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If you have any questions about this report, or ideas on how 
we can improve our service, please contact Robert 
Dawson, Board Administrator/Performance and Regulation 
Officer, on 01706 836350, or email him on 
robert.dawson@greenvalehomes.co.uk 

Trend 
 
  Performance has improved compared to the last quarter 
 Performance has remained the same compared to the last 

quarter 
 Performance has declined compared to the last quarter 
 

Current Performance 

 We are Very Happy with our performance in this area as we are 
meeting or exceeding our target 

 We are Satisfied with our performance because it is close to our 
target (within 5%) 

 We are Disappointed with our performance because we are not 
meeting our target in this area (by more than 5%), but are 
working hard to make sure we meet our target by the end of the 
year 
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1. Finance Performance 

1.1 Financial Covenants and Right to Buy 

     

Financial Covenants         

  

 
Current 
Performance 

2009/10 
Target   

Asset Cover Ratio 

 

127% 100%   
  

  

 
Original 
2009/10 

Quarter 
1 

Quarter 
2 

 
Quarter 
3 

Quarter 
4 

Predicted 
2009/10   

Annual Cash Flow Deficit (£’000’s)  

 

   

 

   

 

Target  7,864 1,966    7864   

Actual 
 

 2,763    7864   

 

 

  

      

    

   

  

Right to Buy Administration 
(All figures are year to date) 

 Current 
Performance 

2009/10 
Target 

This time last 
year   

Right to Buy Sales completed 

 

0 0 2   

I% Forms acknowledged within 4 
weeks of application 

 

100% 100% 100%   

% Section 125 (Offer) Notices 
issued within 12 weeks 

 

100% 100% 88.87%   
 

Additional Comments:  
 
The Asset Ratio Cover is 
currently 127% which is based 
on the latest valuation of 
£27.5M compared to current 
outstanding loans of £21.7M 
 
The budgeted cash flow deficit 
up to the end of the quarter 
amounts to £1,966K compared 
to an actual deficit of £2,763K. 
 
The main reasons for the 
larger deficit were that 
Investment programme 
expenditure incurred at the 
end of 2008/09 and the start of 
2009/10 on Amenity lighting, 
Central Heating and 
Bathrooms were higher than 
previously anticipated.   
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2. Neighbourhood Services Performance 
 
2.1 Income 

Quarterly outturn  
Current 

Performance 
2009/10 
Target 

This Time 
Last Year  

Against 
Qtr1 
08/09 

 
 
Rent arrears of current tenants as % of 
annual rent debit raised (GNPI34 and 
SHPI 13 combined) 2.26% 1.74%* 3.07%   
 
Rent loss due to vacant housing as % of 
annual rent debit (GNPI30 and SHPI17 
combined) 0.93% 0.92%* 1.02%   
 
Rent collected from tenants as % of 
amount of rent debit raised, excludes 
the arrears brought forward. (GNPI28 
and SHPI15 combined)   88.68% 99.5% 93.16%   
 
Rent collected from tenants as % of 
amount of rent debit raised, includes 
the arrears brought forward (BVPI 
66a) 82.90% 97.65% 86.33%   
 
% of tenants evicted as a result of rent 
arrears  0.12% 0.53%* 0.08%   
*Negative Polarity Values – are where the score is measured in the opposite  
way i.e. where the values are supposed to be greater for positive, for negative the value would be less than 
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Additional Comments 
 

Both rent arrears of current tenants as a 
percentage of annual debit raised and rent 
loss due to vacant housing continue to be 
in upper quartile performance. 
This quarters reporting is based on the 
arrears figures at week 13 with 2 weeks 
housing benefit owed and 3 weeks 
payments from Lancashire County 
Council. 
Taking into account notional housing 
benefit owed rent arrears collected 
excluding arrears brought forward would 
be 100.78%, whilst rent arrears including 
arrears brought forward would be 94.21%. 
The percentage of tenants evicted has 
increased slightly-we evicted 3 tenants in 
the first quarter of the previous year-but 
evicted 4 during the same period this year. 
 Evictions are only ever undertaken as a 
last resort –and extensive support work 
had been undertaken with all of the 
tenants.  
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2.2 Vacant Homes and Relet Times 

Lettings and 
Terminations 

  

 
Curr 
Perf 

09/10 
Target 

NW 
LSVT 
Avge 

HouseMark 

National 
Top 
Quartile 
08/09 

This 
time 
last 
year 

Last 
Year 
End    

          
Total homes 
vacant 

(29) 
0.79% 

(30) 
0.8% 2.50% 1.49% 34 21    

 

General Needs 
Lettings to BME 
Households 6.3%* 3.36% 

Void Turnaround  

 

Current 
Performance 
(Weeks) 

2009/10 
Target 

HouseMark 

National 
Top 
Quartile 
08/09 

This time 
last year 

Last 
Year 
End   

        

Current Performance 3.6 3.1 5.5 3.3 3.0   
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Additional comments:  Above figures are based on a total stock of 3676 properties as at the start of this financial year. Performance on 
empty homes has been very good this quarter.  The proportion of letting to BME households is an accumulative target and we exceeded 
that target at quarter 1. Void turnaround currently below our target due to a number fo properties where there have been lots of refusals 
and there have been some adapted properties which have taken longer to match the right person to.   
 
