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4
Key Themes

Customer service

To achieve our mission to be the best 

housing provider in the North East, we  

need to consistently provide excellent 

customer services. We are committed to 

increasing opportunities to access our 

services in ways that suit the diverse 

requirements of our customers and 

that equip us for the future whilst 

maintaining high levels of customer 

care.   

During 2008 we produced our first 

Customer Service Strategy called ‘Every 

Customer Matters’. That strategy was 

reviewed and refreshed during 2010/11 

to cover the period 2011-2014 to align 

with YHN’s current Business Strategy.  

The strategy sets out our vision for 

the future development of customer 

services and outlines improvements that 

we need to make to ensure the ongoing 

delivery of three star excellent services.  

The strategy was developed around 

customers’ needs and aspirations 

gathered through consultation with 

them and our own staff, and is closely 

linked to the key principles of the 

rigorous Customer Service Excellence 

(CSE) standard.

Our vision for customer services, as 

explained in ‘Every Customer Matters’, is 

that:

“Our customers will be able to access 

our services at whatever time they 

want in a way that best suits their 

needs. Every time a customer comes 

in contact with our organisation they 

will receive excellent and consistent 

customer services, delivered by a 

quality workforce that is enabled by 

technology. Your Homes Newcastle 

will be recognised as responsive, 

accessible, inclusive and above all an 

organisation that delivers excellent 

customer services”.

During 2011 - 2012 we will continue 

to deliver services in keeping with 

the commitments given in our YHN 

Customer Service Charter.  We will also 

be improving contact with customers 

through the establishment of a new 

YHN Enquiry Centre and supporting 

technology that will provide better 

customer contact history and enable 

more enquiries to be resolved at the 

first point of contact.
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Performance against our standards 

and plans is regularly monitored 

and reported to a number of key 

forums including the YHN Programme 

Board, YHN Performance Committee, 

YHN Customer and Service Delivery 

Committee and where necessary the 

main YHN Board.           

Value for money

Value for money is a central 

requirement for any successful 

organisation. Efficiency savings can be 

reinvested to provide better services 

for customers, provide more choice, 

and ensure that needs and priorities 

are met. Efficiency is not about service 

reductions, but about doing more for 

the same or less, by raising productivity, 

increasing effectiveness and getting 

better value for money.

Our vision for our Value For Money 

Strategy is: 

‘To deliver excellent services 

in an economic, efficient and 

effective way which will enable 

the provision of sustainable, good 

quality and desirable homes and 

contribute towards improving local 

communities’. 

In order to achieve this we have 

developed four overarching priorities 

which will enable us to achieve this 

vision: 

•	 Priority one – continue to optimise 
the economy, efficiency and 
effectiveness of our services 

•	 Priority two – maximise opportunities 
to make efficiency savings through 
our procurement practices 

•	 Priority three – strengthen our 
existing value for money culture

•	 Priority four – advance the way we 
measure, report and monitor value 
for money  

Partnership working

Partnerships are extremely valuable as 

they help us access new ideas, expertise 

and funding opportunities. They also 

enable us to share information, risk 

and costs. Our extensive and diverse 

partnership range reflects the scale 

of the interdependency that exists 

between social housing and community 

cohesion, emphasising the importance 

of council housing within the city.  

Working in partnership occurs at both 

a strategic and operational level.  

We are involved in successful non 

commercial partnerships with a number 

of organisations, including NCC who we 

work with collaboratively on a regular 

basis.  

At a strategic level we are involved 

in partnerships such as the Newcastle 

Partnership which is the city’s Local 

Strategic Partnership (LSP). This enables 

local organisations to work together 

to improve the quality of life for 

communities living in Newcastle.  

At an operational level we are involved 

in partnerships which: 

•	 Support vulnerable tenants;

•	 Deliver positive activities;

•	 Help tenants access employment;

•	 Make our communities safer;

•	 Improve the energy efficiency of our 
homes, and

•	 Provide homes for people to live in.

This work is carried out in partnership 

with agencies and organisations from 

across the city such as Safe Newcastle, 

local safeguarding boards, Newcastle 

Warm Zone and Job Centre Plus.  

Additionally, a high level of this work is 

carried out in collaboration with NCC on 

a day to day basis, such as: 

•	 Liaising with Planning and 
Transportation, Property Services 
and Legal Services to deliver our new 
build programme; 

•	 Liaising with Leisure Services to 
deliver our positive activities strategy; 

•	 Liaising with Environmental Health to 
deal with anti-social behaviour; and 

•	 Sitting on NCC’s Housing Strategy 
Steering Group to develop the city’s 
housing strategy.  

A customer voting at the ‘You’ve Got the Power’ 
event in August 2010.

YHN’s Skills to Work event in partnership with local 
training and support organisations gave customers 
the chance to find out more about getting into 
work in September 2010.
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Equality and diversity
We recognise that the people who 
live in council homes have diverse 
backgrounds, circumstances and needs.  

