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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 
 
č  Performance has improved compared to the last quarter 
ċČ Performance has remained the same compared to the last 

quarter 
Ď Performance has declined compared to the last quarter 
 

Current Performance 

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

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

L 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 K č 

Asset Cover Ratio 

 

114% 100% J č 
  

  

 
Original 
2009/10 

Quarter 
1 

Quarter 
2 

 
Quarter 
3 

Quarter 
4 

Predicted 
2009/10 K č 

Annual Cash Flow Deficit (£’000’s)  

 

   

 

   

 

Target  7,864 1,966 3,932 5,935 7,864 7,864   

Actual 
 

 2,763 4,270 5,123 4,615 7,864 J Ď 

 

 

  

      

    

   

  

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

 Current 
Performance 

2009/10 
Target 

This time last 
year K č 

Right to Buy Sales completed 

 

5 0 7 J č 

% Forms acknowledged within 4 
weeks of application 

 

100% 100% 100% J ċČ 

 
 

     
 

Additional Comments:  
 
The Asset Ratio Cover is 
currently 111% which is based on 
the latest valuation of £27.5M 
compared to current outstanding 
loans of £24.7M 
 
The budgeted cash flow deficit up 
to the end of the quarter amounts 
to £7,864 compared to an actual 
deficit of £4,615 
 
The main reasons for the smaller 
deficit are that there has been no 
Speculative Development in the 
year. 
 
Lower Interest rates has resulted 
in savings being made. 
 
Investment Programme refusals 
and delays on certain schemes 
have resulted in under spends.  
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2. Neighbourhood Services Performance 
 
2.1 Income 

Quarterly outturn  
Current 

Performance 
2009/10 
Target 

This Time 
Last Year K 

Against 
Qtr4 
08/09 

č 

Top 
Quartile 

Qtr 4 
08/09 

 
Rent arrears of current tenants as % of 
annual rent debit raised (GNPI34 and 
SHPI 13 combined) 2.03% 1.74%* 1.74% K Ď 2.56% 
 
Rent loss due to vacant housing as % of 
annual rent debit (GNPI30 and SHPI17 
combined) 1.05% 0.91%* 0.91% K Ď 1.13% 
 
Rent collected from tenants as % of 
amount of rent debit raised, excludes 
the arrears brought forward. (GNPI28 
and SHPI15 combined)   99.66% 99.5% 99.36% J č 

100.12
% 

 
Rent collected from tenants as % of 
amount of rent debit raised, includes 
the arrears brought forward (BVPI 
66a) 97.70% 97.65% 97.63% J č 99.54% 
 
% of tenants evicted as a result of rent 
arrears  0.25% 0.53%* 0.54% J č 0.13% 
*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 
 

The rent collected from tenants 
including and excluding arrears have 
both improved on this time last year 
and both are ahead of target. 
 
The number of tenants evicted during 
the year has fallen from 20 in 2008/09 
to 9 in 2009/10 – again the team are 
well ahead of target on this indicator. 
 
There has been an increase of 
approximately £23,000 in rent arrears 
and this is why the rent arrears as a % 
of Annual debit raised has slightly 
increased – however, it is still top 
quartile performance.  Similarly, there 
has been an increase in the rent loss 
due to void properties – this is in part 
due to the introduction of CBL and 
also the delay in viewing properties in 
the bad weather period.  The indicator 
is, however, still in the top quartile.    
 
We have used Qtr 4 benchmark 
figures to compare as performance on 
rent arrears is an accumulative figure 
throughout the year.  
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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  K č 

          
Total homes 
vacant 

(33) 
0.90% 

(30) 
0.80% 2.50% 1.49% 21 21  K č 

 

General Needs 
Lettings to BME 
Households 4.1%* 3.8% 

Void Turnaround  

 

Current 
Performance 
(Weeks) 

2009/10 
Target 

HouseMark 

National 
Top 
Quartile 
Q2 08/09 

This time 
last year 

Last 
Year 
End K č 

        

Current Performance 3.2 3.1 3.2 3.0 3.3 K Ď 
 

Performance and Improvement – Green Vale Homes            2.2 

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 is slightly above our target this quarter.  The proportion of lettings to BME households is an accumulative target and we 
have exceeded our expected target.  Void turnaround time is currently just above our set target and has slightly increased compared to 
the same time last year. This has slightly increased from last quarter due to the number of properties becoming empty on our sheltered 
schemes and trying to match the right person to the property.  In addition, under our Choice Based Lettings scheme B-with-us we had 
some initial problems with applicants travelling from outside the Rossendale area to sign up properties which added time to the process. 
 