* Accumulative figure 
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2.3 Responsive Repairs Performance 
Repairs 
Performance  

 
   

  

Total 
Jobs 

Ordered 

Target  
% in 
Target 

  

Emergency (24hrs) 378 100% 100%   

Urgent  (7days) 852 100% 99.18%   

Routine (28 days) 1512 97% 97.00%   

Void (15 days) 80 100% 100%   
Long term void (42 
days 5 100% 100%   

      

Customer Satisfaction Repairs 

average score         8.51  

%questionnaires 
returned 23.63%  

   

Gas Service Contract 

 Target Actual  Progress 

Service programme 1535 1445 94% 

    

Customer Satisfaction Gas Servicing  

%  questionnaires 
returned  18.33   

Average score   9.63   

    

CP12’s Target Actual Status   
Homes with valid 
certs 100% 94%    
Homes with invalid 
certs 0 17    

 

Additional Comments: 
 
Repairs performance is 
has been very positive 
with all responsive repairs 
on or above target. New 
monitoring arrangements 
have seen  issues with 
performance addressed 
this month and will 
continue to operate. 
 
Customer satisfaction is 
good for repairs and very 
good for gas servicing. 
 
Gas servicing is good  
although there are 16 
properties with no current 
CP12 Of these 14 have 
been 2

nd
 carded,1 has an 

appointment and 1 is a 
void awaiting test and 
commission. 
Breakdown: 
 
 0 – 10 days 4 
11 – 20 5 
 21 – 30 1 
 31 – 40 3 
 61 – 70 1 
298  T&C 
387  Court 
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2.4 Improvement Programme 
Summary Of Programme Status 
 

Status No of 
Properties 

Target 
  

Completed 101 91   

On site 44 44   

Delayed / Waiting for 
work to commence 

0 0   

Refusals / RTB 28 30   

WYSPA Indicators 
Status Target % Performance  

against 
target 

Position 
At 30.6.08 

  

Overall Customer Satisfaction 90 95.3 2nd   

Average Partnering Performance 88 82.6 4th   

Properties on time 100 93.9 3rd   

Predictability of cost +/- 5% -4.7% 1st   

Problem Resolution 94 89.9 5th   

Choice 98 97.8 4th   

Decent Homes 
 Target Perf against 

target   

% Homes Non Decent 25% 25.7%   

% Change in non decent homes 10% 4.8%   

Energy assessment SAP 64 66.6   
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Additional Comments 
 
The WYSPA results are up to 
December 2008, which is the 
latest information supplied to 
from WYSPA to GVH.  The first 
quarter figures are due in July.   
 
 
Note: Sap is currently calculated 
annually and the last calculation 
was March 2009.   
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2.4 Improvement Programme 
Summary Of Programme Status 
2008/9 April to September        

Scheme Complete on site delayed RTB refusal No access  done 

Britannia Bathrooms (39) 31    8   

Britannia C/heating  (39) 30+1upgd    4  4 

Cutler Greens Kitchens (75) 0 8   2  15 

Glen Cres Re roofing (25) 10 6      

Waterbarn Bathrooms (51) 0 4      

Waterbarn C/heating (45) 0 12      

Bridleway kitchens (19) 0        

Bridleway C/heating (28) 10 10      

Edgeside Kitchens (117) 17 8   7 5 8 

Burnedge Clse Kitchens(27) 20 1   5  1 

Burnedge Close C/htng (27) 24    2  1 

Old Row Re roofing (15) 10 5      

        

        

        

        

        

        

        

        

        

        

 
 
 
 

 

Additional Comments 
 
Good start has been 
made on year 4 of the 
Investment programme 
and schemes on site are 
on programme. 
 
