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1. Finance Performance Additional Comments:
1.1 Financial Covenants and Right to Buy The Asset Ratio Cover is
currently 116% which is based on
Financial Covenants the latest valuation of £27.5M
Current 2009/10 = compared to current outstanding
Performance Target K C loans of £23.7M
Asset Cover Ratio 116% 100% J ¢ The budgeted cash flow deficit up
to the end of the quarter amounts
to £3,932K compared to an
Original Quarter | Quarter | Quarter | Quarter | Predicted . actual deficit of 4,270K.
2009/10 1 2 3 4 2009/10 K|¢
The main reasons for the larger
Annual Cash Flow D deficit were that Investment
Target 7,864 1,966 3,932 7864 programme expenditure incurred
L - at the end of 2008/09 and the
Actual 2,763 4,270 7864 D start of 2009/10 on Amenity
lighting, Central Heating and
Bathrooms were higher than
previously anticipated. It is
expected the expenditure in the
Right to Buy Administration Current 2009/10 This time last By second half of the year will
(All figures are year to date) Performance Target year K C reduce and be in line with budget
~ by the year end.
Right to Buy Sales completed 3 0 2 K D
% Forms acknowledged within 4 J . x
weeks of application 100% 100% 100% c C
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2. Neighbourhood Services Performance Additional Comments
Both rent arrears of current tenants as
2.1 Income a percentage of annual debit raised
Against Top and rent loss due to vacant housing

Qtr2 Quiartile continue to be in upper quartile
08/09 Qtr 2 performance.

Current 2009/10 This Time K 08/09
Quarterly outturn Performance  Target Last Year C . N
This quarters reporting is based on the
Rent arrears of current tenants as % of arrears flgur_es el wegk 26. With three
annual rent debit raised (GNPI34 and o weeks housing bene_flt owing and four
SHPI 13 combined) 2.22% 1.74%* 507% J C 2.999% | Weeks payments owing from

Lancashire County Council. Taking
into account notional housing benefit

Rent loss due to vacant housing as % of ; .
owed, rent arrears including arrears

annual rent debit (GNPI30 and SHPI17
combined) ( 0.87%  0.91%* 112% J ¢ 1.20% | brought forward would be 96.87%,
whilst rent arrears excluding arrears
Rent collected from tenants as % of brought forward would be 100.31%.
amount of rent debit raised, excludes .
the arrears brought forward. (GNPI28 o _The percentage of tenz_ants evicted has
and SHPI15 combined) 92.10%  99.5%  92.07% J ¢ 99,5096 | 'mproved —we only evicted 1 tenant
during this quarter, we evicted 11
Rent collected from tenants as % of LB _during_ the same quarter I_ast
amount of rent debit raised, includes year. Sifar this year we have evicted
the arrears brought forward (BVPI 5 tenants compared to 14 this time last
66) 89.04%  97.65% 88.91% J ¢ 0830% |vea.
% of tenants evicted as a result of rent . We have used Qtr 2 benchmark
arrears 0.14%  053%* 038% J C 0.10% (I e
*Negative Polarity Values — are where the score is measured in the opposite rent arrears is an accumulative figure

way i.e. where the values are supposed to be greater for positive, for negative the value would be less than throughout the year.
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2.2 Vacant Homes and Relet Times

Lettings and
Termlnatlons Total Homes Vacant
HouseMark
National This NWLSVT Avge
NW Top time Last
Curr 09/10 LSVT Quartile last Year . 09/10Target
Perf Target Avge 08/09 year End K C
Curr Perf
Total homes (24) (30) =
vacant 0.65%  0.8% 250%  1.49% 29 21 D 000 050 100 1s0 200 250
General Needs
Lettlngs tO BME Void Turnaround In Weeks
Households 5.2%* 3.36%
Void Turnaround R
HouseMark
National
Current Top Last Current Performance (Weeks)
Performance 2009/10 Quartile  Thistime Year .
(Weeks) Target Q2 08/09 lastyear End K C o 1z 3 4
Current Performance 2.6 3.1 3.2 3.3 3.0 \] D

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 lettings to BME households is an accumulative target and we
exceeded that target at quarter 2. Void turnaround is currently exceeding our set target. There has been a signifiacant improvement
from our performance last quater reducing our turnaround by one week..