 
* Accumulative figure 
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2.3 Responsive Repairs Performance 

Repairs 
Performance  

 

 K č 

Top 
Qtle 
Q4 
08/09 

  

Total 
Jobs 

Ordered 

Target  
% in 
Target 

   

Emergency (24hrs) 713 100% 99.37% J ċČ 99.23 

Urgent  (7days) 686 100% 99.64% J č 98.01 

Routine (28 days) 1581 97% 99.09% J č 98.66 

Void (15 days) 78 100% 100% J ċČ  

Long term void (42 
days 5 100% 100% J ċČ 

 

Customer Satisfaction Repairs  

average score         8.31 Ď  

%questionnaires 
returned 37.38% č 

 

Gas Service Contract  

 Target Actual 
 
Progress 

 

Service programme 3603 3599 99.88% 

 

     

Customer Satisfaction Gas Servicing  
 

%  questionnaires 
returned  18.83 č  

 

Average score   9.61 ċČ   

     

CP12’s Target Actual Status K č  
Homes with valid 
certs 100% 

99.88
%  J č  

Homes with invalid 
certs 0 4  J č  

 

Additional Comments: 
 

Repairs performance  
continues to improve 
with P4’s returning a 
strong performance  and 
P1 & 2’s  approaching 
their  challenging 100% 
target. 
 
Voids performance 
remains good with 
100% completion within 
target. 
 
There are 4 outstanding 
CP 12’s at the end of 
the year, all facing 
injunctions to gain 
access. 
 
Customer satisfaction is 
good on low rates of 
return. 
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2.4 Improvement Programme 
Summary of Programme Status 
 

Status No of 
Properties 

Target 
K č 

Completed 615 622 J č 

On site 7 0 K ċČ 

Delayed / Waiting for 
work to commence 

0 0 K ċČ 

Refusals / RTB 65 45 J č 

WYSPA Indicators 
Status Target % Performance  

against 
target 

Position 
At 30.6.08 

K č 

Overall Customer Satisfaction 90 96.8 4th J č 

Average Partnering Performance 88 89 4th L č 

Properties on time 100 93 4th L č 

Predictability of cost 94 95 4th J č 

Problem Resolution 40 84 1st J ċČ 

Choice 90 98.9 3rd J ċČ 

Decent Homes 
 Target Perf against 

target K č 

% Homes Non Decent 15% 13. K č 

% Change in non decent homes 10% 12 K                    č 

Energy assessment SAP 64 68.4 J č 
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Additional Comments 
 
The year 4 investment programme 
has progressed well, with the 
exception of Tunstead roofing 
which was deferred to 2010 owing 
to weather considerations. 
 
The WYSPA report is for the 12 
month period up to December 
2009. The performance overall is 
solid and shows some 
improvement on the last quarter. 
We have actively worked with our 
construction partner ROK to bring 
about this improvement. 
Progress towards our decent 
homes target is ahead of 
schedule. 
 
 The Sap or energy efficiency 
measure of our dwellings is ahead 
of target and is primarily resulting 
from our boiler replacement and 
window programmes. 
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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  30    9   

Britannia C/heating   36    3   

Helmshore C/heating 39       

Helmshore kitchens 40       

Tunstead & Alder Grng Kits  28       

Cutler Greens Kitchens  56    2   

Glen Cres Re roofing  25    0   

Waterbarn Bathrooms  42    6   

Waterbarn C/heating  34    8   

Bridleway kitchens  18     1   

Bridleway C/heating  25    3   

Edgeside Kitchens  98    7   

Burnedge Close Kitch 23    4   

Burnedge Close C/htng 23    4   

Old Row Re roofing  15    0   

Staghills C/heatings  38    3   

Stubbins Kitchens  19    6   

Stubbins C/heatings  20    3   

Staghills Kitchens  35    2   

Thorn heatings 35       

Thorn kitchens 36    1   

Goodshaw kitchens  51 7      

Central Bacup bath/htng  35    3   

 
 