The following schemes 
have yet to start: 
Central Bacup, 
Greensnook, 
Huttock End, Thorn, 
Helmshore, Top of the 
Town, 
Cloughfold, Goodshaw, 
Hall Carr,Oakley, 
Stubbins, Staghills, 
C/Whitworth 
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2.5 Anti Social Behaviour  Current 
09/10 

Target 
Q4 08/09   

Reports received      

ASB reports by Class A 6 N/a 4   
ASB reports by Class B 23 N/a 21   
ASB reports by Class C 4 N/a 6   
Total 33 N/a 31   
Hate Related Cases - N/a -   
Complainants contacted within 
timescale          

Actual     

Category A 100.00 100 100   

 Race Harassment Cases                                       100.00 100 100   
Category B                                                                   88.00 100 100   
Category C  100.00 100 100   
Racist graffiti removed within 
timescale  (4 hours)                    100.00 100 100  

 
 

      

Live and Closed ASB Cases      

Number of live cases 62 n/a 67   

Number of cases closed 24 n/a 22   

Enforcement Action Taken      

Notice Seeking Possession  1 n/a 0   

NRPs on Starter Tenants 1 n/a 0   

Anti-Social Behaviour Order   1 n/a 0   

 Eviction 0 n/a 0   

Undertaking 1 n/a 0 -  

Possession order 1 n/a 0 -  

Customer Satisfaction (out of 10) 8.5 7 9.5   
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Additional Comments:  

- Strengths – 
 All Class A and C cases completed within targets 

 Satisfaction rates remain above target but less than last 
quarter which was 9.5. 

 We have been granted a possession order(suspended) 
with an undertaking and an ASBO this quarter 

 No reported incidents of hate crime or racist graffiti 
 Issues – 

 3 Cat B cases were not completed within timescale – this 
was as a result of a training issue with one of the team 
which has now been resolved 
Actions Needed – 

 Staff training session planned late July to look at overall 
use of React case management system by all staff to 
ensure consistency and improve efficiency 

 

Category 
A 

WHAT DOES IT INCLUDE? 
SERVICE 

STANDARDS 

Urgent 
complaints 

-Threat/actual  violence  
-Hate Crimes 
- Harassment 

Investigate within  
1 working day 

Category 
B 

WHAT DOES IT INCLUDE? 
SERVICE 
STANDARDS 

Serious -Clear breach of the tenancy 
agreement 
-Persistent nuisance 

Investigate within  
3 working days 

Category 
C 

WHAT DOES IT INCLUDE? SERVICE 
STANDARDS 

Non  
Urgent 

-Non urgent differences 
-Non physical 

Investigate within  
10 working days 
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3.1Customer contacts and Press Coverage 
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Customer Contacts 

 Total  

Complaints received (last quarter) 48  

   

Compliments received  (last quarter) 168  

 

Press Coverage 
 

   
Positive / Neutral Press (% of 
Coverage YTD) 100  

Negative Press (% of Coverage YTD) 9.45  

 

Additional Comments 
Quarter 1 has shown a decrease in the 
number of complaints and 
compliments.  23 complaints were 
received via our post database the 
remainder from customer satisfaction 
surveys.  The decrease is due in part 
to the lower than average complaints 
and compliments received via 
customer satisfaction surveys returned 
to the Repairs and Maintenance 
section.  The Repairs and Maintenance 
section received a lower than average 
number of satisfaction surveys 
returned, 23% against 33% in Qtr. 4.  
 
Press Coverage – how figures are 
calculated: 
Articles on Green Vale homes are cut 
out of newspapers and journals and 
recorded.  They are physically 
measured and a value is calculated for 
each item based upon the size of the 
article and the advertising rate for that 
particular publication.  Positive and 
neutral stories, and negative stories 
are calculated as a percentage of total 
press coverage. 
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3.2 Personnel: Recruitment and Sickness 

Recruitment  
  

  

      

% of 
Labour 
Turnover  

2.60 (16.47 
Annual)  

  

      

% of BME 
workforce  4.55  

  

      

%Number 
of staff self 
classified 
as disabled  7.79  

  

 

Number 
of  
Days 

% absence 
rate   

% days 
lost per 
employee 

Public 
Sector 

Sickness        

 
  

 
  Long term 

Sickness 
Absence  51 0.44  0.33 1.35 

      

Short term 
Sickness 
Absence  98 0.92  0.63 3.15 

      

Overall 
Sickness 
Absence 1.37 

1.98 (4.15 
Annual)  0.96 4.50 

Performance and Improvement – Green Vale Homes            3.2 

Additional Comments 
 
This quarter has seen 
the lowest sickness 
figures since we 
started keeping 
records. Being 
realistic, it will be 
difficult to maintain 
these levels, however, 
the sickness trends 
remain reassuringly 
downwards.  
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3.3 Homelessness 
  

BVPIs 
1st 
Quarter 

2
nd

 
Quarter 

3
rd

 
Quarter 

4
th
 

Quarter 
  

       
No of Homeless 
Applicants 8      

No accepted 5      
Preventions (newly 
added) 23      
183(a) Average stay in 
Bed and Breakfast 0.00      
183(b) Average stay in 
Hostel Accommodation 0.00      
Decisions made in 33 
days 10      

