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INTRODUCTION

This is our seventh delivery plan and covers the period 2010/11.  The 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 2009/10

· Service Improvements 2010/11
· Performance Management

· Capital Programme 2010/11
· Revenue Budget 2010/11
· Resourcing the Delivery Plan 2010/11
2010/11 will be a challenging year for the company.  There are a number of challenges which the company must address including:
· The reduction in fee income

· The impact of the economic recession

· Developing the local offer as part of the Tenant Services Authority standards framework

· Working with the Council to assess the benefits that the Self Financing Housing Revenue Account could bring, and

· The long term investment needs of the stock

· Retendering of the repairs and investment programmes

The company again has the opportunity of “Shaping the Future” of housing in Gateshead, and working closely with the Council and tenants.  Actions taken this year will provide a launching pad for this transformation.

VISION, MISSION AND VALUES

As part of the development of the company’s business plan and following involvement of key stakeholders, tenants and employees, our vision, mission and values were amended last year 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:

· Customers 
· Assets and Neighbourhoods
· Resources

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

· Continue to deliver excellent housing services shaped around customer priorities

The company will launch and embed the new ‘Guide to the services you can expect from the Gateshead Housing Company’.  This guide, developed with the involvement of customers will clarify the standards that customers can expect from all services, and will be part of the local offer to tenants as required by the Tenants Services Authority.  Tenants will be involved in the development of the annual report to tenants due in October 2010.
· Effectively manage housing assets to achieve sustainable homes and neighbourhoods

This year will see the decent homes programme enter its final two years.  The size of the programme will reduce from over £60 million last year to £28 million this year and a further £10 million reduction in 2011/12.  In order to maximise value for money work in the south neighbourhood will be accelerated and completed in 2010/11.  By the end of the year all sustainable housing in three neighbourhoods will have achieved the Gateshead Standard.
Working with the Council we are currently reviewing the repairs contract and adaptation policy to ensure that we can maximise efficiencies brought about by retendering of these services.  As a result of these pieces of work the repairs contract was extended for up to 2 years from April 2010.

A key area of work, again in partnership with the Council will be to consider the potential benefits that the Self Financing Housing Revenue Account offer could provide for future investment needs of the stock and for an ongoing new build programme.

· Secure adequate resources both human and financial to effectively support our business
The reduction in fee income, as a result of the decline in capital investment work, will mean that the company must reduce expenditure in order to have a viable future.  Whilst managing stock for other landlords and opportunities arising from the Council’s Big Idea Joint Venture Vehicle may derive some income benefits it may not be sufficient to bridge the gap between costs and income.

We will continue to ‘wring’ efficiencies out of everything we do to ensure that we can continue to deliver excellent services within reduced resources.
Whilst we have created significant savings in 2009/10 we will continue to closely monitor expenditure during the year and develop a transformed organisation which will be leaner and fitter in order to meet the challenges we will face post-decent homes.
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 2009/10
Our services continued to develop during 2009/10 in line with customer priorities identified as part of the 2009 survey.  Importantly the work of the Service Improvement Groups continued to drive services forward and they were instrumental in developing the draft service standards guide launched in April 2010.

Achievements during the year can be linked to each of our strategic objectives:

· Continue to deliver excellent housing services

Our main contact with tenants is via our repairs service, with around 80,000 repairs orders being raised annually.  Following an assessment of the staffing levels required in the Home repairs reporting service we were able to significantly improve our call handling times.  This has positively impacted on the satisfaction with the repairs service increasing from 95% in 2008/09 to 97.5% in 2009/10.  Whilst these are positive areas of performance the impact of the severe winter resulted in a number of performance targets being marginally missed during that period despite increasing the number of operatives handling calls and carrying out repairs, however by the year end the targets for dealing with emergency and urgent repairs was achieved.

Our extended out of hours telephone service continues to give customers access to advice on a range of services.

Tenants continue to tell us that a well maintained environment outside of the home is important.  In response to this we have increased our visibility on estates undertaking over 870 estate tours.  In addition there is now an online facility for customers to report estate issues to us.

Working in partnership with the Council and customers we have delivered 64 neighbourhood pride projects across the borough.  Examples of schemes completed include: clean up days; flower bed improvements; bin store improvements and improvements to communal seating areas.  We have also developed and completed around 20 design out crime schemes to support estate sustainability and to help tenants feel safer in the home and on their estates.  Examples include: providing locks on letter boxes and installing fencing to act as a deterrent for youths to congregate.  In partnership with the Council’s Local Environmental Services we submitted an application to Keep Britain Tidy for Best Supporting Authority Award for the clean up events, reaching the finalists stage.  

Phil Barton, Chief Executive of Keep Britain Tidy commented: 


“The outstanding achievement of your organisation has not gone unnoticed.  We have been so impressed with your efforts that you reached the final three out of thousands of entries.  Although your organisation missed out being the winner, we want to heartily commend you and your exceptional efforts”.

We were recently inspected and achieved exemplary status for the Cleaner Safer Greener Quality Mark.

Our work on supporting vulnerable tenants continues to develop.  We have implemented phase two of the Customer Contact Visit Programme.  This programme aims to visit 2000 tenants over a two year period, focusing on tenants who are over 70 years old living in houses and maisonettes and over 75 years old in flats.