 
 

Additional Comments 
 
The year 4 investment 
programme has 
progressed steadily 
throughout the year. 
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2.5 Anti Social Behaviour  Current 
09/10 

Target 
Q4 08/09 K č 

Reports received      

ASB reports by Class A 2 N/a 10 - Ď 
ASB reports by Class B 9 N/a 25 - Ď 
ASB reports by Class C 3 N/a 3 - ċČ 
Total 14 N/a 38 - Ď 
Hate Related Cases 0 N/a - - ċČ 
Complainants contacted within 
timescale          

Actual  Actual   

Category A 100 100 100.00 J ċČ 

 Race Harassment Cases                                       100 100 100.00 J ċČ 
Category B                                                                   100 100 89.00 J č 
Category C  100 100 100.00 J ċČ 
Racist graffiti removed within 
timescale  (4 hours)                    100 100 n/a J 

 
ċČ 

      

Live and Closed ASB Cases      

Number of live cases 31 n/a 64 - Ď 

Number of cases closed 27 n/a 0 - č 

Enforcement Action Taken      

Notice Seeking Possession  1 n/a 1 - ċČ 

NRPs on Starter Tenants 0 n/a 0 - ċČ 

Anti-Social Behaviour Order   0 n/a 0 - ċČ 

 Eviction 1 n/a 2 - Ď 

Undertaking 0 n/a 0 - ċČ 

Possession order 0 n/a 0 - ċČ 

Customer Satisfaction (out of 10) 9.33 7 9.33 J ċČ 
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Additional Comments:  

 

 All our targets have been achieved in all areas. 

 There has been a reduced number of A and B 
incidents reported this quarter.   

 There was one hate crime reported this quarter 
which included graffiti. 

 There was also a reduction in number of live 
cases which had reduced from 47 to 31.  This 
was due to officers receiving one to one case 
management with their line manager with 
reduction targets introduced. 

 Customer satisfaction has increased to 9.33  

 Development of new Interventions Team is 
planned for June 2010. 
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3.1Customer contacts and Press Coverage 
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Customer Contacts 

 Total č 

Complaints received (last quarter) 84 č 

   

Compliments received  (last quarter) 270 č 

 

Press Coverage 
 

  č 
Positive / Neutral Press (% of 
Coverage YTD) 79.40 Ď 

Negative Press (% of Coverage YTD) 20.60 č 

 

Additional Comments 
There has been a significant 
increase in the number of 
complaints during qtr. 4 up from 37 
last qtr. This is mainly due to the 
complaints received in relation to 
Bacup and Stacksteads TMO (29), 
however qtr 4 has also shown an 
increase of 57% in the number of 
compliments received, 154 qtr. 3, 
up to 270 qtr. 4. 
 

The negative press resulted from 2 
stories with photos - GVH not 
lopping tall trees (although we 
eventually did so), and the future of 
Mytholme House. 
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3.2 Personnel: Recruitment and Sickness 

Recruitment  
  

  

      

% of 
Labour 
Turnover  8.33  Ď 

  

      

% of BME 
workforce  4.16 č 

  

      

%Number 
of staff self 
classified 
as disabled  7.64 č 

  

 

Number 
of  
Days 

% absence 
rate   

% days 
lost per 
employee 

Public 
Sector 

Sickness        

 
  

 
  Long term 

Sickness 
Absence  168 1.84 č 1.01 1.35 

      

Short term 
Sickness 
Absence  146 1.60 Ď 1.17 3.15 

      

Overall 
Sickness 
Absence 314 3.44 č 2.18 4.50 
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Additional Comments 
 
Although sickness 
levels have risen they 
still remain below the 
reported average 
levels.  Long term 
sickness figures are 
high due to the 
absence of three staff.  
Two have now left the 
company so we 
envisage the figures 
improving in the near 
future. 
 