* Accumulative figure
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2.3 Responsive Repairs Performance

Repairs
Performance
Total Target
Jobs
Ordered
Emergency (24hrs) 427 100%
Urgent (7days) 893 100%
Routine (28 days) 1642 97%
Void (15 days) 92 100%
Long term void (42
days 6 100%
Customer Satisfaction Repairs
average score 8.75 ¢
%questionnaires
returned 22.18% ¢
Gas Service Contract
Target Actual
Service programme 2708 2567

Customer Satisfaction Gas Servicing
% questionnaires

returned 18.33 ¢ C
Average score 9.63 ¢
CP12" s Target  Actual
Homes with valid

certs 100% 94%

Homes with invalid
certs 0 17

% in
Target
100%
98.80%
97.78%
100%

100%

Progress

94.79%

Status
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Customer Satisfaction Repairs

90.00
80.00
70.00
60.00
50.00
40.00
30.00
20.00
10.00

0.00

average score

%questionnaires returned

Customer Satisfaction Gas Servicing

Average score

% questionnaires returned

Repairs Target

Long term void (42 days

Void (15 days)

Routine (28 days) % in Target

W Target
Urgent (7days)

Emergency (24hrs)

95.00 96.00 97.00 98.00 99.00100.00

Additional Comments:

Repairs performance
generally good with routine
repairs performance
demonstrating a continued
improvement. Some
urgent jobs have overrun
resulting in a decrease in
performance this quarter .

Customer satisfaction is
good for repairs and very
good for gas servicing.

Gas servicing is on
programme however with

a total of 63 outstanding
CP 12's The
these properties is as
follows :

U 1 week 25

1-2wks 10
2-3wks 11
3 -4 wks 12
4 -5wks 3
5-6wks 5
6-7wks 1
3—-4mths 1

All dwellings are going
through the access
process.
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2.4 Improvement Programme
Summary Of Programme Status

Status No of Target 5 Additional Comments
Properties K C
Completed 101 91 J g We do not have an updated
On site 44 44 J ¢ WYSPA report which is of
Delayed / Waiting for | O 0 J ¢ C concern and we are in contact
work to commence with Building Software about this
Refusals / RTB 28 30 K ¢ C issue.
WYSPA Indicators The data is that presented to the
Status Target % Performance | Position Rt Bl

against At 30.6.08 .

target K C
Overall Customer Satisfaction 90 95.3 2nd J ¢
Average Partnering Performance 88 82.6 4th K ¢ . .
Properties on ime 100 9.9 3rd K| & | | alouiated annually and the ast
Predictability of c_ost +/- 5% -4.7% 1st J C VC calculation was March 2009
Problem Resolution 94 89.9 5th K o
Choice 98 97.8 4th K ¢
Decent Homes

Target Perf against .

target K C
% Homes Non Decent 25% 16.7% K ¢
% Change in non decent homes 10% 8.3% K ¢
Energy assessment SAP 64 66.6 J ¢
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2.4 Improvement Programme
Summary Of Programme Status

2008/9 April to September

COMPANY PERFORMANCE SUMMARY

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) (28 8 2 15
Glen Cres Re roofing (25) |25 6

Waterbarn Bathrooms (51) |39 4 6 4
Waterbarn C/heating (45) 32 6 8 9
Bridleway kitchens (19) 10

Bridleway C/heating (28) 28 2
Edgeside Kitchens (117) 94 8 7 5 8
Burnedge Clse Kitchens(27) |22 4 1
Burnedge Close C/htng (27) |23 2 1
Old Row Re roofing (15) 15