· Effectively manage housing assets to achieve sustainable homes and neighbourhoods
By the end of the year 20,000 properties had met the decent homes standard, and over £65 million had been invested in the stock during the year.  
Work started on the Kibblesworth New Build programme which will create up to 154 new homes in the village of which 94 will be affordable.  The company is also delivering the Council’s HCA funded new build programme with schemes at Harlow Green, Birtley and Blaydon commencing during the year.

The company started work to build 3 larger family homes at High Lanes, Felling.

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

A number of minor organisational changes continued to deliver the modernisation of services.  Additional resources were invested in the repairs reporting service in order to improve call handling times.  Following negotiations with the Council agreement was made to front fund increased staffing in the former tenants team up to good practice levels, with continued funding being dependent on the service covering the costs.  Significant negotiations with caretakers and concierge and customers in high rise blocks took place on proposals to modernise the service and reduce the number of standby hours.


Our focus on work life balance for employees has resulted in sickness levels reducing with a year end result of 10.37 days per employee, whilst just off target was a significant improvement over the last two years.


The setting up of the Keelman Homes charity was a significant milestone, and a key element of the company’s plans to build new homes.

Over 60 managers achieved a level 3 accreditation following our in-house middle management development programme – giving the tools to manage more effectively.  


Our focus on effective appraisal and performance management resulted in continued improvements of the majority of our targets.


The company continued to receive national recognition for specific services including the winner of the 2009 NFA Best Community Initiative Award for the Community Fund.  


We also started to manage properties on behalf of Fabrik (a Teeside Housing Association) at Staiths South Banks, Dunston.  Whilst the number of properties managed is low this introduces some welcome income diversification for the company.

PROGRESS ON KEY ACTIONS IDENTIFIED IN 2009/10
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

	· 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 

	Partially
(
(
(
(
Partially

(
(


	· 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

	(
Priority for 2010/11

(
In progress

In progress
(
(
(
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	· 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.
	In progress
(
(
(
(
(
In progress



Those actions not fully achieved were as follows:
· Respond to inspection recommendations
Whilst substantially completed two of the recommendations required more detailed work.  The first relates to the need to develop comprehensive service standards for all services.  With the introduction of the TSA’s standards framework the decision was taken to delay the introduction of the service standards until more detail on the TSA standards was available.  The service standards will be launched on 1 April 2010.  The second relates to a costed programme for sheltered housing.  Consultation on phase one has been completed and a way forward agreed for each scheme.  Consultation on phase 2 will commence during 2010/11.

· Achieve Customer Service Excellence and Centre for Sheltered Housing Accreditation
Sheltered Housing accreditation was gained in March 2010.  Given that the new service standards are to be introduced in April 2010 we will work towards achievement of Customer Service Excellence accreditation during 2010/11.  This will allow a period of assimilation of the standards across the company.

IMPACT ON TENANTS

Progress against the actions in 2009/10 was impressive, importantly though our customers benefitted directly from these actions including:

· More repairs appointments made and kept
· The expansion of the gardening scheme, which now helps 850 vulnerable tenants 
· Over 20,000 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


	Target
	2009/10

Result
	Trend

	1. Continue to deliver excellent housing services shaped around customers priorities

· % Of repair appointments made and kept

· % of emergency repairs completed within timescale

· % of urgent repairs completed within timescale

· % of routine repairs completed within timescale

· Tenant satisfaction with the repair service
	97.5%

99-100%

99-100%

99-100%

95.5-100%
	98.98%
99.00%
99.77%

99.91%

97.51%
	





	2. Effectively manage housing assets to achieve sustainable homes and neighbourhoods

· Satisfaction with investment programme
· % of non decent council homes
· Average SAP
	97.5%

7.11%

66
	98.73%

7.03%

66
	



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

· Achievement of the annual efficiency target

· The average weekly costs per local authority dwelling – management fee paid to TGHC
The average weekly costs per local authority dwelling – responsive repairs carried out by TGHC
	3.5%

Baseline

Baseline


	4.07%
£12.36

£6.13
	
Baseline

Baseline


SERVICE IMPROVEMENTS 2010/11
Our service improvement plans for this year will continue to work towards delivering the key objectives identified in the business plan.

These plans have clear lead officers and have been developed from the results of previous annual surveys, the status survey, feedback from our customer led Service Improvement Groups, and evaluation of tenant feedback from various other routes during the course of the year. This has been further informed by continuing discussions with the Audit Commission about progress against their recommendations following our successful reinspection in 2008. Our priorities for 2010/11 also reflect the outcomes from dedicated sessions with Board Members and Corporate and Senior Management Teams. 

Customer Profile

Knowledge of our customers continues to shape our services and we take every opportunity to capture or refresh our customer profile information. Using the information we hold helps us to ensure that services are sensitive to the specific needs of tenants.