Our Corporate Equality Plan outlines 
our vision, aims, priorities and targets. 
We see our priorities as:

•	 Meeting our legislative commitments;

•	 Improving on good practice;

•	 Equality and diversity awareness; 
raising and training;

•	 Knowing our customers;

•	 Performance monitoring.

Our commitment to equality goes 
beyond our legal duties and our policy 
outlines the need to address equality 
of opportunity through avoiding direct 
and indirect discrimination and making 
sure that all areas of YHN are involved 
in meeting this objective. To make this 
happen, responsibility for equality and 
diversity rests with our Board, and our 
Chief Executive acts as our corporate 
champion in ensuring proper systems 
are in place to put our policy into 
practice.  

We need to make sure that treating 
everyone fairly and justly and with 
respect becomes a natural part of the 
way we do things. This involves staff at 
all levels thinking about whether we are 
being fair and respectful to different 
types of people during normal work 
activities. This includes when we are:

•	 Delivering existing services;

•	 Developing new services;

•	 Reviewing existing policies and 
procedures;

•	 Arranging consultation events and 
questionnaires;

•	 Procuring goods and services;

•	 Undertaking service reviews; 

•	 Dealing with comments and 
complaints; and

•	 Addressing our commitment to 
community cohesion.

To ensure this happens equality and 
diversity targets are built into our 
delivery plan and actions which will 
support our equality and diversity 
objectives are included in individual 
service plans.

To help us include equality and 
diversity into everything we do, we 
carry out Equality Impact and Needs 
Assessments (EINAs) against all areas 
of our business, including existing 
policies, procedures and services with 
regard to the protected characteristics, 
such as race and disability, to identify 
where there may be unmet needs or 
potentially discriminatory outcomes.  
When conducting EINAs we look at all 
the information we have on individual 
services to see if: 

•	 We need to make any special 
arrangements for different groups of 
people, such as disabled people, or 
older people;

•	 Anything we do disadvantages these 
groups; and

•	 We can identify any unmet needs, 
for example providing hearing loops 
and signers for people with sensory 
disability at consultation events.

We need to be sure that the 
information is good enough to answer 
these questions and if not, we work out 
ways of collecting or improving it. The 
agreed improvements, objectives and 
targets are added to our service plans.   

Communication within YHN around 
diversity and equality is also being 
reviewed to ensure that important 
information and policy or legislative 
changes are passed on to all staff. We 
have an Equality and Diversity Strategy 
Project within our Service Improvement 
Programme, with a number of projects 
to ensure that our equality and diversity 
targets are achieved.  

Our governance structure is such that 
progress on equality and diversity 
activities undertaken is reported directly 
to our Board, and where it is necessary 
to scrutinise and challenge information 
we hold Board equality and diversity 
workshops.   

Risk management
We have a Risk Management Strategy in 
place that sets out:

•	 Our commitment to implementing 
an effective risk management 
framework;

•	 Our approach to risk management 
and how, as an organisation, we 
intend to embed risk management;

•	 Clear roles and responsibilities in the 
process of risk management; and

•	 Clear monitoring procedures at a 
strategic, divisional and service level.

Our risk management framework uses 
a top down approach starting with 
the identification of risks at a strategic 
level by Board members and YHN 
Management Team. When we identify 
risks we assess their relative probability 
and impact. This enables us to score 
and prioritise the risks we face. We also 
identify and assess what controls are in 
place or may be required. The process 
is then repeated at divisional and team 
levels throughout the organisation. 
This approach provides us with a 
comprehensive log of strategic and 
operational risks.

Risks identified at a strategic level are 
monitored and reviewed by Board 
members, YHN Management Team and 
Audit Committee on a six monthly basis.  
Risks identified at divisional and team 
levels are monitored and reviewed by 
the appropriate divisions, teams and 
the Business Strategy Team also on a six 
monthly basis.

YHN sponsored and attended Northern Pride, the 
region’s biggest gay pride festival, in July 2010.
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from mobile phones. Both of these new 
methods of bidding will work with the 
new online regional lettings system to be 
launched later this year.

IT security is also an important part of 
our work, ensuring that information 
held on our IT systems is properly 
maintained and protected.

We continue to support our efficiency 
agenda through IT, and have replaced 
a fifth of our PCs with low-energy 
alternatives.

Environmental sustainability

We are committed to meeting our 
responsibilities for the protection of 
the environment and tackling global 
warming, and to develop and integrate 
our policies to ensure the maximum 
benefit possible from them for all our 
customers. We recognise that we have 
a key role to play in meeting the City 
Council’s sustainability objectives set out 
in its Climate Change Strategy. Major 
elements of the modern homes standard 
and other parts of the housing capital 
programme deal with key sustainability 

issues, including the installation of 
efficient central heating and high 
performance double-glazed windows.  