Staghills C/heatings (55) 6 2 3 10
Stubbins Kitchens (27) 0 1 3
Stubbins C/heatings (22) 5 1 3 3
Staghills Kitchens (55) 0 2 3

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

Reports received

ASB reports by Class A

ASB reports by Class B

ASB reports by Class C

Total

Hate Related Cases
Complainants contacted within
timescale

Category A

e Race Harassment Cases
Category B
Category C

Racist graffiti removed within
timescale (4 hours)

Live and Closed ASB Cases
Number of live cases

Number of cases closed
Enforcement Action Taken
Notice Seeking Possession
NRPs on Starter Tenants
Anti-Social Behaviour Order

Eviction
Undertaking

Possession order
Customer Satisfaction (out of 10)

Current

Actual

100
100
100
100

100

57
38

N b

6.00

09/10
Target

N/a
N/a
N/a
N/a
N/a

100
100
100
100

100

n/a
n/a

n/a
n/a
n/a

n/a
n/a

n/a
7

Q4 08/09

100.00
100.00
88.00
100.00

100.00
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Additional Comments:

Strengths —

All category of cases completed within timescale targets
Enforcement action has increased this quarter with - 4
Notices of Seeking possession with 2 Notice requiring
possession and an eviction

No reported incidents of hate crime or racist graffiti
Number of cases successfully resolved this quarter up
by 38% compared with last quarter.

Number of returned customer satisfaction forms is up

Issues —

Overall customer satisfaction is below target. There has
been a tighter review of cases resulting in more cases
being closed. This has resulted in some concern from
residents in respect of what happens if the case needed
to be reopened and the closure letter wording did not
appear to clarify this sufficiently. (One return gave a
score of 2 due to the fact the tenant did not know of the
work we had done to resolve the situation when in fact
the perpetrator has been re-housed as a direct result of
our actions, she believed that he had gone away. This
was also the case with another low scoring case.
However of the 9 returned this quarter, 3 scored 10.
Two scored 5, but gadvef 0k X!
and information etc)

Actions Needed —

Staff training session planned in October looking at use
of React case management system by all staff to ensure
consistency and improve efficiency

A review of React letters, especially the wording of the
‘“closure’ |l etter.

More consistent feedback to tenants on regular basis
during the case investigation.




"G,.een o COMPANY PERFORMANCE SUMMARY

HOMES

People - Homes - Communities
Part of the Trans-Pennine Housing Group

3.1Customer contacts and Press Coverage

Customer Contacts Customer Contacts Additional Comments
~ Quarter 2 has shown a decrease in the
Total C ] q
) ) - number of complaints and compliments.
Complaints received (last quarter) 30 D complmentsrecenve (st aurte 16 complaints were received via our post
. database the remainder from customer
Compliments received (last quarter) 168 D satisfaction surveys. The return rate for R
Complaints received (last quarter] & M satisfaction forms is averaging at 22%
for the gtr. and overall satisfaction rating is
Press Coverage averaging at 9 however the number of
complaints received has reduced to 7 this
¢ gtr. against an average of 33 pr qtr. during
itive / Ip % of 2008/9 and 22 in gtr. 1. This could indicate
Positive / Neutral Press (% o - that whilst overall satisfaction with the
Covergge YTD) 100 (3 service is remaining steady at 9 the
Negative Press (% of Coverage YTD) 0 ¢

reasons why people would complain have
reduced.

Positive Negative Press Year To Date

Press Coverage — how figures are
calculated:
Articles on Green Vale homes are cut out

Press Coverage £ Year To Date

M Positive/Neutral Press (%

of Coverage, YTD)

of newspapers and journals and recorded.

£4,500 - , They are physically measured and a value
egative Press % of . .