As at the end of 2009/10 our customer profile information shows that:

· 2.01% of tenants are from a BME Community
· 27.36% of tenancies include a member who has a disability
· 18.91% of tenants are over 75 years of age
· 57.85% of tenants are women
The Annual Survey

The last annual survey was carried out in February 2009 and was distributed to all tenants together with the Company newsletter. The leaseholder survey was distributed the following week.   We received 1555 responses (7.24% response rate) and we used the results to help shape our improvement plans for 2009/10.

The annual survey gives us valuable feedback on satisfaction with the services we provide. The results for 2009/10 showed us that 88 percent of tenants who responded were satisfied with their home which is the same result as the previous year, and 93.1% believed that their rent represented good value for money (compared to 92.42% in 2008).

The 2009/10 results also showed 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 was 93.5% a reduction of 2.5%
We were also able to break down the survey results into neighbourhood and diversity strand level to identify where further targeted action was required. This analysis continued to show us that generally, older tenants were more satisfied with their neighbourhood, home and opportunities for involvement than younger tenants. Similarly tenants from the BME community were less satisfied with their home, and neighbourhood, although they were more satisfied with overall services. We have been working with these groups to explore and address their dissatisfaction.

Customer Priorities

Our 2009 survey also asked tenants what their top priorities were and the following table set out what tenants said and their satisfaction levels at that time.

	
	2009 Survey
	2009 Satisfaction Survey Results

	Priority 1


	Repairs done quickly and well
	82.06%

	Priority 2
	Well maintained environment outside the home
	84.42%

	Priority 3
	Enquiries dealt with at the point of contact
	83.78%


We will ensure that the key actions during 2010/11 continue to address these customer priorities but we will also take into account the findings of our 2010 survey which has been rescheduled for May 2010 and will be in a new postcard format but will still seek the same key information from tenants and leaseholders. Once analysis of the returns has been carried out the findings will be compared with our identified priorities which will be adjusted as necessary.

The Six Month Reality Check

As part of our ‘Opportunity Knocks’ Involvement Week in October 2009 we asked tenants to tell us about the progress we’ve made in key areas across the company.  The ‘BIG’ questions focused on the following themes:

· Home Repairs

· Anti-social behaviour

· Opportunities to improve services

· Investing in homes and estates

· Meeting customers needs

· Getting housing queries answered first time.

Over 700 tenants completed the survey and the results showed that overall tenants feel that the company has made a lot of progress across services.
Some key statistics are as follows:

90% 
of respondents thought that there had been improvements in the Home Repairs Service

86%
of respondents thought that there had been progress in protecting residents from crime and anti-social behaviour 
89%
of respondents thought that there had been improvements in opportunities to get involved

75%
thought that progress had been made in investing in homes and estates

86%
thought that progress had been made in meeting customers many different needs and
73%
thought we had made progress in getting queries answered first time

These results at the half year stage whilst positive highlight some areas where we need a greater focus in the future.
	Key Actions 2010/11

The key actions for 2010/11 directly relate to one or more of our business plan objectives. Each action has a specific lead officer, and is included in service plans and progress is monitored on our Action Planning system. 

· Continue to deliver excellent housing services shaped around customer priorities

· Launch and embed the new ‘Guide to services you can expect from the Gateshead Housing Company’ as the TGHC local offer

· Work towards customer service excellence accreditation, including implementation of customer contact monitoring
· Take part as a pilot in the new IDeA equality standard for ALMOs

· Produce the first annual report to tenants in October 2010 as part of the TSA standards framework.
· As part of Estate Tour programme we will introduce, 'Estate Grading' which will involve customers and employees assessing the condition, environment, grounds maintenance, cleaning and wider issues affecting estates. 
· Implement the new lettings policy
· Effectively manage housing assets to achieve sustainable homes and neighbourhoods

· In partnership with the Council conclude the review of repairs and adaptations service and commence the retendering process

· Establish an in-house project team to develop a post decent homes investment delivery team

· Embark on consultation on phase 2 of the Sheltered Housing Programme

· Consult with tenants at Chandless Estate following Council approval of the preferred option

· Agree with the Council a 30 year asset management plan

· Deliver the decent homes programme for 2010/11

· Agree a prioritised fire safety programme in multi-storey blocks in consultation with the Fire and Rescue Service

· Implement the planned maintenance module and asset management database

· Deliver the new build housing programme for TGHC, Keelman Homes and the Council

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

· Explore new business opportunities, including new build and managing on behalf of others

· Continue to develop the company structure to shape the future for implementation by March 2012

· Prepare the company for short notice inspections and the new regulatory framework
· Continue to achieve efficiency targets

· In partnership with the Council undertake a study of the self financing option for the Housing Revenue Account

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
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 to 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.

PERFORMANCE INDICATORS AND SERVICE STANDARDS

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

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 Standards

In addition to the top-line management PIs the Company has developed a range of service standards, covering all of the Company’s services which give tenants and partners a better indication as to how the company is performing.  

The standards cover the following service areas: 

· Customer Service

· Customer Involvement

· Applying for a home (HomeChoice)

· Viewing a home

· Signing the tenancy agreement and moving in

· Rent Payments and Advice

· Home Repairs

· Gas and Solid Fuel Servicing

· Home Improvements

· Estate Services

· Aids and Adaptations

· Sheltered Housing

· Communal areas and multi-storey blocks   

· Managing Tenancies and Anti-Social Behaviour

· Finding a new home or assigning a tenancy to someone else

· Ending a tenancy

The standards cover operational issues in more detail, help managers monitor trends and assist with decision-making and service development. They were set following consultation with tenants and leaseholders. 