% made in 33 days 100%      

       

       

       

       

       

       
       

 
 
 
 

Additional Comments:  Qtr 1 was a relatively busy quarter with 249 initial enquiries made to the service (only 18 less than Qtr4 which 
was the busiest ever).   There was a slight drop in the number of full homeless applications and subsequent number of acceptances 
as you would expect.  For the second Qtr running we have shown relatively low numbers of preventions and the possible reasons for 
this are being explored though under recording could be a factor.  This aside, performance over the Qtr has been high once again in 
what are testing times. 
We have seen no noticeable increase in mortgage repossessions but will continue to monitor, though a number of landlord 
repossessions have been noted.  
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3.4 Aids and Adaptations Performance Information 

  Target  Actual  
Comparison 
to last year 

End to End waiting time for 
DFGs (from first contact to 
works completed   

Not agreed 
yet 68 weeks N/A 

  

     

     

      OT assessment time (longest) 
Adults GVH OT 

4 weeks 9 weeks 3 weeks 

  

     

     End to End waiting time for 
minor works 

(St Vincents) 
100% comp 
in 8 days 

100% N/A   

        

    Urgents Non Urgents Total 

 
  

Waiting List 18 59 77 

 
  

Est. value of waiting list based 
on £4500 per adaptation 

£346500 

   
  

        

 
  

  
Spend to 
date 

Commitment 
to date Total 

 
  

Budget £200000 £13725.34 £3076304 44488.38 

 
  

Additional funding from RBC £4413613 
   

  

      

 
Urgent Non-urgent 

   Number of jobs completed 2 3 
   Work in progress (commitment) - 11 
    

Additional Comments: 
The target for end to end waiting times is 
currently being agreed with Rossendale 
Borough Council as part of the service level 
agreement negotiations.  The actual end to end 
time is based on the average for five jobs 
completed in the first quarter.  The shortest 
waiting time was13 weeks and the longest was 
100 weeks. 
 
The overall budget for Aids and Adaptations is 
£250000, but £50000 currently pays for the 
salary of GVH’s in-house occupational 
therapist, with £200000 to disabled facility grant 
work.   
 
Minor adaptations (under £500) are currently 
provided by Social Services via St Vincents 
Home Improvement Agency. We estimate that 
this saves Green Vale Homes £30,000 per 
year. 
 
We measure the longest wait for an 
occupational therapist visit by our own OT. The 
longest anyone had to wait in the first quarter 
was 9 weeks. However the majority of 
customers were seen within 4 weeks and all the 
urgent referrals were seen within one week. 

The delay for some customers was due to 
them being in hospital or out at the time of the 
arranged visit. 
 
The wait for an OT visit is now back to 4 weeks. 
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4. Business Plan Priorities 
 
4.1 12 Commitments 
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Progress for quarter one 2009/10 

 15 new door and windows installations 

 65 new central heating installed 

 37 new kitchens installed 

 31 new bathrooms installed 

 0 adapted bathrooms 

 3 rewires 

 20 roofs 

 Continuing procurement and specification review to obtain best value 
and savings on spec and tendering. 

 Year 4 programme first quarter complete and on schedule 

 Further progress on decent homes 

 Pilot scheme on non traditional dwellings complete. 
Future Actions 

 Year  6 - 10 programme developed with consultation 

 Decent homes review and programme of works to ensure compliance 
with DHS continuous.  

Risks 

 GVH fails to meet promises made to customers and decent homes 
standard 

 Failure to identify and  take advantage of opportunities 
Outcome for Tenants 

 Increased resident satisfaction, quality of life, and health and safety 
standards 

 

 
 
 
 
Progress 

 Analysis of community safety survey completed and shared with the 
new multi agency problem solving group for Whitworth 

 Bacup family centre have moved into our community centre at 
Sunnycrest, Bacup and will soon start to deliver family 
support/interventions 

 Edgeside Action day and  ‘Smartwater’ project took place in May 
2009 

 New multi agency problem solving team has been set up at Waterfoot 
Police station ( April 09) 

 New  ASB co-ordinator appointed 
Future Actions 

 Whitworth multi agency action plan to be developed following survey 
of residents 

 Further work planned next quarter to progress  the family intervention 
package/model with Bacup Family Centre 

 Staff training on mediation and restorative justice – 
September/October 

 Joint working with RBC on tackling dog fouling issues 
Risks 

 GVH is unable to deliver the Respect Standard 
Outcome for Tenants 

 Customers will be more aware of Respect issues and options for 
reducing antisocial behaviour 

