs
	
£250,000
	

	Demolitions
	
£100,000
	

	Preparation of future schemes
	
£200,000
	

	External Funding
	
	

	SUB TOTAL
	
£62,628,000
	

	Prudential Borrowing Schemes
	
£20,948,000
	

	TOTAL
	
£83,576,000
	


	2009/10 DECENT HOMES PROGRAMME


	Neighbourhood 
Management Area
	Properties
	Budget

	
	
	

	East
	
	

	Estate
	
	

	
	
	

	Rickgarth
	336
	4,465,440

	Heworth Grange
	84
	1,116,360

	Crowhall Towers
	88
	1,169,168

	Millbrook
	58
	735,440

	Bill Quay
	79
	961,430

	Wellington Street
	162
	2,238,192

	Falla Park
	90
	1,043,100

	Joyce Close
	41
	446,490

	
	
	

	Sub Total
	938
	12,175,620

	South
	
	

	Estate
	
	

	
	
	

	Springwell
	130
	1,601,600

	Acomb Court
	77
	967,120

	Barford Court
	77
	967,120

	Bedale Court
	77
	967,120

	Elizabethville
	181
	2,097,790

	Lyndhurst Upper
	171
	1,910,070

	Beacon Lough Lower
	141
	1,378,980

	Stretford Court
	77
	967,120

	Willerby Court
	77
	967,120

	Ripley Court
	77
	548,240

	Pleasant Place D
	21 
	111,000

	
	
	

	Sub Total
	1106
	12,483,280

	Central
	
	

	Estate
	
	

	
	
	

	Claremont
	119
	1,295,910

	Centurion Way
	68
	709,920

	Tennyson
	68
	681,360

	Marian Court
	76
	728,080

	Mount Pleasant
	106
	846,940

	Abbey Court
	53
	423,470

	Ventnor Crescent
	75
	565,500

	Bensham Court
	127
	829,310

	Coatsworth
	87
	568,110

	Regent Court
	154
	928,620

	Warwick Court
	114
	687,420

	Deckham
	128
	611,840

	St Cuthberts Court
	85
	296,650

	
	
	

	Sub Total
	1260
	9,173,130


	Neighbourhood 

Management Area
	Properties
	Budget

	Inner West
	
	

	Estate
	
	

	
	
	

	Eslington Court
	167
	2,158,642

	Dunston Hill
	87
	971,790

	Clasper Village
	259
	2,820,510

	Redheugh Court
	167
	2,158,642

	
	
	

	Sub Total
	680
	8,109,584

	West
	
	

	Estate
	
	

	
	
	

	Chopwell
	338
	4,285,840

	High Spen
	114
	1,314,420

	Hallgarth
	200
	2,318,000

	Hallgarth Ph2
	250
	2,897,500

	Parkhead
	277
	2,709,060

	Barlow
	10
	86,900

	High Crawcrook
	40
	347,600

	South Sherburn
	115
	716,450

	East Lea
	18
	239,000

	
	
	

	Sub Total
	1362
	14,914,770

	
	
	

	TOTAL
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	THE GATESHEAD HOUSING COMPANY

2009/10 MANAGEMENT BUDGET

	
	
	
	
	
	

	Revenue
	20008/09 
Outturn
	
	2009/10 
Outturn
	
	Narrative 

	
	£000’s
	
	£000’s
	
	

	INCOME
	
	
	
	
	

	Management Fee
	    13,804
	
	     14,261 
	
	As agreed with the council

	Officer Costs


	     3,164 
	
	      3,058 
	
	In line with the budgeted capital programme

	External Funding
	        167 
	
	         100 
	
	Estimated income

	RAIT
	        340 
	
	         350 
	
	Provided by the council within the HRA contingency reserve

	Total Income
	17,475
	
	     17,769
	
	

	
	
	
	
	
	

	Employee Costs
	
	
	
	
	

	Total Employee Costs
	    11,445 
	
	     11,953 
	
	Based on an increase of 2% and full establishment

	
	
	
	
	
	

	Overhead Costs
	
	
	
	
	

	Total Overhead Costs
	     6,108 
	
	      5,816 
	
	Based on a zero based budget approach

	
	