Our new environmental sustainability 
strategic vision is to ensure that we 
are the most environmentally friendly 
housing organisation in the north 
east. However, we recognise that until 
now other providers have progressed 
more quickly than YHN in this area. On 
completion of our strategy action plan 
we will have reduced the impact of our 
business activities and worked with our 
tenants and stakeholders to change 
behaviours. We will then be well placed 
to achieve our vision. Our key three 
strategy priorities are to:

•	 Achieve a 6% reduction in our carbon 
footprint by 2013 against a 2005 
baseline;   

•	 Reduce the environmental impact of 
the housing stock we manage and 
build; and

•	 Inform and encourage behavioural 
change by our tenants and staff.

Organisational development

Our Organisational Development Team 

(OD) ensures that all organisational and 

learning and development initiatives 

and opportunities are aligned to 

business need. All services and teams 

have their own annual learning and 

development plan developed with 

OD. These are reviewed regularly to 

ensure all learning and development 

is timely, relevant and beneficial to 

the organisation.  Regular appraisal 

and supervision ensure that all staff 

understand how they contribute to our 

organisational core values and strategic 

objectives.

We work with Board members, staff 

and customers. Their contributions are 

invaluable in helping OD to make us a 

learning organisation, where people 

are given opportunities and support to 

learn and develop effectively at work.

We also work closely with our HR Team, 

and will continue to do so in 2011/12 to 

implement the YHN People Strategy.

Information technology (IT)

The mission of our IT service is to provide 

secure, reliable and efficient IT systems 

and services that support productivity 

and excellent customer service, and to 

get the right information to the right 

people in the right way.

Last year we began a programme to 

update out of date and stand-alone IT 

systems with more integrated systems, 

replacing our old stock condition 

database with a more modern Asset 

Management System. We are now 

looking at how we might be able to 

use IT better to ensure that a full and 

consistent view of our customers and 

procedures is available to all staff when 

it’s needed.  

Our technology upgrade will also 

support the changes being made to our 

concierge service, including the creation 

of a separate city-wide IT network to 

carry CCTV images, allowing us to deliver 

services more flexibly to customers in 

high-rise blocks.

We will continue to help our customers 

to meet their needs through online 

services delivered through our website, 

and will be upgrading Community 

Housing Office computer terminals this 

year based on recommendations from 

our housing management review.

Following last year’s successful launch 

of YHN’s Digital TV service, we plan to 

extend this service to allow customers 

to view properties, and bid for them, 

on their TVs. We will also be trying out 

a system to accept bids by text message 

Solar panels on a new build property in Throckley.
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Our business activities will be sustainable 

through ensuring that we: 

•	 Manage and maintain properties to 

the Decent Homes Standard;

•	 Ensure properties are energy 

efficient; 

•	 Reduce fuel poverty;

•	 Minimise our carbon emissions; 

•	 Incorporate the highest possible level 

of environmentally friendly design 

standards into all our future new 

build properties;

•	 Retrofit appropriate technologies 

to the properties and offices we 

manage; 

•	 Educate our staff and customers 

about the importance of 

environmental sustainability and 

involve them in achieving it;

•	 Install energy efficient heating 

systems; 

•	 Install high efficiency double glazed 

windows;

•	 Insulate lofts and/or cavity walls;

•	 Build new properties to levels three 

or four of the Code for Sustainable 

Homes. 

During 2011/12 we will be delivering 

against the action plan detailed within 

the new strategy. This will be driven by 

the appointment of an Environmental 

Sustainability Project Manager.  
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Looking back: what we achieved in 2010/11 

Top Twenty Targets 2010/11

This diagram shows predicted 
performance for our Top Twenty Targets 
for 2010/11. It shows targets that were 
either achieved or are expected to be 
achieved by the end of March 2011 in 
green, and the target not expected 
to be achieved in red. As the diagram 
shows, we expect to achieve 18 out of 20 
targets. 

We have done well with the majority 
of our Top Twenty Targets which is 
reflected by the positive prediction for 
the year end. Further work is needed 
around our Decent Homes target, 
although this under-performance is 
a result of ensuring value for money 
for our customers and other financial 
impacts of the current national economic 
position.

Refurbishing and building homes

Reduce the average voids re-let time to 21 days by 31/03/2011.

6,869 homes to be made decent in 2010/11.

Achieve 85% satisfaction with the internals investment programme by 31/03/2011.

Achieve 93% satisfaction with the externals investment programme by 31/03/2011.

97% of Modern Homes Programme spend to come within budget during 2010/11.  

Achieve 92% satisfaction with the repairs and maintenance service by 31/03/2011.

Start on site 52 new properties and complete 46 by 31/03/2011.