The company will also check with customers to ensure that it is meeting the standards, for example by conducting short satisfaction surveys. The surveys will only ask relevant questions to help maintain and improve the standards. 

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.

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, the tenants newspaper and the company website.

· To the corporate and senior management teams - monthly.

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. 

We continue to be members of Housemark and participate in the National ALMO Benchmarking Club which helps us to compare our performance with the best.

Our Leasehold service benchmarks itself against other organisations outside of Housemark as well as those ALMOs within the benchmarking club and we are also members of an Environmental Best Practice Benchmarking Group for registered social landlords.

Housemark are also currently introducing a ‘local offer’ tracking service in response to the TSA’s recently approved regulatory framework and we have joined that too.
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.

We have also introduced a network of Environmental Champions across the company who help us to develop appropriate responses in our drive to achieve environmental excellence as part of our aim to secure ISO 14001 Environmental Management System certification. Our response to environmental excellence is also informed by employees and tenants being able to email us directly via a dedicated ‘green@’ mailbox. 

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. 

Customer Satisfaction Monitoring 
The Company has developed a framework in which customer satisfaction will be collated and monitored and this will cover all of the areas included within our Service Standards.  This will enable us to use customer feedback to inform service development in a consistent and robust way. 

We have developed a range of surveys which will enable us to collect satisfaction data and any feedback on areas for improvement which we will focus on.  This feedback will be reviewed by our officers to determine whether it can be incorporated into service improvements and the results of this review will be reported back to customers with details of the outcomes of their feedback.

Satisfaction surveys have been developed in line with our customers and a timetable for the collection of satisfaction has been developed to ensure that we keep the number of surveys or questionnaires to a reasonable level and only ask relevant questions to help us maintain and improve our standards.

Our annual survey will allow us to gauge overall satisfaction with our services and we have also developed more specific surveys to enable us to focus on any areas for improvement.

The framework in relation to the specific surveys consists of:

· Service standards including our aims and objectives

· Satisfaction surveys will be carried out and results collected 

· Each service will identify any service improvements collated as a result of what our customers are telling us

· The outcomes of the service improvement will be included within our Service Improvement Plans

· These outcomes will be reported on a yearly basis and fed back to customers through the newspaper and on our website.
External Learning

Learning from others outside the company has always been important to us as we have searched for better ways to deliver services to our tenants. Under the new TSA Regulatory Framework this will take on even greater importance as the TSA expects that we will proactively seek out self-improvement, learning and indeed scrutiny from other organisations within and outside of the housing sector.

During the previous year we visited or consulted with a number of organisations seeking out better practices and in return hosted visits from organisations wishing to learn from us. 

Learning from Others:

· Tristar, Stockton – Standards, Surveys and CRM

· Leicester HA - CRM

· Genesis, London – CRM

· YHN, Newcastle – CRM 
· Your Homes Newcastle  - Kibblesworth New Build Programme (Procurement and tender process for appointing new build contractors

· Your Homes Newcastle  - Neighbourhood Pride (Schools projects initiative to tackle dog fouling) 
· Telephone consultation with Brent, Aire Valley Homes, Leeds, Kirklees, and Derby Homes – Collating statistics, telephony and benchmarking

· Brent Housing Partnership,  North Tyneside Homes -  Estate Tours (including estate grading) 
· Brent Housing Partnership - ENCAMS Cleaner, Safer Greener accreditation 
· Housemark Estate Services Club – Estate Grading

· Broadacres Housing Association – Housing Management Review

· Gentoo HA - Kibblesworth New Build Programme ( Site visit with tenants to examples of  new developments and decant programmes) 

Others learning from us:

· Joint Open Day with Audit Commission – Discovering Excellence Workshops

· Stockport – Complaints and Standards

· Homes for Northumberland – Standards

· 2010 Rotherham – Three Star Excellence

· North Tyneside Homes, South Tyneside Homes – Estate Grading
· South Tyneside -  Estate Tours (including estate grading)
· Keep Britain Tidy organisation, other local authorities, housing organisations and other agencies.  We presented at a workshop at 2010 Keep Britain Tidy conference  - sharing our good practice and opportunity to learn from others about their environmental projects.
· Broadacres Housing Association, Housing Management Review
Some Examples of External Learning Activity

Rent and Income:
· With other local organisations we have set up a regional benchmarking group for Rent and Income. In addition to comparing performance, the group identify opportunities for learning. Staff exchange visits take place, including shadowing of rent arrears visits. 

Lettings:
· 3 star open day May 2009 – Allocations workshop

· A ‘CBL North’ benchmarking group meets quarterly to look at lettings good practice and performance.  

Voids:
· We led on the establishment of a new sub-regional Tyne and Wear void properties clinic, hosting the first meeting in January 2010. The group will meet quarterly in 2010/11, looking at good practice and efficiencies in managing void properties. 
CAPITAL PROGRAMME 2010/11
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 97.22% in 2008/9 to 98.73 % in 2009/10.