£4,000 Coverage YTD is calculated for each item based upon the

E;’ggg size of the article and the advertising rate

£2,500

£2,000

£1,500

£1,000
£500

£0 T

Positive/Neutral Press (£ Negative Press £ Coverage

Coverage, YTD) YTD

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

COMPANY PERFORMANCE SUMMARY

Recruitment

% of
Labour

Turnover 3.94 ¢

% of BME
workforce 3.95

O«

%Number
of staff self
classified
as disabled 7.24

O«

Sicknessasa%

c,_.NthU"

Public Sector

GVH
Longterm

Sickness Short term
Absence Sickness

Qverall Sickness
Absence Absence

Number
of % absence
Days rate

% days
lost per
employee

Public
Sector

Sickness

Long term
Sickness

Absence 114 1.19 ¢

0.75

1.35

Short term
Sickness

Absence 99 1.03 ¢

0.65

3.15

Overall
Sickness
Absence 213

2.22 ¢

1.40

4.50

Key Performance Indicators

8

7

6

5

4

3 = Quarter 1
i W Quarter 2
0 T

% of Labour % of BME %Number of
Turnover workforce staff self

classified as
disabled

Additional Comments

Sickness levels for this
quarter are less than
half the level of a year
ago, and this reflects
the efforts put in by
staff to manage the
issue. Reassuringly,
the rolling annual
average figure
continues to fall
(currently 2.59%)




"Green o COMPANY PERFORMANCE SUMMARY

HOMES

People - Homes - Communities
Part of the Trans-Pennine Housing Group

rd th ~ i
1st o 3 4 K ¢ Lu
BVPIs Quarter Quarter ~ Quarter  Quarter top Qtl 100%
90%

No of Homeless . 38;
Applicants 8 15 J D n/a 0%
No accepted 5 11 J D ig; = July
Preventions (newly . 30% B August
added) 23 33 L D 20% m September
183(a) Average stay in . 10%
Bed and Breakfast 0.00 0 J c C 0 o N B

. Initial % decisions 2 hour Contacted
183(b) Average stay In .o Enquiries madein 33 response if oncea
Hostel Accommodation 0.00 0 J c C 0 responded days homeless  week if in
Decisions made in 33 in48 hrs tonight TA
days 10 14 J &
% made in 33 days 100%  100% J g

Additional Comments: Another busy quarter saw 252 initial enquiries made to the service (a slight increase of 4 compared to last Qtr).
There was a sharp rise in the number of full homeless applications and subsequent number of acceptances. This comes following
changes to our working practice to keep up with new guidance on recording and dealing with applications from the Communities &
Local Government Dept. Manythatwer e previously recorded as ‘prevention’ (wi
and be recorded as ‘Homeless relieved. This aside, perfor ma
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Additional Comments:

Comparison The target fqr end to end_ waiting times is
Target Actual to quarter a J currently being agreed with Rossendale
End to End waiting time for Not agreed . Borough Council as part of the service level
DFGs (from first contact to yet 79 weeks D agreement negotiations. The actual end to

e Eeliyist] end time is based on the average for

Twenty one jobs completed in the first two
guarters. The longest waiting time was 171

OT assessment time (longest) 4 \weeks 10 weeks 9 weeks ¢ K weeks and he shortest was 13 weeks.
Adults GVH OT
It is anticipated that the end to end times
End to End waiting time for (St Vincents)  100% 100% J may increase for a short period as jobs
minor works 100% comp where customers have been waiting for a
in 8 days number of years are completed. The
longest wait has increased from 100 weeks
Qtrl to 171 weeks at Qtr2.
Urgents Non Urgents  Total
Waiting List 15 66 81 The overall budget for Aids and
Est. value of waiting list based £364500 Adaptations is £250,000, but £50,000

on £4500 per adaptation currently pays for- t
house occupational therapist, with

£200,000 to disabled facility grant work

Spend to Commitment

date to date Total
Budget £200000 £36465.36 £79066.82 £133352.18
Additional funding from RBC £57483.83