Your Homes Newcastle Top Twenty 2010/11  
performance
01/04/10 – 31/03/2011
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Three star excellent services

Achieve 81% satisfaction with the overall housing service by 31/03/2011.

Reduce net rent arrears to £1,900,000 by 31/03/2011.

Achieve 3% efficiency saving on 2008/09 baseline budget by 31/03/2011.

Meet the Achieving Level of the Equality Framework for Local Government by 
30/06/2010.

Achieve the Corporate Customer Service Excellence accreditation by 31/03/2011.

Agree local standards with tenants for the service areas outlined by the Tenant Services 
Authority by 31/03/2011.

Support and care to communities

Maintain 81% BME satisfaction with the overall housing service by 31/03/2011.

Achieve 60% level A’s in our Service Quality Frameworks for Supporting People 
contracts during 2010/11.

Achieve 60% satisfaction of tenants who report anti-social behaviour in 2010/11.     

Achieve 89% satisfaction with involvement services from involved customers by 
31/3/2011.

A quality workforce

Reduce the number of sickness days per FTE employee to 9.6 days by 31/03/11.

Achieve North East Better Health at Work Silver award by 31/03/2011.

Implement Staff Competency Framework by 31/10/2010.
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Strategic objective achievements
2010/11 was another good year for 
us. We achieved many of our service 
plan targets and actions, and all teams 
have contributed towards meeting our 
strategic objectives. Some of our other 
major achievements during the year are 
identified below. The achievements are 
listed by strategic objective, although 
some of these achievements fit within 
more than one objective.

Support and care to 
communities
•	 Telecare Services. In October 2010 we 

became the first organisation in the 
UK to be accredited against all parts 
of the Telecare Services Association 
Code of Practice 2009, including the 
European Standard. This is a huge 
achievement for the Community 
Care Alarm Service Team and ensures 
that we stay leaders in the field of 
Community Alarm Services.   

•	 2010 Week of Action. This was 
organised by the Friends of Walker 
Riverside Park community group 
and Newcastle City Council Rangers. 
Staff from our Walker Housing Office 
volunteered their time to carry out 
maintenance tasks around Walker 
Riverside Park. They joined volunteers 
to carry out a range of activities, 
including tree management, shrub 
pruning, litter picking and path 
clearance. 

•	 Refugee Week 2010. This was 
a UK-wide programme of arts, 
cultural and educational events 
that celebrated the contribution of 
refugees to the UK, and encouraged 
better understanding between 
communities.  During the week our 
Asylum Seekers Unit set up food 
collection points across our offices. 
We collected thirteen large boxes of 

food and toiletries at an estimated 
value of £700 which were donated to 
destitute asylum seekers in the city, 
who, without support like this, would 
have nothing to live on.

•	 International Women’s Day.  Held 
in March 2010, this was a global 
day that connected women around 
the world. Almost 100 Asylum 
Seekers Unit clients enjoyed a hearty 
lunch, raffle, sunshine and music 
while cruising along the River Tyne. 
International Women’s Day celebrates 
the collective power of women past, 
present and future.

•	 Good Neighbour Awards. In 
partnership, with the Newcastle 
Chronicle we paid tribute to all the 
unsung heroes who really make 
a difference in their community.  
We were pleased to support these 
Awards for the third year running.  
They are a unique opportunity to 
highlight the good work carried out 
by all sorts of people in Newcastle 
and across the north east.  

•	 Sheltered Housing. Staff helped 
vulnerable tenants during the 
snowy weather. Many did shopping 
for clients and Mobile Wardens 
continued to respond to emergencies.  

•	 Young People’s Service. The service 
held an active day at the Newburn 
leisure centre. Activities on offer 
included trampoline, cycling, wall 
climbing, archery and martial arts. 
They used the day to talk to young 
families about fire safety in the 
home. The Fire Service came along 
with a fire engine to join in the fun 
and help young people find out more 
about fire safety.

•	 Supported Accommodation Hostel.  
The hostel raised £15,000 to buy 
new equipment for their shared 
kitchen and living areas and fund 

an ambassador trip to London 
for the whole hostel. Three of 
the young people who live in the 
hostel got together to raise money 
by a successful application to the 
government’s Youth Opportunity 
Fund and applications to council  
sub-committees.

•	 Walker Housing Office. Staff all paid 
£1 to help a fifteen year old girl 
who lives with her nineteen year old 
sister (after being abandoned by her 
mother) take part in training. The 
older sister was unable to afford £20 
to buy her younger sister a tunic to 
wear to take part in a vocational 
health and beauty course. The staff 
collection meant she could buy the 
tunic.  

•	 NFS. Our furniture service fully 
furnished and set up 16 flats for the 
Young People’s Services Supported 
Accommodation block in North 
Kenton following improvements. 
Their support, along with help from 
North Kenton Housing Office made 
the move a pleasant experience for 
all concerned.   