 Overall incidents of ASB reduced with intervention initiatives and 
awareness 

 
 

 

COMMITMENT 1: IMPROVING YOUR HOME 
 

COMMITMENT 2: TACKLING ANTI-SOCIAL 
BEHAVIOUR  
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4. Business Plan Priorities 
4.1 12 Commitments 
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.1 

 
 
 
Progress 

 First draft aids & adaptations SLA drawn up with RBC 

 Service review action plan drafted & sent to board for approval 

 Consultation with customers taken place at Disability Action Plan event 
 

Future Actions 

 Finalise aids & adaptations SLA with RBC 

 Draft Trans Pennine aids & adaptations policy 

 Implement action plan 

 Review demand for aids & adaptations 

 Review backlog of Disabled Facilities grant applications 
 

Risks 

 Controlling expenditure 

 Meeting demand 
 
Outcome for Tenants 

 

 Adaptations carried out as part of improvement programme reducing 
waiting time for customers 

 Waiting times for OT assessment reduced 

 5 DFG’s completed April – June 2009 
 

  
 

 

 

 
 
 
Progress 

 QAF working group established and action plan now in place – 
programme of meetings scheduled to collate evidence requirements and 
implement service improvements to achieve level B. 

 Training taken place with Astra line to enable GV staff direct access to 
UMO (tenant data input system). 

 Phase 3 BV review – meeting scheduled for 23/07/09 for working group. 
DDA meeting taken place with report submitted in relation to 
improvements on sheltered schemes communal facilities. 

 Glen Crescent community room/Area 2 office, now completed – all staff 
now on IT system. Tenant ‘open day’ held on 25/06/09 – well attended 
and tenants happy with outcome. 

 Greenbrook House – still currently 6 weeks behind schedule – service 
model now agreed – integrated model going to be delivered (i.e. 
care/housing support delivered by same provider) tendering process now 
established by LCC and ongoing -  Decision made to base Area 3 team in 
the building to ensure GVH staff presence. 

Future Action 

 Supporting People Validation visit – September 09 

 3
rd

 round of tenant consultation meetings arranged for August for 
feedback from new service delivery. 

 Marketing and development of the dispersed service into the wider 
community. 

 Greenbrook House – ongoing project delivery focusing on allocations and 
marketing and housing management issues and promotion of community 
partnerships i.e. schools, churches, voluntary sector. 

 Emphasis on completion of phase 3 of the BV Review. 
Risks 

 Reduction of Supporting People Grant 
Outcome for Tenants 

 The Helping Hands service has completed  204  jobs in total  

 No charge policy maintained for Sheltered Service. 

 

COMMITMENT 3: IMPROVEMENTS TO AIDS AND 
ADAPTATIONS 

COMMITMENT 4: INVESTING IN OLDER PEOPLE’S 
SERVICES 
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4. Business Plan Priorities 
 
4.1 12 Commitments 
 
 

 Performance and Improvement – Green Vale Homes           
 4.1 

 
 
 
Progress 

 External quality audit of new central heating installations 
implemented and monitored – continued high results  

 Improved performance on gas servicing 

 Improved performance on P4’s 

 Agreement reached on reviewing priorities and repairs costing 
structure/ SORs 

 Work complete on Inspection action plan 

 New set of job codes agreed 

 External stores audit completed and  recommendations accepted 

 Stores action plan agreed and in progress 
 
Future Actions 

 Introduction of MIS planned maintenance 

 Further increase proportion of planned work 

 Implementation of repairs priorities/job tasks to ensure value for 
money & service improvement 

 Stores review across the Group  
 
Risks 

 Failure to maintain performance levels 

 Budgetary pressures 

 Value for Money 
 
Outcome for Tenants 

 High quality repairs service 

 
 
 

 
 
Progress 

 Review of Environmental Services (2009-10) initiated with appeals for tenant volunteers to be 
involved via Area Panel meetings and Vale@home items. 

 Environmental Improvements; potential projects to be reviewed in line with customer priorities 
and budget available. 

 Winter gritting work; liaising with RBC and LCC to achieve better co-ordination and use of 
resources in preparation for next winter. 

 Whitworth community safety survey results shared with agencies. 

 Community events held, (which involved other agencies), including Clean-Ups, Litter Picks, 
Planting, Security Marking, and customer consultation at Hareholme, Cutler Greens, Edgeside, 
Staghills and Bacup. 

 114 properties have benefited from new amenity lighting, smoke/fire alarms and consumer units. 
Future Actions 

 Develop investment programme for 2009/10 – 2010/11 using customer feedback to direct and 
inform priorities and projects 

 Community events planned for Whitworth, Wallbank, Hawthorn Green and Greenfield Gardens to 
include multi agency involvement. 