Urgent Non-urgent
Number of jobs completed 6 15
Work in progress (commitment) - 20
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COMMITMENT 1: IMPROVING YOUR HOME

Progress for guarter two 2009/10

22 new door and windows installations

60 new central heating installed

117 new kitchens installed

39 new bathrooms installed

12 rewires

65 roofs

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

e Year 4 programme second quarter complete and on schedule
e Significant progress on decent homes

Future Actions

e Year 6 - 10 programme developed with consultation

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

Risks

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

o Failure to identify and take advantage of opportunities

Outcome for Tenants

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

COMMITMENT 2: TACKLING ANTI-SOCIAL
BEHAVIOUR

Progress
e Wallbank multi-agency action plan developed

e Family intervention service now being provided by Bacup
Family Centre on a referral basis..

e Bacup Family centre now operating from Sunnycrest at
Bacup running family activities and after school clubs..

e Staff training on use of noise monitoring equipment
carried out.

Future Actions

e Staff training on mediation and Family Centre referrals

e Staff training via RBC on tackling dog fouling issues Pilot
a' Nomi nat ed n e i gnhpbarimarship wits theh e
Police—areas to be designated ‘no cold calling’ areas. .

Risks

e GVH is unable to deliver the Respect Standard

Outcome for Tenants

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

e Overall incidents of ASB reduced with intervention
initiatives and awareness
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COMMITMENT 3: IMPROVEMENTS TO AIDS AND
ADAPTATIONS

Aids & Adaptations SLA agreed with RBC

Service review action plan 44% completed

Two focus group sessions held with tenants to review aids & adaptations
Report to Board 26™ October to pick up outstanding Audit Commission
actions — review of future demand and backlog

Introduced batch procurement with RBC

Benchmarked costs with other RSLs and LAs

Training for technical staff on inclusive design principles

Performance information reported to board and area panels

Revised customer satisfaction forms in conjunction with customers

Future Actions

e Target OT service to vulnerable tenants using customer profiling
information

¢ Annual feedback to customers on performance via Vale@home

o Further focus group meetings to consult on service

Risks

e Controlling expenditure
¢ Meeting demand

Outcome for Tenants

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

e Waiting times for OT assessment reduced

s 21 DFGs completed April — June 2009

e Reduction in costs due to batchina = more adaptations beina carried out

COMMI TMENT 4: I NVESTI NG | N
SERVICES
Progress

Phase 3 of the Best value review — DDA works on sheltered communal areas
approved by board — 1% two schemes improvements due to commence
October 09 (Greenfield Gardens and Masseycroft) — Demand analysis
completed on all schemes.

QAF action plan in place — evidence requirements identified to achieve level B
— still awaiting validation visit date from Supporting People team.

Greenbrook House — still currently 7.5 weeks behind schedule although site
team confident they can pull some time back slightly. Allocations panel now in
operation working alongside social services to identify suitable occupants -
Final stage of Core Provider tender process scheduled for Wednesday 7"
October 09 decision due on the 15" October 2009._Consultation with tenants
regarding interior design completed all within existing budget, information
packs and new extra care application form produced and distributed to existing
and prospective tenants on request, data base created to monitor applications
which will feed into the JAP process.

Future Action

Green Brook House- Set up working group with newly appointed Core Provider
to identify scheme protocols — ongoing project delivery focusing on promotion
of community partnership working — Compilation of allocation procedure to
move new tenants into GVH on a gradual phased format Feb/March 2010
QAF - Consolidation of evidence and planning of validation visit once
validation date known.