•	 Your Goals Newcastle. This was 
promoted by our Customer 
Involvement Team. It is a football 
project that allows 10-18 year olds 
to attend football sessions led by 
professional coaches from Hat-Trick 
and Newcastle United Community 
Foundation.

•	 First Steps Course. Our Customer 
Involvement Team ran a free 
first steps course for tenants and 
leaseholders to assist in preparation 
towards employment. Customers who 
completed the course received credits 
towards a qualification in Personal 
Development, Teamwork and 
Communication as well as receiving 
£40 shopping vouchers.

•	 Sheltered Housing Officers managing 
the East Area held a Christmas party 
on December 15th for sheltered 
housing residents. Officers raised 
all the funding themselves by 
approaching various organisations 
and the local ward committee and 
John Lee kindly donated some raffle 
prizes.

•	 ‘You’ve got the Power’. This event 
in August 2010 gave tenants the 
power to decide on their top six of 
ten community projects that tackled 
the issues important to them. A pot 
of £90,000 made available through 
efficiency savings was up for grabs.  
The projects to choose from included 
training on managing money, an 
additional community clean up 
service and a neighbourhood football 
programme. The six most popular 
projects were identified to receive the 
funding.

•	 New Adaptations Policy. This was 
launched in March 2010. A number of 
our properties are occupied by older 
or disabled tenants. We want all 
our tenants to be able to live within 
their own homes as comfortably and 
as independently as possible.  We 
know to do this we must effectively 
and efficiently provide the right 
adaptations to the right people.  

•	 Rookie Golf Lessons. Older residents 
from YHN sheltered housing schemes 
in Coniston House, Margaret Collins 
House and Welbeck Green Bungalows 
took part in a rookie golf event.  The 
game used enlarged and brightly 
coloured apparatus to help older 
residents participate and enhance 
their hand and eye coordination.  
Over 70 people, including some in 
their 80s and 90s, competed for the 
tournament trophy which was won 
by the team from Welbeck Green.
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Three star excellent 
services
•	 Young Person’s Achievement Award.  

Jodie, a young volunteer who five 
years ago was drifting in and out of 
police cells, was referred to our Young 
People’s Service. They helped get 
her life back on track.  Youth Voice 
trained Jodie as a Peer Educator. Her 
achievements have received national 
recognition and she was chosen as 
a finalist at the Children and Young 
People Now Awards 2010.   

•	 Corporate CSE. This is the 
Government accreditation for 
Customer Service Excellence.  We 
were assessed corporately against 
the CSE Standard in September 2010 
and were recognised corporately as 
fully compliant against the standard.  
This is a great achievement for us 
and we are the first organisation to 
attain corporate recognition and full 
compliance with the standard.

•	 New Digital Interactive TV Service.  
This service provides 
access to information 
about our services any 
time of the day or night. 
The new access channel 
contains information 
about all of our main 
services including how 
to find a home and 
how to pay rent, as well 
as directing users to 
sections on advice and support and 
repairs information.

•	 Tenant Services Authority (TSA) 
Report. Our first report explained 
how we are meeting new 
government standards.  Before 
we prepared the report we talked 
to tenants about what could help 

make it relevant to them and what 
information about performance 
they wanted. The report has been 
produced in an interesting and easy 
to read format using pictures and 
graphics.  

•	 The Handyperson Scheme. This new 
scheme developed in partnership 
with the Anchor Staying Put initiative 
was introduced to help vulnerable 
and older customers with the small 
but important household tasks not 
covered by our repairs service.  It 
helps with minor plumbing and 
joinery repairs, installing grab rails, 
locks and security chains, changing 
a light bulb, a plug or fuse or fixing/
replacing door bells.  

•	 All Sheltered Housing Tenants. We 
introduced a new service that gives 
prospective customers and tenants 
greater choice and a wider range 
of services. This includes help to 
find accommodation and move.  
Customers are offered a free packing, 
removal, and unpacking service.  
In addition, a handyman will be 
available within 48 hours of the move 
to carry out key tasks, like hanging 
curtains or putting up shelves.

•	 New Customer Service Charter. We 
published a new charter following 
consultation with our customers. The 
charter sets out our commitment 
to getting our services right for 
customers and delivering those 
services in keeping with our core 
values.  

•	 National Customer Service Week.  
This was a celebration of customer 
service professionalism with our staff, 
partners and customers. Staff were 
engaged in voluntary activities during 
the week, alongside our partners and 

customers, including estate tidy ups, 
litter picks, a kitchen refurbishment in 
a community building and even a bit 
of football coaching.

•	 “Free Tenner Campaign”. This was 
started by Advice and Support 
Workers to encourage customers to 
join the Credit Union and stop using 
door step lenders.  

•	 Managing your Money Training 
Sessions. These sessions gave skills 
and knowledge on how to manage 
money and benefits and where to get 
advice.  