Capital Programme 2010/11
The remaining decent homes programme will be:

	Year


	Up to 2009/10
	2010/11
	2011/12

	Number of dwellings made decent during the year


	7419
	1233
	282

	Estimated expenditure 

(£ million)


	297,497
	28.5
	18.5

	% of stock decent at end of the year
	92.90
	98.67
	100


Funding for the programme comes from three main sources, ALMO Funding the Major Repairs Allowance and Prudential Borrowing.  In 2010/11 the funding profile will be:


£million

ALMO funding                                16.5
Major Repairs Allowance (MRA)
   3.1
Prudential Borrowing 
   8.9
Total                                              £28.5
The Capital Programme for 2010/11 is attached at Appendix 2.  The decent homes programme for 2010/11 is attached at Appendix 3.  
In 2010/11, Morrisons’ will complete the decent homes programme in Neighbourhood South. This will mean that from 2011/12 we will reduce the number of construction partners to one resulting in a saving of around £1million.

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 £800,000 will be invested in works to improve estate sustainability in 2010/11.

Energy Efficiency 

Our partnership with Gateshead Warm Zone will enable us to continue works which improve the thermal efficiency of the housing stock resulting in a reduction of 5600 tonnes of CO2 emissions.  We estimate that for every £1 invested by the company Warmzone levers in an additional £4-5, and that tenants have saved an estimated £1.1 million on fuel bills.
In addition we will be progressing the plans to install combined heat and power in one of our multi-storey blocks in partnership with Gateshead Council.

REVENUE BUDGET 2010/11
Following negotiations with the Council the management fee for 2010/11 will total £31.16 million, comprising £13.89 million, for the management element and £17.27 million  for the repairs element.

The fee incorporates the additional costs that were partially incurred during the 2009/10 financial year, for example the costs of the new build manager’s post, the increased former tenants’ arrears team and additional salary costs relating to the final outcome of job evaluation.

The Council has agreed to set aside a contingency against which the company can bid to fund agreed one off costs that may be needed during the 2010/11 financial year.
Whilst the fee will allow current services to be maintained in 2010/11 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 2010/11 is attached at Appendix 4 and 5.

RESOURCING THE DELIVERY PLAN 2010/11
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 2010/11 is made up of £13.89 million for management and £17.27 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 addresses 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 the reduction in ALMO funding on the resources to deliver services.  

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 Company will look to maximise other income streams but it is now clear through the medium term financial strategy that further actions need to be taken. By the end of this delivery plan a new staffing structure will be agreed and implemented to reflect the expected future level of resources.

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 2010/11 at around £4.5 million. 
Discussions are continuing 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. In addition to this the current repairs contract will expire within the next two years and plans are underway to look at a future tender process that will ensure that the Company can deliver the repairs service within the likely available funding.

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 up to 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) 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 remaining reprofiled ALMO funding therefore is:-



£million

2010/11
£16.5 million

2011/12
£10 million

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.

Prudential Borrowing

Following discussions with the Council around priorities for prudential borrowing,  additional resources are available to fund complimentary works including remodelling of older persons accommodation, external works to multi-storey blocks , disabled persons adaptations and Ravensworth Road demolition.

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 £9 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 10,600 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 £1.78 million income for the 732 tenants who have taken up the benefits service in 2009/10. 

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 2009/10 work in excess of £150,000 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 2010/11.

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 Housing Company 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 £3.4 million, which equates to 11.4%. These savings have been reinvested in frontline services.

The efficiency target for 2010/11 is £1.3 million that is 4.0% compared to the government’s target of 3.0%.   

Our VFM Strategy identifies key business areas and processes which will be investigated to identify VFM opportunities and maintain VFM across all services. We continue to provide a focus on delivering VFM and our VFM Service Improvement Group include tenants and leaseholders who have an interest in monitoring and challenging how the Company are progressing towards this aim.

We have introduced a range of economic VFM measures that have resulted in cashable cost savings over the past 4 years and have also looked to secure additional funding to enable us to carry out additional works or invest in front line staff.  These include:
· The Company had an open book costing arrangement with Morrison’s for the voids. This has resulted in £580k (5% on gross spend) rebate against the 07/08 and 08/09 agreed prices.  In 09/10 we renegotiated a fixed cost for the different types of voids work which led to over £1m savings based on the same number of jobs in the previous year.
· In 2009/10 the company accessed £60,740 of Working Neighbourhoods Fund funding to provide additional members of staff to support Anti Social Behaviour work in the Borough.  We have also developed work placement agreements with the Primary Care Trust, North East Council for Addictions and Barnardo’s Parenting services to gain access to specialist prevention staff which has provided £70,000 in savings in comparison to employing these specialist services directly.

· We obtained a grant from the Energy Saving Trust for £92,162 to fund the replacement of light bulbs in Eslington and Redheugh Court with energy efficient LED lights.  It is expected that this will save electricity costs and the cost of replacement bulbs going forward.

· Through our increased work in relation to the collection of rent we have received £511k in relation to the performance related fee where we have collected rent over and above the national performance indicator benchmark.

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 £12 million over the remaining life of the programme.