A slight increase in 
short term absences is 
usual at the time of 
year with seasonal 
minor illnesses such 
as flu, colds and chest 
infections.  
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3.3 Homelessness 
  

BVPIs 
1

st
 

Quarter 
2

nd
 

Quarter 
3

rd
 

Quarter 
4

th
 

Quarter 
K č 

Audit 
Comm 
top Qtl 

        
No of Homeless 
Applicants 8 15 8 12 K č n/a 

No accepted 5 11 4 5 J č  
Preventions (newly 
added) 23 33 33 13 L Ď  
183(a) Average stay in 
Bed and Breakfast 0.00 0 0 0 J ċČ 0 

183(b) Average stay in 
Hostel Accommodation 0.00 0 0 0 J ċČ 0 

Decisions made in 33 
days 10 14 10 8 J č  

% made in 33 days 100% 100% 90% 100% J Ď  

        

 GVH Other  GVH    

Re-housed 19 1(RSL)  18    

        

       
 

        

 
 
 
 

Additional Comments:  This final quarter saw 260 initial enquiries made to the service and has been the busiest quarter of the year (an 
increase of 53on the last quarter).  There was a small rise in the number of full homeless applications and subsequent number of 
acceptances, though this would be expected given the increase in new enquiries. Preventions have dropped to their lowest level for the 
year.  Performance over the Qtr has generally been high once again. 
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3.4 Aids and Adaptations Performance Information 

  Target  Actual  
Comparison 
to last year ą J 

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

63 weeks 67 weeks 79 weeks 

 

K 

     

     

      OT assessment time (longest) 
Adults GVH OT 

4 weeks 3 weeks 3 weeks 

 

J 

     

     End to End waiting time for 
minor works 

(St Vincents) 
100% comp 
in 8 days 

100% n/a  J 

        

    Urgent Non Urgents Total 

 
  

Waiting List 15 39 54 

 
  

Est. value of waiting list based 
on £4500 per adaptation £243000 

   
  

        

 
  

  
Spend to 
date 

Commitment 
to date Total 

 
  

Budget £200000 £188,545.10 £15,253.50 £203,798.60 

 
  

Additional funding from RBC £93,714.13 
 

£93,714.13 

 
  

Improvement Programme £29,600.00 
 

£29,600.00 

  Total £311,859.43 £15,253.50 £327,112.73 

  

 
Urgent Non-urgent 

   Number of jobs completed 13 60 73 

  Work in progress (commitment) 3 4 7 

   

Additional Comments: 
 
The actual end to end time is based on the 
average for seventy three jobs completed in 
the full year. The longest waiting time was 
223 weeks and the shortest was 13 weeks. 
 
The end to end waiting times are affected 
by some older jobs which have been on the 
waiting list for some time 
 
Urgent cases- end to end times 67 weeks 
GVH funded- end to end times 50 weeks 
 
The increased waiting times for urgent 
cases can be attributed to planning 
permission being granted, top up funding 
and a challenging RBC A&A budget that is 
used to fund urgent cases 
 
 
The overall budget for Aids and 
Adaptations is £250,000, but £50,000 
currently pays for the salary of GVH’s in-
house occupational therapist, with 
£200,000 to disabled facility grant work. 
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4. Business Plan Priorities 
 
4.1 12 Commitments 
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Progress for quarter four 2009/10 

 31 new door and windows installations 

 57 new central heating installed 

 207 new kitchens installed 

 172 new bathrooms installed 

 2 rewires 

 10 new  roofs 

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

 Year 4 programme fourth quarter complete   

 Significant  progress on decent homes 

 Framework selection underway 
. 

Future Actions 

 Year  6 - 10 programme developed with consultation 

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

 Preparation for year 5 programme 

 Cross group harmonisation 
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 

 Draft ASB Pledge to customers out for consultation with all 
agencies (see minimum standards below) 

 Staff training on mediation carried out March 2010 

 ‘Nominated neighbour’ scheme has been rolled out to all our 
supported housing schemes 

 Respect action plan updated and complete 
Future Actions 

 A set of minimum standards for tackling anti-social behaviour 
which will serve as a pledge to the public are being developed 
across the pan-Lancashire area and being coordinated by the 
CSP 

 Training on Family Centre referrals due May/June 

 Group lead on ASB – new group intervention team to be set up 
– June 2010. 