•	 Tenant Engagement Officers (TEO’s).  
Our TEO’s contacted over 20,000 
tenants providing advice on the 
benefits of having home contents 
insurance. 1500 tenants have joined 
the home contents insurance scheme 
and are now insured against fire, 
theft or flood. The officers also raise 
awareness on issues such as doorstep 
lending and signpost tenants to other 
agencies such as Newcastle Futures 
for job seeking advice.  

•	 HASBET Review in Full. We carried 
out a customer inspection and review 
of the HASBET service as part of a 
service review. The findings from the 
customer inspection and review will 
be used to improve the service.  

•	 Board Information. Customers 
are kept better informed of what 
happens at Board meetings through 
a short video blog each month 
by our Chair, Steve Murphy, on 
our website. He outlines some of 
the items that will be discussed at 
Board and encourages customers 
to submit questions. Following the 
Board meeting a new video blog is 
uploaded informing customers of the 
decisions that were made.

A quality workforce
•	 Adult Learners Week. This took place 

in May 2010 with a varied programme 
of activities attended by our staff and 
customers. This included asking staff 
to deliver short informal workshops 
on any topic, work-related or not. In 
addition to the workshops there was 
also an opportunity for staff to take 
part in some short individual activities 
at their desk.

•	 YHN Apprenticeship Scheme. This 
scheme has helped many local people 
into employment. Currently there are 
three apprentices taking part in the 
scheme. They earned the positions 
after impressing on work placements as 
part of A Level Business.    

•	 Informal Learning Policy for YHN IT.  
This new policy has been developed to 
improve the efficiency and confidence 
of our workforce. This will help all our 
staff to improve their performance on 
a professional and personal level.

•	 Newcastle Furniture Service. NFS 
opened a new warehouse at Newburn 
Riverside with a record human 
mattress dominoes attempt. Staff from 
Newcastle City Council and Palatine 
Beds joined up with local businesses 
and sports clubs to fell four hundred 
mattresses - beating the previous best 
by 20.

•	 Northern Pride 2010. We supported the 
north east’s biggest gay pride event .  
Staff had a stall at the festival in Leazes 
Park and encouraged members of the 
LGBT community to tell us what they 
wanted from a job by posting their 
views on our comments board. This 
was repeated later at the Mela, the 
annual Asian arts and cultural festival 
in Exhibition Park.
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•	 Housing Anti Social Behaviour and 
Enforcement Team (HASBET). The team 
climbed Ben Nevis in July 2010 and 
raised £1,300 for the Young People’s 
Service. Despite the wet weather, eight 
members of the team climbed the 
highest mountain in Britain with no 
injuries and no one getting lost.

•	 Health and Wellbeing Survey. We sent 
this survey to all our staff in June 2010 
and had a response rate of 61.7% 
with 530 staff completing the survey. 
The majority of respondents were 
aware of the health information and 
wellbeing campaigns. As a result of 
the staff survey we have offered free, 
confidential health checks to all staff.

•	 Inter Faith Week 2010. In association 
with the Strategic Independent 
Advisory Group, we offered staff the 
opportunity to find out more about 
different religions in Newcastle to 
mark Inter Faith Week 2010. Staff were 
invited to attend a tour of a local place 
of worship to increase awareness and 
understanding of the city’s different 
faiths.

•	 Equality Framework for Local 
Government. We were awarded level 
two in August 2010. We were praised 
for several aspects of our equalities 
and diversity agenda and in particular 
the Board was commended for the 
proactive approach taken by Board 
members.   

•	 Future Jobs Fund. Run by the 
Department for Work and Pensions, 
this aims to create 170,000 additional 
jobs for 18-24 year olds who have been 
out of work for nearly a year to deliver 
real benefits to communities. We have 
recruited 56 young people to Future 
Jobs Fund roles since March 2010.

•	 Better Health at Work Award Silver 
Level. This was awarded in December 
2010 to recognise our promotion of 
the health and well being of our staff.   
Actions this year include: free health 
checks to all employees, conducting 
an organisation wide health and 
wellbeing health needs assessment, 
smoking cessation classes, fresh fruit 
delivery service, promoting a range of 
national health campaigns, and signing 
up to the Mindful Employer initiative.  

•	 Learning and Development Venue. We 
have built a new venue within the NFS 
warehouse to provide a comfortable 
and supportive environment for staff 
to learn, improve and develop skills, 
knowledge and behaviours needed to 
deliver excellent service to customers.   
It will also provide a valuable resource 
to involve our tenants in a range of 
initiatives to support both learning and 
consultation events.  

•	 Stonewall Top 100. We have been 
ranked 50 in the 2011 Stonewall 
Workplace Equality Index. Having 
entered the Top 100 at 90 last year, this 
shows great progress in making YHN a 
better workplace for lesbian, gay and 
bisexual staff and in striving to enable 
all staff to achieve their full potential.  