BV Review — 3" review meeting to be held early November — output to
potentially feed into business plan 2010/11 — completion of DDA work and
basic refurbishment of first two schemes due to be completed Oct/Nov 2009 -
stock survey on all sheltered properties due to be completed Nov 09

Risks

¢ Reduction of Supporting People Grant
Outcome for Tenants

e The Helping Hands service has completed 167 jobs in total
¢ No charge policy maintained for Sheltered Service.
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COMMITMENT 5: YOUR REPAIRS SERVICE

Progress

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

e Improved performance on gas servicing

el mproved 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 complete

Implementation of repairs priorities/job tasks to ensure value for

money & service improvement

Future Actions

e Introduction of MIS planned maintenance November 2009
e Further increase proportion of planned work

e Stores review across the Group

Risks

o Failure to maintain performance levels
e Budgetary pressures

e Value for Money

Outcome for Tenants
e High quality repairs service

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

¢ Review of Environmental Services (2009-10); consultation event and request for tenant participants via
Tenant ' rtionDay, eustomer feedback analysed, Initial tenants scoping meeting arranged.

e Environmental Improvements; consultation completed. Winter gritting work; liaising with RBC and LCC to

achieve better co-ordination and use of resources in preparation for next winter.

Community &multi agency event held at the Family Centre, Thorburn Drive Whitworth.

Picnic in the park community event with Greenfield Gardens

Family Fun Day on Hawthorn Road and the Cutler estates for families on the estate.

Customer Celebration Day and Annual General Meeting held on 12th September.

Residents group created at Edgemoor Close on 12th August.

Whitworth Action Group created to identify and tackle local issues of concern.

New lockable bin stores at Hareholme created in response to community concerns.

We have installed 147 new consumer units, 131 amenity lights and smoke and heat detectors to 171

properties.

Future Actions

e Develop prospective Environment Improvement programme for 2010/11 using customer feedback to direct

and inform priorities and projects in line with and budget available.

Plans to create tenants groups on both Greenfield Gardens and Wallbank estates.

Clean up event in Spring/Summer on Hareholme.

Community Clean up on land Hammond Avenue, Stacksteads.

Youth Passport — Community work, (to include education), credits and rewards system.

Edgeside Community Office relocating to enable all sections of the community to access the premises.

Continuation of the on-going environmental Improvement projects.

Risks

e Review of Environmental Services may raise unrealistic expectations among customers.

e Environmental Improvement Programme may be severely restricted due to financial pressures leading to
customer disappointment.

Outcome for Tenants

Environmental Services activity will be well aligned with customer priorities.

Environmental Improvements programme well aligned with customer priorities.

Improved customer services for tenants

Cleaner safer estate for tenants

Improved access for all customers.

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.
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COMMITMENT 7: YOUR SAY — TENANT COMMITMENT 8: IMPROVED CUSTOMER SERVICES
INVOLVEMENT & COMMUNICATION
Progress
Progress Lrogress . . . .
« Residents group created at Edgemoor Close on 12th August. * gt"égljgt?m”;f‘é‘z%g acton d";;” for Group review of Service Standards, consultation
e Second tenants‘conference (aka Customer C,elebrat|on Day) delivered e First Mystery Shop has taken place in Environmental Services, results are positive
with a Che @|_< It out them in the main. Call Centre now in operation for 6 months and performance has
A number of local consultation and clean up events undertaken improved month on month , customer feedback being sought and will be reported
Appointment of Community Involvement Officer to Board and feedback to customers. _ _
e Grow your own fruit and vegetable initiative completed known as Edible ¢ Group Compensation Policy to be shared with established tenants groups before
Green Vale going to all Boards for approval followed by staff training.

e Be With Us CBL process how under way, information to customers and cull review

e Second round of National Conversation event completed e =B .
. . . . . - of existing waiting list applicants has taken place.

e Continued meetings held with Polish and Czech Republic families Future Actions
e Ongoing support for Ashley Court tenants ongoling. « Complaints Policy and procedure rolled out to staff including link to Compensation
e Community Development Fund and Estate Environmental Budget for ¢ Report to Board and customers feedback from Call Centre satisfaction survey

Area Panel developed with currently 3 community groups applying. e Mystery Shopping results will be rolled out to service managers and reported back
e Aids & Adaptations consultation with customers — took place end Sept to Board and customers. Next service area to be Mystery Shopped identified.
e Consultation on years 6-10 Improvement programme undertaken e Continue to progress action plan for Group Service Standards Review including

special event day for Mystery Shoppers and Service Managers.

e Set up meeting of next Complaints Scrutinisers group and review action plan for
improvements.

e Customer Satisfaction monitoring review completed.