 New Police Office due to open May 2010  
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 

 
 

 

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 

 Service review action plan 78% completed 

 Consultation events with customers to inform new policy 

 Re-designed customer satisfaction forms and letters sent to tenants in 
conjunction with customers 

 
Future Actions 

 

 Target OT service to vulnerable tenants using customer profiling 
information 

 Review information leaflet with customer input 

 Draft Trans-Pennine accessible homes policy 

 Undertake cost benefit analysis of taking adaptations service in-house 
 

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 

 73 DFGs completed April – March 2010 

 Reduction in costs due to batching = more adaptations being carried out 

 End to end waiting times reduced from 79 to 67 weeks 
 

 
 

 

 

 
 
 
Progress 
 

 There are two key issues following last report (a) the outcome of the 
Supporting People review - see separate Board Report and (b) the 
completion of Green Brook House, the new extra care housing scheme. 

 The scheme was handed back mid March and lettings commenced beginning 
of April. The target date for full occupancy was end of April. However, as at 
mid April, there are still 5 properties to allocate but it is anticipated that full 
occupancy will be achieved by end of May 2010. The scheme has been built 
and finished to a very high quality, reflected in the initial feedback from both 
tenants and partners which has been extremely positive. Official opening has 
had to be delayed due to the elections, now scheduled for 21

st
 June.  

 
Future Action 
 

 Whilst some work was started on Phase 3 of the review (optional appraisal of 
schemes) it is considered that more detailed analysis actually needs to be 
undertaken. This will be taken forward as one of the service plan priorities for 
2010, with a revised target date for completion by March 2011. This will form 
the basis for developing a long term investment plan for sheltered schemes, 
including decommissioning, change of use etc. 

 
Risks 

 Reduction of Supporting People Grant 
 
Outcome for Tenants 
 

 The Helping Hands service has completed 163 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 
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Progress 

 External quality audit of new central heating installations 
implemented and monitored –  ranked 13

th
  out of top hundred 

organizations in  2009/10  

 Gas service, 99.9% properties complete in 2009/10 

 Improved performance on P4’s – Q4 99.09%, Year 97.95% 

 Stores audit and recommendations completed 

 Consultants appointed to undertake stores review 

 MIS repairs implemented 
 

Future Actions 

 100% appointed service 

 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 (2009-11). Outreach consultation exercises using 
KOC information completed. Outline scheduled of review process completed  

 New Bin Stores created at the Hareholme flats to improve appearance on area 

 Erected new railings on Masseycroft to create a safer neighbourhood for our customers. 

 Communal flagged area created for elderly customers at rear of flats on Gambleside 
Close  

 Young People Group created in conjunction with Police, Young People Services, 
Rossendale Borough Councils’ Communities Team 

 New handrails and steps created to rear of Edgeside flats and all communal pathways 
relayed and repaired 

 Gated entrance to Bury Road flats installed to improve security and safety for customers  

 Hall Carr gardens project launched 

 Installed 65 amenity lights, 277 smoke and heat detectors and 22 split load consumer 
units 

 Gladstone Street Environmental Improvements 90% complete 

 Cutler Crescent ASB pilot scheme commenced 
Future Actions 

 Review group to benchmark service areas against similar organisations, including visits 
to neighbouring organisations 

 Possible training/authorisation for GVH staff to issue Fixed Penalty Notices to address 
dog fouling issues 

Risks 

 Review of Environmental Services may raise unrealistic expectations among customers. 
Outcome for Tenants 

 Environmental Services Review will be well focused on customer priorities. 