The annual budget process is based on a zero based budget approach taking into account any known developments to the Housing Company.  We 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 quarterly Budget Monitoring report is taken to the Resources and Audit Committee and a monthly report is added to the Board Members Website so that they can keep track of our monthly progress. 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 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 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.  We are members of Housemark and participate annually in the cost and performance benchmarking exercise. This enables us to monitor and benchmark our progress against other Housing Organisations.

The performance related management fee payment between the Company and Council ensures that we 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 £511k in 2009/10.  We estimate that the reward element for 2010/11 will be £600k.
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

Retention of high calibre employees together with appraisal, training and development and involvement are all important for the successful delivery of our business plan objectives.

Last year the focus of our human resource service was to focus on the balance of skill based and personal development for our employees.  Our two year middle management development programme concluded in March 2010 with over 60 middle managers achieving a level 3 accreditation.

For 2010/11 our focus will be on equipping all employees to deliver on the promises made within the guide to our services.

Realistically we will be unable to sustain current staffing levels due to the reduction in our management fee for 2010/11 and the projected reduction for 2011/12 and 2012/13.  This results in the company having to reduce expenditure by £500,000 in 2010/11 and £2.3 million in total over this three year period.  Our budget setting process is on a zero based approach and all savings generated are reinvested in frontline services.

Minimising the Impact 

In order to plan for the reduction in resources the company took effective action during the last financial year in order to minimise the impact in 2010/11.

Actions taken included:

· Not filling a number of senior positions

· A freeze on external appointments, other than where we’ve been unable to appoint internally to a specialist essential post

· Ring fencing internal vacancies initially to employees in the property and technical section in order to minimise the impact of the reduction in decent homes activity

· Allowing a number of employees to take early retirement

Together these actions will help us in achieving the required savings and allow us to plan for the required savings of £600,000 in 2011/12 and £1.2 million in 2012/13.

We have adopted a number of principles when considering the organisational impact of any future proposals:

· Shaping the future and responding to tenants priorities

· Improving frontline services and reinforcing the neighbourhood focus

· Effective succession planning 
· Services should be based around customer services and support services

· Affordability

Affordability

Whatever organisational structure is introduced as a result of our financial pressures it must be affordable both now and in the longer term.

The most significant challenge facing the company is the likely reduction in financial resources, brought about primarily by the end of the decent homes programme.  Currently a fee of 5% is levied on the capital programme.  This enables the company to deliver the programme and fund the necessary support services.  The size of the fee is therefore dependent on the level of capital resource.  

Clearly though we cannot sustain the current levels of expenditure.  We must therefore consider how we can bring expenditure under control.  The major element of expenditure is employee costs, and we must consider how we can reduce these costs whilst maintaining excellent services.

Training:

Our focus for training will be on frontline employees enabling them to deliver on the promises we made to tenants in our guide to services.

Despite the tough financial position we will maintain the training budget at £145,000 to ensure that we continue to support employee development.

We will also ensure that we work with employees who need to move from decent homes teams to other sections within the company to skill them up in order to carry out their new role.

Attendance Management

Following the increase in sickness in 2006/07 to 15.1 days per employee we introduced a range of measures to reduce this resulting in the number of days lost falling to 10.37 days by the end of 2009/10 which is a 31% reduction.

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.
For 2010/11 we estimate a further reduction in sickness levels to 10 days per employee.

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. This strategy is being delivered by our Strategic ICT Manager.

· Implemented a consistent desktop windows and MS Office software to all users

· Implemented a revised fit for purpose SLA

· Implemented a corporate intranet

· Rationalised the TGHC server fleet, saving replacement costs

· Upgraded the Northgate backup capability to enhance DR capability

· Rationalised and enhanced printing facilities creating estimated savings of £50,000 over 3 years

During 2010/11 we will look to continue development of our customer relationship system 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 we consulted on our draft Single Equality Scheme to ensure every resident and employee gets the same quality service and that our scheme is in place by the time the Single Equality Bill provisions come into force.
We have been contacted by IDeA who are in the process of developing a specific equality standard for ALMOs based on the current standard for local authorities.  The company will be involved in a pilot assessment in order for IDeA to test the ALMO specific standard.  This will take place during 2010/11.
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PERFORMANCE MEASURES AND TARGETS 2010/11 – 2012/13

	Green - Achieving Target
[image: image1]
	Amber - Not on target

but improved on 08/09
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	Red - Not on target

& worse than 08/09



(Where no traffic light is shown measurement is new or baseline)

	PERFORMANCE MEASURES & TARGETS 

	Measure
	Target 2009/10
	Result 2009/10
	Target 2010/11
	Target

2011/12
	Target 2012/13

	Home Repairs

	1: Percentage of repair appointment made and kept
	97.5%
	
98.98%


	99-100%
	99-100%
	99-100%

	2: % of all repairs completed within target
	99-100%
	
99.60%
	99-100%
	99-100%
	99-100%

	3: The average time taken to complete a repair (calendar days)
	Baseline
	10.58
	8
	6.5
	5

	4: % repairs completed right first time
	Baseline
	98.41%
	99-100%
	99-100%
	99-100%