Refurbishing and building 
homes
•	 New Homes for Older People. We 

have transformed a former council 
depot site in the Kenton area. 
The site now has five bungalows, 
specially designed to meet the needs 
of older people and other residents 
with special needs.  The new homes 
have been built by us with £310,000 
in funding from the Homes and 
Communities Agency.

•	 Eco Friendly Home. A 1930’s home in 
Pottery Bank, Walker has undergone 
an intensive transformation. The 
project is expected to reduce the 
property’s carbon footprint by 80%. 
The revolutionary design will allow 
the home to trap heat from sunlight, 
body warmth and even cooking, 
reducing the need for conventional 
heating.

•	 Accommodation for People with 
Learning Disabilities. We began 
building the Fossway development 
in Walkergate. It will deliver high 
quality accommodation to provide 
the best environment and conditions 
for people who have high support 
needs. The scheme will enable 
tenants to establish and maintain 
their maximum level of independence 
within the community.

•	 Young Family Accommodation. The 
first accommodation specifically 
for young families in Newcastle has 
started on Kenton Road. The 17 new 
homes, owned by Leazes Homes, will 
include 13 two bedroom flats and 
four two bedroom houses. These 
properties will be managed by us.  
The site will offer dedicated housing 
for young families who need a level 
of support and also provide a range 
of services designed to provide them 
with the confidence and skills to then 
move into general accommodation.

•	 £10m Housing Development.  
Keepmoat Homes are building 98 
properties. 57 at Colwyne Place in 
Blakelaw will be for sale and the 
remaining 41 will be owned by Leazes 
Homes. These homes will be for shared 
ownership and rent. Houses for sale 
will include two and three bedroom 
houses and a two bedroom bungalow 
- all at competitive prices. The Leazes 
Homes properties include two, three 

	 and four bedroom homes and six 
bungalows, two of which have been 
specifically designed for wheelchair 
access.  

•	 Riverside Dene. Residents celebrated 
the end of a multi-million pound 
redevelopment project with a family 
fun day. Riverside Dene is the new 
name for Cruddas Park and the 
fun day marked the completion of 
extensive refurbishment and building 
work on three tower blocks, off Park 
Road. The ambitious regeneration 
programme has seen the area in 
the city’s West End completely 
modernised.

•	 English Heritage visited the Grade 
II listed Byker Wall and Estate. We 
have been offered cash to renovate 
Bolam Coyne and bring it back 
into use as housing. Bolam Coyne 
contains a combination of 17 flats 
and houses built around a courtyard 
garden. It was designed by architect 
Ralph Erskine, along with the Byker 
Wall, and constructed between 
1976 and 1978. Once earmarked 
for demolition, the dispute over its 
demolition led to the entire estate 
being listed.  

This list is a summary of some of the big 
achievements, but all teams across the 
organisation have contributed towards 
our drive towards achieving our strategic 
objectives. 
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6
Looking forward: what we aim to 
achieve in 2011/12

Our Top Twenty Targets

We have identified 20 ‘business critical’ 
targets which will be monitored by our 
Performance Committee on a quarterly 
basis. 

We think that these targets will give 
a good overall picture of how we are 
doing during the year to our customers, 
the Tenants’ Federation, our Board 
and Newcastle City Council.  These 
are aligned with our four strategic 
objectives. 

The Top Twenty Targets for 2011/12 are:      

Refurbishing and building homes

•	 4,014 homes to be made decent in 
2011/12.

•	 Achieve 92% satisfaction with the 
repairs and maintenance service by 
31/03/2012.

•	 Start on site 16 new properties, and 
complete 86 during 2011/12.

•	 Create the Byker Community 
Trust and establish governance 
arrangements by 31/01/2012.

•	 Complete the transfer of the Blucher 
properties to Leazes Homes by 
01/09/2011.

Three star excellent services

•	 Achieve 82% satisfaction with the 
overall housing service by 31/03/2012.

•	 Achieve a 3% structural efficiency 
saving on the 2011/12 YHN/HRA 
revenue base budget of £30.6m by 
31/03/2012.

•	 Meet the ‘Excellent’ level of the 
Social Housing Equality Framework 
by 31/12/2011. 

•	 Increase by 30% the number of 
furnished tenancies supported 
outside of Newcastle by 31/03/2012.

•	 Produce a sustainable 30 year 
business plan for Board approval by 
30/09/2011.

•	 Deliver 84% of key milestones for 
major IT changes to agreed timescales 
during 2011/12.

•	 Complete the initial establishment 
of a YHN Enquiry Centre with an 
associated Customer Relationship 
Management system and new 
telephony equipment by 31/03/2012.

Support and care to communities

•	 Implement the Council’s new 
Allocations and Lettings Policy and Sub 
Regional Based Lettings by 31/12/2011.