 Cleaner safer estate for tenants 

 Improved community sustainability 

 Reduced hazards, improved safety and security on estates 
 

COMMITMENT 5: YOUR REPAIRS SERVICE  

COMMITMENT 6: CLEAN, SAFE AND SECURE HOMES 
AND COMMUNITIES  
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4. Business Plan Priorities 
4.1 12 Commitments 
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Progress 

 Final  round of TSA National Conversation consultations completed 

 New constituted tenants’ group at Edgemoor Close formed  

 3 community groups awarded funding from Community Development  and 
Estate Environmental Budgets from Area Panels 

 Joint initiative with Police ‘Safe Neighbour Scheme’ launched. Pilot in sheltered 
housing schemes undertaken – will launch across Borough May 2010  

 Death on Termination Policy consultation undertaken – awaiting final report 

 Mystery Shopping with Trans Pennine tenants undertaken – awaiting agreement 
for next round of service standards to be looked at 

 Edible Green Vale/Pennine initiative launched - plan to deliver packs April/May 

 Estate Services Review in progress -  Working Group including tenants actively 
involved in review  

 Discussions with Tenants Forum Committee taken place – awaiting action plan 
from Committee 
 

Future Actions 

 Plans to create formal and informal  tenants groups on Greenfield Gardens, and  
Wallbank estates – ongoing 

 Complete Impact Assessment for 09/10  

 Review of Resident Involvement and Resident Involvement Statement to be 
undertaken 
 

Risks 

 Failure to deliver action plan 
 

Outcome for tenants 

 Wider range of involvement mechanisms 

 

 

  
 
 
Progress 

 Group Compensation Policy approved by Board 

 Mystery shopping of access to services has taken place and results reported back 
to customers in Vale@home 

 Consultation with customers has taken place on Service Standards March 2010 

 Complaints Scrutinisers Group met to assess complaints received 

 B-with-Us CBL action plan developed to ensure system accessible to all applicants 

 Consultation with customers on development of Group Rechargeable Repairs 
Policy – feedback to Area Panels and Tenants Federation 

 Review Group established to develop Rechargeable Repairs Procedure to support 
policy 

 Group Head of Customer Excellence and Group Head of Business Improvement 
now in place 

Future Actions 

 Further Mystery shopping to be arranged 

 Ensure TSA Standards are included in Group Service Standards (April 2010) 
before final drafts are available for Board consideration 

 Group wide approach to monitoring complaints and sharing lessons learned – 
utilise HPM model on MIS to ensure structured group approach to recording and 
responding to complaints 

 Contact all B-with Us applicants who are registered on the system but have not yet 
expressed an interest in a property to ensure that there are no barriers to 
accessing this service – progress B-with-Us action plan to progress this service 

 Rechargeable repairs Policy to TPH Boards – progress Group-wide approach to 
implementing Rechargeable Repairs Policy 

 Report on results of Status Survey 
Risks 

 Failure to ensure easy access to services and ensure high standards are 
maintained may result in reduced customer satisfaction 

Outcomes for tenants 

 Customer involvement in shaping service delivery 

 Consistent TPG approach to learning from and handling complaints 

 GVH tenants receive a high standard of service that is comparable with other 
housing organisations. 

 

COMMITMENT 7: YOUR SAY – TENANT 
INVOLVEMENT & COMMUNICATION 

 

COMMITMENT 8: IMPROVED CUSTOMER SERVICES 
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Progress 

 Green Brook House – Scheme handed over fully fitted out 

 Greenbrook House properties provisionally accepted 

 Unsuccessful bid for development site at Helmshore, but liaising with 
RBC and the developer to be nominated RSL for the affordable units 
within the scheme 

 Official handover of scheme in March 2010 
 

Future Actions 

 Awaiting scheme costs of affordable units at Helmshore 

 Identify further sites for the speculative development funds written into 
the Business Plan 

 Open day/Launch of Green Bank House 

 Tenants move in 
 

Risks 

 Resident opposition to schemes 

 Schemes falling behind on build schedule 

 Unsuccessful bids for development sites 
 
Outcome for tenants 

 More choice and availability for customers 

 

 

 
 
 
Progress 

 Appointed new Plastering apprentice from Accrington & Rossendale College with 
£2500 National Apprenticeship subsidy  

 Attended your Future in Rossendale, careers + work event at Alder Grange School – 
March 2010 

 Local partnership established with Accrington & Rossendale college for short term 
placements, future apprentices and signposting of training for tenants 

 Action plan for delivery on worklessness, employment and community involvement 
across TPH Group 

 Partnership agreed with St. Mary’s RC junior School at  Bacup for reading scheme in 
school with staff volunteers, along with environmental works 