 Creation of tenant groups in Edgemoor Close and Hareholme areas. 

 Consultation event for Greenbrook House. 

 Whitworth multi agency action plan to be developed with reference issues of concern as 
expressed by residents. 

 Continuation of the on-going environmental Improvement projects. 
Risks 

 Review of Environmental Services may raise unrealistic expectations among customers. 

 Environmental Improvement Programme will not be able to deliver all the individual projects or 
address all the priorities expressed by customers during the consultation process and therefore 
some may be disappointed. 

 Failure to build community involvement may leave GVH remote from tenant priorities and lacking 
in social inclusion activities. 

Outcome for Tenants 

 Environmental Services activity will be well aligned with customer priorities. 

 Environmental Improvements programme well aligned with customer priorities. 

 Celebration and fun days will mark the improvement made and build community cohesion. 

 Improved home safety and security.  

 Reduced hazards, improved accessibility and enhanced aesthetic quality of estates 

COMMITMENT 5: YOUR REPAIRS SERVICE  

COMMITMENT 6: CLEAN, SAFE AND SECURE HOMES 
AND COMMUNITIES  
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Progress 

 BME Involvement - Meetings with Polish and Czech families ongoing 

 Trans Pennine Mystery Shopping Team recruited and trained – first 
mystery shop to be undertaken July 09. 

 Consultation/support for Ashley Court tenants ongoing.  Working Group 
including tenants set up for Greenbrook Court . 

 Attended  Active Learning for Resident programme launch,  awaiting 
introduction dates from CIH representative 

 ‘Edible Green Vale’ launched..  Growing packs delivered to all interested 
tenants (approx 130) April/May 09. 

 Pilot Community Orchard – awaiting response from Edible Green Vale 
initiative regarding possible locations/support from tenants 

  3 applications for Community Development Fund and Estate 
Environmental Improvement funding via Area Panel.  Tenants agreed 
one.  Other 2 will be considered at July Panel.. 

 Tenant Board elections promoted – 5 applications received. 

 Dissolved TA not meeting recognition criteria May 09. 
Future Actions 

 Undertake TMO Impact Assessment 

 Dissolve Whitworth EMB 

 Arrange Second Annual Tenants Conference 

 Arrange tenants focus groups to consider feedback from improvement 
programme 

 Undertake second round of TSA consultation July/August 09 – will liaise 
with Pennine Housing. 

Risks 

 Failure to deliver action plan 
Outcome for tenants 

 Wider range of involvement mechanisms 
 

 

  
 
 
Progress 

 Action plan in place for Group review of Service Standards 

 Mystery Shopping Group now established, training has taken place and 
format for first shop identified. 

 Call Centre now in operation for 3 months and performance has improved 
month on month with 89% of calls received are answered by an operator, 
against a target of 90%.    

 Group Compensation Policy agreed in consultation with customers and 
Equality Impact Assessment taken place. 

 First meeting of the Complaints Scrutinisers Group has taken place and an 
action plan to implement their recommendations is in place. 

 
Future Actions 

 Complaints Policy and procedure rolled out to staff. 

 Monitor customer feedback on Call Centre software. 

 Mystery Shoppers Cycle and method of learning from feedback to be 
established. 

 Progress action plan for Group Service Standards Review. 

 Implement recommendations of the Complaints Scrutinisers Group. 

 Customer Satisfaction monitoring review underway. 
 
Risks 

 Failure to respond to customer feedback may result in customers having a 
poor perception of Green Vale Homes. 

 
Outcome for Tenants 

 Customers able to access services using a variety of methods. 

 Customer involvement in shaping service delivery. 
 

 

COMMITMENT 7: YOUR SAY – TENANT 
INVOLVEMENT & COMMUNICATION 

 

COMMITMENT 8: IMPROVED CUSTOMER SERVICES 
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Progress 

 Joint Board Training session held on 2 June 09 to discuss Development 
Strategy and future sites to be developed across the Group 

 Funding profile and development aspirations agreed across the Group 

 Brookville Extra Care Scheme – Whitworth:  
Superstructure 100% complete.  

 Roofing 75% complete. 

 Mech services and electrical first fix in progress. 
 