Future Actions
¢ Plans to create tenants groups on both Greenfield Gardens and
Wallbank estates.

. . . . e Complete staff training on Be With Us CBL system, go LIVE with Be with Us.
¢ Further consultation regarding Decorating Allowance required isks
¢ Failure to ensure easy access to CBL system may result in loss of confidence in
Risks the lettings process by customers.
o Failure to deliver action plan Outcomes
Outcome for tenants e Customer involvement in shaping service delivery.
e Wider range of involvement mechanisms e Improved choice for customers wishing to access housing.

e Clear process for handling complaints and awarding compensation.
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COMMITMENT 9: DEVELOPMENT OF NEW HOMES

Progress

¢ Board discussed development priorities at Board Meeting on 27th July
2009 — agreed to set up a Development Sub Panel which me on 21st
September 2009 to decide on priorities

e Brookville Extra Care Scheme — Whitworth:
Roof 100% complete, Windows 90% , Screed 100%, 1st fix mechanical
90 %, 2nd fix joiner 75% 2nd
90%, 2nd fix joiner 80%, Decoration 15%, Top floor kitchens and
bathrooms complete. Overall approx 7.5 weeks behind. Anticipated
completion early Feb 2010.

Future Actions
e Devel opment
endorsement 26/10/09
e Strategic discussions ongoing with Rossendale Borough Council about
future bidding opportunities

Sub Panel is further

Risks
e Resident opposition to schemes
e Schemes falling behind on build schedule

Outcome for tenants
e More choice and availability for customers

fix

COMMITMENT 10: LOCAL EMPLOYMENT

Progress

Short terms gas placement who is obtaining site based evidence to finish
gas qualification as change of career and self funding qualification

New TPH Manager in post full time and action plan for delivery on
worklessness, employment and community involvement across TPH
Group

Creation of Rossendale Worklessness group with local partners

Future Actions

Signing of local employment agreement with Job Centre plus
Partnership with Bacup consortium on Community Animators project
Staff to be involved in community based volunteering projects
Establish formal links with schools

Recruitment of 3 new craft apprentices in summer 2010

Risks

Increased unemployment adversely affects sustainable communities
Outcome for Tenants

Increased information to tenants on accessing learning, training and

employment opportunities
Opportunities to apply for posts with GVH
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COMMITMENT 11: MORE FOR YOUR MONEY - RENTS COMMITMENT 12: PROTECTION OF YOUR KEY
RIGHTS
Progress
e Working in partnership as part of the Rossendale against recession This commitment has been completed.

working group to look at the level of help and support being
provided across the Borough in the current financial climate.

eJoint partnership working and p
day on 12" September 2009 with agencies such as CAB, Credit
Uni on and LCC Loan Sharks to ra
financial issues.

e Launch of new poster/promotion with Credit Union for adult savers-
and also for junior savers-running competition to name the Green
Vale Homes piggy bank.

¢ Joint leaflet with CAB included in last Vale@ Home to raise
awareness of remit of bailiffs.

Future Actions

e To send out financial survey to all tenants in November ¥ale
@ Home to find out information on numbers with bank
accounts, tenannceandmalsorasent s i
awareness of housing benefits available.

e Review of 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
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Aim Resources

Replace existing IT business systems with products that will Resources contained within Trans Pennine IT budget
support the delivery of more responsive, efficient and effective
services to customers.