	5: Percentage of tenants satisfied with the repair service


	95.5-100%
	
97.51%
	97-100%
	98-100%
	98-100%

	6: % of urgent repairs completed within timescales set by the Government 

	99.5-100%
	
99.37 %
	99.5-100%
	99.5-100%
	99.5-100%

	7: Average days to complete non-urgent repairs

	9 
	
13.53 
	11
	9
	8

	Gas Servicing 

	1: % of properties that have had a gas service this year

	100%
	
99.33%
	100%
	100%
	100%


	PERFORMANCE MEASURES & TARGETS 

	Measure
	Target 2009/10
	Result 2009/10
	Target 2010/11
	Target

2011/12
	Target 2012/13

	Home Improvements 

	1: % of council rented properties that are not decent 
	7.11%
	
7.03%
	2.44%
	0%
	0%

	2: The % of tenants satisfied with the improvements made to their home 
	97.50%
	
98.73%
	98.8%
	98.9%
	98.9%

	3: Energy Efficiency: average 'SAP' rating of dwellings


	66
	66
	67
	67.5
	68

	Managing Tenancies and Anti-Social Behaviour

	1: The number of hate crime incidents reported
	Increase
	26 (racial) and 19 (hate Crime)
	Increase
	Increase
	Increase

	2: % of incidents that resulted in further action

	100%
	
100%
	100%
	100%
	100%

	3: Satisfaction with the way ASB complaints are dealt with
	Baseline
	82%
	83%
	85%
	87%

	4: Satisfaction with the outcome of ASB complaints
	Baseline
	79%
	82%
	85%
	87%

	5: % of ASB cases that are resolved  
	Baseline
	86
	88%
	90%
	92%

	Lettings and Voids 

	1: The average number of days from when the tenancy is terminated  to when a new tenancy 

begins 
	35
	
31.45
	31
	30
	29

	Lettings and Voids 

	2: Rent lost through Council houses being empty

	1.55%
	
1.43%
	1.40%
	1.35%
	1.30%

	Rent Payments and Advice

	1: % of rent collected 


	97.95%
	
98.14%
	Quarters 1,2 and 3 = 97.8% Quarter 4 = 98.3%
	98.4%
	98.5%

	2: Former tenant arrears as a % of all rent owed

	2.90%
	
2.80%
	Apr-Jan
3%

Feb-March

2.65%
	2.35%
	2.10%

	3: Rent arrears of current tenants as a % if the authority’s rent roll

	2.80%
	2.49%
	Q1 – Q3
2.8%

Q4

2.35%
	2.25%
	2.20%

	Customer Service & Involvement

	1: 
Local Authority tenants satisfaction with landlord services


	N/A
	Awaiting Government advice on the future of status survey
	80%
	N/A
	82%

	2.The % of complaints dealt with within 10 days (working days) Amended
	N/A
	N/A
	Baseline
	Baseline
	Baseline

	3: % of those making a complaint satisfied with the handling of the complaint

	58%
	
61.25%
	63%
	65%
	67%

	4: % of tenants who felt employees were able to deal with their problem
	N/A
	N/A
	78%
	N/A
	80%

	5: The average response time to calls (in seconds)
	New
	8 
	7.8
	7.7
	7.6

	6: % of inbound calls answered
	New
	90.15%
	92%
	95%
	97%

	7: % of customer contact that is of low or no value to the customer
	New
	10.06%
	9%
	8%
	7%

	Customer Service & Involvement

	8: % of customers on who we have diversity information (by all the equality strands) 
	New
	Age, Gender, Disability, 
Ethnicity – 
All 100%

	100%

Sexuality and Religion - Baseline 
	100%
	100%

	9: % of tenants satisfied with the opportunities to get involved and influence decisions made by the company?   

	N/A
	N/A
	68%
	N/A
	70%

	Leasehold Services

	1: Service charges collected as a % of service charges due

	98.25%
	
98.28%
	98.5%
	98.75%
	98.8%

	2: Major works charges collected as a % of major works charges due
	79%
	
84.05%
	84.5%
	85%
	85.5%

	Corporate Health

	1: The number of working days lost due to sickness

	10
	
10.37
	9.75
	9.25
	8.75

	2: % of employees satisfied with TGHC as an employer

	New
	New
	Baseline
	Baseline
	Baseline


Appendix 2

	THE GATESHEAD HOUSING COMPANY 

CAPITAL BUDGET 2010/11

	SCHEME HEADING
	BUDGET
	NOTES

	Decent Homes & Sustainability
	
£23,250,000
	£16.5 m ALMO funding includes sustainability schemes

	Revenue Support
	
£4,000,000
	

	One off central heating replacement
	
£750,000
	

	Lifts
	
£125,000
	

	Security & Environmentals (excluding Pathfinder)
	
£150,000
	

	Sheltered Communal Area refurbishment
	
£100,000
	

	Demolitions
	
£25,000
	

	Warden Call
	£50,000
	

	Preparation of future schemes
	
£50,000
	

	SUB TOTAL
	
£28,500,000
	

	
	
	

	
	
	