Future Actions 

 Developments update at the next Board meeting 27 July 09 to agree 
priorities for Green Vale sites 

 Strategic discussions ongoing with Rossendale Borough Council about 
future bidding opportunities 
 

Risks 

 Resident opposition to schemes 

 Schemes falling behind on build schedule 
 
Outcome for tenants 

 More choice and availability for customers 

 

 

 
 
 
 
Progress 

 Working with Training 2000 to secure business admin/estate based 
placement opportunities on long/short term basis 

 Secured work placements for local schools.  Recently taken on a student 
from Haslingden High School 

 Electrical apprentice now in place 

 Two GVH apprentices are now qualified as plumbers, now looking at post 
qualifications training and workforce plan for decision on substantive posts 

 
Future Actions 

 New TPH HR manager post to concentrate on employabiity, workforce 
planning strategies, placement, worklessness agenda 

 Develop relationships with Contractor Partners on local employment 
initiatives and opportunities 

 Develop joint working/partnerships with local schools, colleges, careers 
advice, training providers to develop employment placement opportunities 
 

Risks 

 Fail to maximise impact of expenditure on local community 
 

Outcome for Tenants 

 Increased initiatives to improve job prospects 

 Ensure staffing level of skills will meet future service delivery needs 

 

COMMITMENT 9: DEVELOPMENT OF NEW HOMES COMMITMENT 10: LOCAL EMPLOYMENT 
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This commitment has been completed. 
 
 

 
 
 
Progress 

 Weekly drop in surgeries at Bacup office on a Thursday morning 
introduced wef 2/7/09.  

 All front line staff receiving training from CAB during July to raise 
awareness of the new self help pack the CAB have launched. 

  All front line staff receiving training during July from our insurers to raise 
awareness of the contents insurance scheme for our tenants.  

 Green Vale homes signed up to the Rossendale against recession 
partnership working group.  

 Introduction of loan shark awareness cards in conjunction with Lancashire 
County Council and local credit unions which are now being displayed 
across the Borough.   

Future Actions 

 To continue to work alongside Credit Union to promote greater awareness 
of their service - new joint poster being agreed and promotion drive 
planned shortly.  

 Inviting partners have stalls at the tenant’s celebration day in September 
to promote financial awareness.  

 Review the possibility of introducing tenant incentive schemes. 
Risks 

 Failure to support tenants to maximize income and control debt may result 
in an increase in the number of tenants living in poverty. 

Outcome for Tenants 

 Improved access and availability of debt advice.    

 Improve ability of vulnerable tenants to manage their finances and be in 
control of their budgets. 

 

COMMITMENT 11: MORE FOR YOUR MONEY - RENTS 
 

COMMITMENT 12: PROTECTION OF YOUR KEY 
RIGHTS 
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4. Business Plan Priorities 
 
4.2 Business IT system implementation (MIS and CBL)  
 
Aim 
Replace existing IT business systems with products that will 
support the delivery of more responsive, efficient and effective 
services to customers. 
 
 
Outcomes 

 Performance information that we need, in a format that we 
want that is easily accessible and usable. 

 Support decisions being made more speedily and closer to 
the customer. 

 Reduce the complexity of internal processes and improve 
productivity. 

 Trans-Pennine wide computer software offers flexibility 
 
Key Deliverables 

 Project plan for implementation of CBL software 

 CBL project completed including installation of related 
computer system 

 Project plan for implementation of MIS 

 MIS system implemented including review of internal 
processes 

 
Resources 
Resources contained within Trans Pennine IT budget 
 
 
 
 
Risks 

 Managing change – staff and customer perceptions 

 Fail to reduce complexity of internal processes and 
improve productivity 

 
Progress 

 Process mapping now completed for both modules 

 Data extract and impact work commenced 

 Initial test system should be up and running by the 
10th July, with a full test system in place by the 20th 
July 

 Super users training completed 

 Work commenced on training programme and 
schedule (to be delivered mid August – end of 
September 
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4. Business Plan Priorities 
 
4.3 Review of Older Peoples Services  
 

 
Aim 

 To improve the way that we currently deliver the sheltered 
housing and Careline services and to provide the basis for 
a medium and long term vision for older people’s services. 

 
Outcomes 

 Improve value for money for customers. 

 To maintain a consistent and integrated approach to 
delivering and managing older peoples services. 

 To ensure the sheltered housing stock is fit for purpose 
 
Key Deliverables 

 Assessment of housing stock 

 Identify demand and demographic impact on supported 
housing 

 Feasibility study 

 Consideration given to DDA implications on sheltered 
schemes 

 
Resources 

 Cost implications for ensuring DDA requirements on 
schemes are met. 

 
Risks 

 Managing possible decommissioning of schemes in 
view of potential reduction of Supporting People 
grant. 
 

Progress 
 

 3rd round of consultation visits with tenants and staff 
planned for August 2009 to determine feedback on 
new service delivery and structure. 
 

 Glen Crescent community room/Area 2 office, now 
completed – all staff now on IT system. Tenant ‘open 
day’ held on 25/06/09 – well attended and tenants 
happy with outcome. 