Outcomes Risks
e Performance information that we need, in a format that we Managing change — staff and customer perceptions
want that is easily accessible and usable. Fail to reduce complexity of internal processes and
e Support decisions being made more speedily and closer to improve productivity
the customer.
e Reduce the complexity of internal processes and improve Progress

productivity. e MIS Test System in place and user acceptance
e Trans-Pennine wide computer software offers flexibility testing commenced
e Training programme completed and delivered to
Key Deliverables relevant staff
e Project plan for implementation of CBL software e First go-live test due
e CBL project completed including installation of related e CBL training now completed
computer system e CBL go live date 12" November 09

e Project plan for implementation of MIS
+ MIS system implemented including review of internal
processes
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Aim

e To improve the way that we currently deliver the sheltered
housing and Careline services and to provide the basis for
a medium and | ong term visi

Outcomes

¢ Improve value for money for customers.

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

e To ensure the sheltered housing stock is fit for purpose

Key Deliverables

e Assessment of housing stock

¢ |dentify demand and demographic impact on supported
housing
Feasibility study
Consideration given to DDA implications on sheltered
schemes

Resources
e 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

e 3rd round of consultation visits with tenants and staff
arranged for Oct/Nov 2009 to determine feedback on
recent change in service delivery and structure.

e Approval granted from board for DDA work to go
ahead on all sheltered communal areas identified —
work due to commence on first two schemes October
2009 (Masseycroft/Greenfield Gardens)

Demand analysis on schemes completed for phase
3 of the BV review - currently awaiting stock survey
report on sheltered housing stock with regards to age
of schemes and sustainability.
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Progress
Aim
To implement the Resident Involvement Statement Action plan delivery
commitments. e Second tenants conference (aka Customer
Cel ebration Day) delive

Outcomes theme
e Broader range of options for tenant and resident ¢ A number of local consultation and clean up

involvement events undertaken in conjunction with housing
e Improved satisfaction with tenant involvement opportunities officers

e Appointment of additional Community

Key Deliverables Involvement Officer
e Action plan for delivery of Resident Involvement Statement e Grow your own fruit and vegetable initiative

commitments completed known as Edible Green Vale

e Consultation on TSA National Voice
Resources e Continued meetings held with Polish and Czech
e Costs to come from existing resident involvement budget Republic families
s Community Development Fund and Estate

Risks Environmental Budget for Area Panel developed with
e Failure to deliver action plan currently 3 community groups applying.
¢ No improvement in satisfaction with tenant involvement

opportunities
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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

e Approved environmental improvement programme
e 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
e Work complete on identifying decent homes gaps

within the investment programme.
e Work is continuing on consultation for the
environmental improvement programme
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Aim Risks
Develop and implement Inspection Action Plan The key risk is the damage to our reputation with the
Outcomes TSA presented by not delivering the agreed action plan
Implementing the recommendations in the Inspection Action Progress
report will improve services to customers e Second progress report submitted to the TSA on
Key Deliverables 31/07/09
= e Second progress report submitted to the board on
TSA and Audit Commission sign off action plan as completed the 27/07/09
e 15 out of the 30 details have now been completed
Resources 0
(50%)
Reliant upon existing resources within the organisation e Third progress report due to the TSA on 31/10/09
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Aim
To create a framework for engaging with neighbourhoods and | Resources
smaller communities Budget requirements will be met from within the Respect
budget
Outcomes Risks
e Tenants and residents feel Green Vale Homes is e Failure to work in partnership with Rossendale
addressing neighbourhood and community issues. Council
Progress
¢ Meeting with all relevant managers across the Group
Key Deliverables to agree CAFE framework and roll out across the
Group
e Programme and budgets for Neighbourhood and e Training for staff on CAFE framework arranged in
Community Plans three tranches
¢ Framework that links to the Councils multi agency e Attending RBC Neighbourhood Forum meetings
neighbourhood planning proposals