Future Actions 

 New Rossendale worklessness group  will be reporting into Rossendale BC 
Regeneration cabinet 

 Placements for Future Jobs Fund, new government  6 month funded job for young 
people aged 18 -24 who have been unemployed for more than 12 months 

 Signing of local employment agreement with Job Centre Plus 

 Staff to be involved in community based volunteering projects 

 Establish formal links with schools / colleges for placements , employment advice  
Risks 

 Increased unemployment adversely affects sustainable communities 
Outcome for Tenants 

 Increased information to tenants on accessing learning, training and employment 
opportunities 

 Local partnership working to assist and provide opportunities for tenants/ local 
communities    

 Opportunities  to gain work experience and careers advice from staff at GVH 

 Opportunities to apply for posts with GVH 

 

COMMITMENT 9: DEVELOPMENT OF NEW HOMES COMMITMENT 10: LOCAL EMPLOYMENT 
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4.1 12 Commitments 

 
 
 
 

This commitment has been completed 
 
 

 
 
 
Progress 

 Agreed £10,000 funding for Rossendale CAB for financial year 
2010/2011-this service is used extensively by our customers- in the first 3 
quarters 261 Green vale tenants were helped by the CAB, 21 whilst they 
were at Court   

 Updated the format of the large print statements to make them easier to 
read 

 Follow up article included in the March Vale@home magazine relating to 
the financial inclusion survey which had been sent to all tenants in 
November 09-this was to raise awareness of credit unions, housing 
benefit and contents insurance  

Future Actions 

 Review the possibility of introducing tenant incentive schemes-this is now 
being looked at as a Trans Pennine scheme 

 Meeting between Green Vale Homes and partners such as the CAB, 
credit unions, Rossendale Borough Council and Lancashire County 
Council on 28/4/10 to discuss future joint financial inclusion initiatives 

 Work is ongoing on a Trans Pennine financial inclusion strategy to ensure 
best working practices for our tenants are shared across the group  

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 

 CBL implemented 12/11/09; Abritas system in place 

 MIS Rents, Arrears, Repairs, Lettings and 
Contractors modules implemented 14/12/09 

 HPM pilot went live on 1st March 2010.  This is a 
provisional 8 week pilot running to the end of April  
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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 
 

 Whilst some work was started on Phase 3 of the 
review (optional appraisal of schemes) it is 
considered that more detailed analysis actually 
needs to be undertaken  
 

 This will be taken forward as one of the service plan 
priorities for 2010, with a revised target date for 
completion by March 2011  

 

 This will form the basis for developing a long term 
investment plan for sheltered schemes, including 
decommissioning, change of use etc. 
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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 
 
Completed 31/03/10 – all key deliverables completed 
and a review of Resident Involvement and the Resident 
Involvement Statement will take place in 2010/11. 
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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 

 Maintenance of decent homes 
 
 

 
Resources 
The Investment Programme Budget is now in place 
following the news gap funding is secure for year five. 
 
The year five programme is deliverable within the 
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 complete on identifying decent homes gaps 
within the investment programme. 

 Work is continuing on consultation for the 
environmental improvement programme 

 Work has commenced on the year 6-10 investment 
programme 

 Work commenced on year 5 programme 

 
 
 
 
 
 

Performance and Improvement – Green Vale Homes            4.5 



            

COMPANY PERFORMANCE SUMMARY  
 
Report issued: 10/05/10                      Report for period ending 31/03/10          Quarter 4 2009/10        

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

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 

 Fourth progress report submitted to the TSA on the 
31st January 2010 –  we are still awaiting feedback 
from the TSA on this submission, and the third 
progress report that we submitted  

 As at 31st January 2010 25 out of the 30 actions had 
been completed (83%) – again we are still awaiting 
confirmation of this from the 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 

 Article published in November Vale@home with 
survey for tenants to complete.  Further consultation 
is planned for later in the year after the training has 
taken place 

 Training for staff on FACE framework arranged in 
three tranches with training taking place, then staff 
carrying out tasks before next training takes place 

 Discussions with IT section to enable surveys to be 
input into the MIS database and interrogated  
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