 Appendix 3
	2010/11 DECENT HOMES PROGRAMME

	Neighbourhood 
Management Area
	Properties

	EAST  - Year 6, 2010/11

	Falla Park
	100

	Millford/Ridgeway
	410

	William Pitt
	135

	Holly Hill
	20

	McErlane Square
	28

	
	

	TOTAL
	693

	
	

	EAST  - Year 7, 2011/12

	Windy Nook
	240

	Bog House
	431

	Old Fold
	149

	Ridley Terrace
	53

	
	

	TOTAL
	873

	
	

	SOUTH – Year 6, 2010/11 

	Portmeads
	176

	Wrekenton
	329

	Longbank
	73

	Vigo
	191

	Fell Court
	48

	Beacon Lough Court
	48

	Lough Court
	48

	Lyndhurst South
	95

	Furrowfield
	117

	Kateregina
	44

	Chopwell Gardens
	107

	Lyndholme **
	27

	Birtley Villas
	48

	Pleasant Place D
	21

	
	

	TOTAL
	1372

	
	

	
	

	
	


	INNER WEST Year 6, 2010/11

	Swalwell
	211

	Victoria
	102

	Clasper Village
	259

	
	

	TOTAL
	572

	
	

	INNER WEST Year 7, 2011/12

	Rose Milling
	262

	St Marys Green
	6

	Victoria House **
	28

	Derwentside **
	35

	Sunhill **
	32

	West Park**
	32

	
	

	TOTAL
	395

	
	

	WEST Year 7, 2011/12

	Bleach Green
	185

	
	

	TOTAL
	185

	
	

	CENTRAL Year 7, 2011/12

	Abbot Court *
	128

	Monk Court *
	128

	Chandless *
	160

	St Mary’s Court *
	128

	
	

	TOTAL
	544

	
	

	TOTAL
	4,507


*
The inclusion of these properties is dependant on the outcome of the consultation process currently taking place at Chandless Estate.
**
The inclusion of these properties is dependant on the outcome of Phase 2 of the Older Persons Housing review.
Appendix 4
	THE GATESHEAD HOUSING COMPANY

2010/11 MANAGEMENT BUDGET


	
	Prior year Annual Budget
	Prior year latest forecast
	Annual Budget

	
	
	
	

	INCOME
	
	
	

	Management Fee
	          14,263 
	          14,415 
	          13,890 

	Additional Management Fee
	                  89 
	                407 
	                422 

	Officer Costs
	             3,058 
	             3,058 
	             3,000 

	External Funding
	                100 
	                100 
	                  61 

	Performance Fee
	                350 
	                350 
	                350 

	Total Income
	          17,860 
	          18,330 
	          17,723 

	
	
	
	

	Employee Costs
	
	
	

	Housing Management
	             3,085 
	             3,136 
	             3,277 

	Business Support
	                759 
	                732 
	                635 

	Property & Technical Services
	             2,849 
	             2,822 
	             2,644 

	Finance & ICT
	             1,805 
	             1,788 
	             1,699 

	HQ Sub Total
	             8,498 
	             8,478 
	             8,255 

	
	
	
	

	Job Evaluation Appeals
	
	                407 
	

	Area Costs
	             3,565 
	             3,469 
	             3,523 

	Total Employee Costs
	          12,063 
	          12,354 
	          11,778 

	
	
	
	

	Overhead Costs
	
	
	

	Housing Management
	                526 
	                473 
	                477 

	Business Support
	                312 
	                311 
	                357 

	Property & Technical Services
	                112 
	                111 
	                108 

	Finance & ICT
	             3,586 
	             3,820 
	             3,728 

	HQ Sub Total
	             4,536 
	             4,715 
	             4,670 

	
	
	
	

	Area Costs
	             1,261 
	             1,261 
	             1,275 

	
	 
	 
	 

	Total Overhead Costs
	             5,797 
	             5,976 
	             5,945 

	
	
	
	

	Management Surplus/(Deficit)
	                     - 
	                     - 
	                     - 


Appendix 5
THE GATESHEAD HOUSING COMPANY 

2010/11 REPAIRS BUDGET

	
	Forecast
2009/10
	Updated Budget 20010/11

	
	
	

	
	
	

	REPAIRS
	
	

	Fixed Costs (Contractors' Preliminaries)
	3,333
	3,500

	Responsive
	10,169
	9,803

	Relets
	6,000
	5,000

	Cyclical Repairs
	500
	500

	Water Hygiene Testing
	150
	150

	Painting
	1,872
	1,200

	Gas Servicing
	1,025
	1,025

	Electrical Circuit Testing
	60
	50

	Solid Fuel Testing
	15
	10

	Lift Maintenance
	135
	135

	Security
	150
	150

	Environmental Works
	200
	200

	Energy Performance Certificates
	50
	0

	
	23,659
	21,773

	
	
	

	
	
	

	SOR Capitalisation
	1,000
	1,000

	Void Capitalisation
	4,000
	3,500

	Capitalisation Total
	5,000
	4,500

	
	
	

	REPAIRS TOTAL
	18,659
	17,273

	
	
	

	
	23,659
	21,773

	
	
	

	
	-
	-
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Sustainable Community Strategy – Vision 2030


Sets out the long term vision for Gateshead





Gateshead Council’s 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
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