	
	
	
	

	Management Surplus/(Deficit)
	      (88) 
	
	                    - 
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	Repairs
	
	
	
	
	

	
	
	
	
	
	

	Management Fee
	    17,367 
	
	17,524
	
	As agreed with the council

	Capitalisation
	     7,000 
	
	5,000
	
	Based on capital programme

	
	
	
	
	
	

	Repairs Spend
	    23,367 
	
	22,524
	
	

	
	
	
	
	
	

	Management Surplus/(Deficit)
	                   - 
	
	                    - 
	
	


	THE GATESHEAD HOUSING COMPANY

2009/10 MANAGEMENT BUDGET

OTHER RUNNING COSTS

	Key HQ Overhead Costs
	
	
	
	
	
	

	
	Outturn

2008/09
	Budget 2009/10
	
	
	
	

	
	
	
	
	
	
	

	Choice Based Lettings
	246
	192
	Budget reduced due to efficiency savings expected

	Communication & Consultation
	328
	340
	Calculated on a zero based budget, taking into account service plan priorities

	Tenant Involvement
	26
	32
	
	
	
	

	Equality & Diversity
	22
	28
	
	
	
	

	Health & Safety
	29
	12
	Reallocation of costs
	
	

	Review & Consultancy
	116
	76
	Increased costs in forecast due to consultancy re inspection

	Rent
	601
	601
	
	
	
	

	Depreciation
	211
	253
	
	
	
	

	Council Tax on Voids
	195
	220
	
	
	
	

	NNDR
	116
	125
	
	
	
	

	Giro & Cash Collection
	147
	150
	
	
	
	

	Legal Services
	158
	138
	
	
	
	

	Service Level Agreements
	772
	791
	
	
	
	

	Insurance
	228
	144
	
	
	
	

	ICT Hardware, Software & Support
	390
	350
	
	
	
	

	Staff Advertising
	8
	7
	
	
	
	

	Equipment Purchases, Supplies & Services
	82
	183
	Increased number of accreditations and one-off costs budgeted for

	Car Allowance & Travel
	130
	126
	Calculated on a zero based budget

	Telephone, Stationery & Postage
	209
	193
	Calculated on a zero based budget

	Learning & Development
	146
	145
	Maintaining a high level of training programmes for staff.

	
	
	
	
	
	
	

	
	     4,160 
	    4,106 
	
	
	
	


Appendix 4

THE GATESHEAD HOUSING COMPANY 

2009/10 REPAIRS BUDGET

	REPAIRS
	
	Outturn Spend 2008/09
	Budget 
2009/10
	Narrative

	
	
	£000’s
	£000’s
	

	Income
	
	
	
	

	Repairs Fee
	
	17,367
	      17,524 
	As agreed with the Council

	Capitalisation
	
	7,000
	       5,000 
	This is in line with the Capital Programme

	
	
	24,367
	22,524
	

	
	
	
	
	

	Expenditure
	
	
	
	

	Fixed Costs (Contractors' Preliminaries)
	
	3,172
	3,200 
	

	Responsive
	
	10,396
	10,250
	This reduction reflects the expected reduction in the volume of repairs and relets

	Relets
	
	6,992
	5,000 
	

	Cyclical Repairs
	580
	500
	

	Water Hygiene Testing
	
	205
	150 
	

	Painting/Prior to Painting
	
	1163
	1,139 
	

	Gas Servicing
	
	1200
	1,025 
	

	Electrical Circuit Testing
	
	13
	50 
	

	Solid Fuel Testing
	
	-
	10 
	

	Lift Maintenance
	
	197
	135 
	

	Security
	
	164
	150 
	

	Environmental Works
	
	256
	200 
	

	Energy Performance Certificates
	
	29
	50 
	

	
	
	24,367
	22,524
	

	
	
	
	
	

	Repairs Surplus/(Deficit)
	
	0 
	0 
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Sustainable Community Strategy – Vision 2030


Sets out the long term vision for Gateshead





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





Company Delivery/Business Plan


Covers development of the company and contains strategic objectives





The Gateshead Housing Company Business Plan





Service Specific Plans for Improvement











Performance Targets 








Individual Targets
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