 

 Phase 3 BV review – meeting scheduled for 23/07/09 
for working group. DDA meeting taken place with 
report submitted in relation to improvements on 
sheltered schemes communal facilities. 
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4. Business Plan Priorities 
 
4.4 Tenant and Resident Involvement  
 

 
Aim 
To implement the Resident Involvement Statement 
commitments. 
 
Outcomes 

 Broader range of options for tenant and resident 
involvement 

 Improved satisfaction with tenant involvement opportunities 
 
Key Deliverables 

 Action plan for delivery of Resident Involvement Statement 
commitments  

 
Resources 

 Costs to come from existing resident involvement budget 
 
Risks 

 Failure to deliver action plan 

 No improvement in satisfaction with tenant involvement 
opportunities 
 

Progress 
 
Action plan delivery  

 Trans Pennine Mystery Shopping Team established 
first mystery shop July 09. 

 Undertaken Tenant Board Election promotion events 
– 5 applicants. 

 Developed ‘Edible Green Vale’, grown your own 
fruit/vegetable  initiative.  Packs delivered to 
interested tenants (approx 130) April/May 09   

 BME Involvement - Meetings with Polish and Czech 
Republic families ongoing 

 Developed Community Development Fund and 
Estate Environmental Budget for Area Panels.  3 
applications received, one agreed other two to be 
considered at July Panel meeting. 

 Attended Active Learning for Residents programme 
launch – awaiting introduction dates from CIH 
representative 

 Support for Ashley Court tenants ongoing.  Working 
Group with tenants for Greenbrook Court set up. 

 Dissolved TRA not meeting recognition criteria May 
09. 
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4. Business Plan Priorities 
 
4.5 Improvement Programme Year Five Priorities  
 

 
Aim 
Develop priorities for year 5 of the Improvement Programme 
with a focus on environmental improvements. 
 
Outcomes 
That tenants views and priorities are incorporated into 
expenditure on the Improvement Programme, particularly 
environmental improvements 
 
 
Key Deliverables 
 

 Approved environmental improvement programme 

 Approved year 5 investment programme 
 
 

 
Resources 
The Board may have to approve expenditure on 
dwellings which will not achieve decent homes. An 
example of this are the flats on Crabtree Avenue, 
Edgeside Estate. 
All approved works will have be contained within the 
Asset Management budget. 
 
Risks 
 

 Not meeting decent homes 

 Failure to incorporate tenants views and priorities 
into the investment programme 

 Failure to deliver on the commitments 

  
Progress 

 Work is being finalised on identifying decent homes 
gaps within the investment programme and should 
be completed by the end of October ready for 
reporting to the next Board meeting. 

 Work is continuing on consultation for the 
environmental improvement programme 
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4. Business Plan Priorities 
 
4.6 Develop and implement Inspection Action Plan 
 

Aim 

Develop and implement Inspection Action Plan 

Outcomes 

Implementing the recommendations in the Inspection Action 

report will improve services to customers 

Key Deliverables 

TSA and Audit Commission sign off action plan as completed  

Resources 

Reliant upon existing resources within the organisation 

Risks 

The key risk is the damage to our reputation with the 

TSA presented by not delivering the agreed action plan 

Progress 

 First progress report submitted to the TSA on 
30/4/09 

 First progress report submitted to the Board of GVH 
on 11/5/09 

 Second progress report due to the TSA on 31/7/09, 
and the Board of GVH on the 27/7/09 

 Action Plan in response to Audit Commission 
inspection recommendations developed 

 Action Plan approved by TSA 
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4. Business Plan Priorities 
 
4.7 Neighbourhood Management and Community Planning 
 

Aim 
To create a framework for engaging with neighbourhoods and 
smaller communities 

 
 
Outcomes 

 Tenants and residents feel Green Vale Homes is 
addressing neighbourhood and community issues. 

 
 
 
Key Deliverables 
 

 Programme and budgets for Neighbourhood and 
Community Plans 

 Framework that links to the Councils multi agency 
neighbourhood planning proposals 

 
 
 

 
Resources 
Budget requirements will be met from within the Respect 
budget 
 
Risks 

 Failure to work in partnership with Rossendale 
Council 
 

Progress 

 Quarterly meetings held with RBC about linking into 
their neighbourhood planning process and a key 
partner in their new Area Forum panels due to start 
in September 2009. 

 Several community events held across the borough –
including Edgeside, Hareholme, Pennine Road, 
Cutler. 

 Several future events planned in partnerships with 
local communities and agencies including Wallbank, 
Whitworth/Hawthorn Green, Bacup/Stacksteads 

 Green Vale has sponsored a community garden 
award at RBC’s new Community Pride ceremony to 
take place next quarter 
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