•	 Achieve 90% level A’s in our Service 
Quality Frameworks for Supporting 
People contracts during 2011/12.

•	 Achieve a 1% reduction in YHN’s 
carbon footprint, 63 tonnes, by 
31/03/2012.

•	 Produce a YHN Community Cohesion 
Strategy by 30/06/2011.

•	 Support 20 long term unemployed 
tenants during 2011/12 into paid 
employment with YHN for six months 
to promote a culture of work and 
help them gain skills and experience.  

A quality workforce

•	 Reduce the number of sickness days 
per FTE employee to 8.5 days by 
31/03/12.

•	 Achieve North East Better Health at 
Work Gold award by 31/12/2011.

•	 Develop a YHN Coaching and 
Mentoring Strategy by 30/09/2011.

The other capital programmes that make up the Housing Investment Programme are 
summarised below.  

This expenditure is for projects outside modern homes work, made up of the following:

Other Capital Programmes	 At end 
	 Q3 2010/11

Current Expenditure Forecast	 £104.2M 

Current HIP Resource Allocation	 £103.1M 

Current Programme Excess Funding	 -£1.1M

	 2005/06	 2006/07	 2007/08	 2008/09	 2009/10	 Up to Qtr 3	 Up to Q3	 2010/11
						      2010/11	 2010/11	 Target 
						      	
Number of  
packages 	 5,678	 7,741	 7,396	 7,624	 7,580	 39,221	 3,202	 8,354 
completed

Number of  
units made 	 1,063	 2,074	 6,113	 5,885	 6,137	 23,574	 2,302	 6,869 
decent

Average  
energy 	

SAP 60	 SAP 61	 SAP 64	 SAP 67	 SAP 69	 SAP 70	 SAP 70	 SAP 71efficiency  
(SAP) rating

	 Annual 	 Cumulative	 Current year 
	 outturn	 outturn	 outturn against  
		  (from 2004)	 target

Progress at 31.12.2010

•	 Environments and modern homes plus;

•	 Landlord services;

•	 Meeting special needs;

•	 Redevelopment and demolitions;

•	 Improving customer services.

Overall progress is given below:

Investment and modern homes
In October 2004, the YHN Board agreed a YHN 
Investment Programme to meet the Government’s 
Decent Homes Standard by 2011. An initial group of 
12 construction partners were appointed to help us 
deliver the programme. These partners have been 
subject to quarterly and annual benchmarking to 
ensure that only the lowest cost, highest quality 
constructors receive allocations of work each year.

At the end of 2009/10 we had made significant 
progress in delivering our programme and meeting 
our Decent Homes target with 36,019 packages 
delivered and 21,272 homes made decent. We have 
developed a new delivery framework through 

the North East Procurement Consortium to gain 
further efficiencies and value for money. There 
have been several key changes that have affected 
targets during 2010/11, one of these being two 
key partners going into administration who were 
programmed to deliver 1,301 decent homes.

Current and future year targets have changed as a 
result of HCA’s announcement that ALMO’s will not 
receive their final year’s allocation of funding. This 
equates to £12m for us. The deadline date has also 
been removed. As a result we have re-programmed 
works beyond 2011/12.  This allows us to utilise 
future years internal funding to deliver decent 
homes.
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Wider Management Team targets
The targets that we have identified 
below are ones which our senior 
managers will be monitoring on a 
regular basis through the year. These 
represent key areas of work for all of 
our teams. This list of targets will enable 
senior managers to recognise and 
acknowledge things that are going well. 
If any of the targets are not being met 

during the year, our Wider Management 
Team will decide what action is required 
to address any problems. Several of the 
targets are repeated in the table where 
these are the responsibility of more than 
one team.    

The targets highlighted in purple in the 
table are Top Twenty Targets. These are 
included as they will also be monitored 
by the Wider Management Team.

Target ReasoningHow the Top Twenty Targets were set for 2011/12

The following table provides further information about the targets and how they 

were set: 
Support and care to communities

Implement the Council’s new 
Allocations and Lettings Policy and 
Sub Regional Choice Based Lettings 
by 31/12/2011

Achieve 90% level A’s in our Service 
Quality Frameworks for Supporting 
People contracts during 2011/12.

Achieve a 1% reduction in YHN’s 
carbon footprint, 63 tonnes, by 
31/03/2012.

Produce a YHN Community Cohesion 
Strategy by 30/06/2011.

Support 20 long term unemployed 
tenants during 2011/12 into paid 
employment with YHN for six months 
to promote a culture of work and help 
them gain skills and experience.

A quality workforce

Reduce the number of sickness days 
per FTE employee to 8.5 days by 
31/03/2012.

Achieve North East Better Health at 
Work Gold award by 31/12/2011.

Develop a YHN Coaching and 
Mentoring Strategy by 30/09/2011.

Change of policy following a review. 
 
 

This has been increased from 60% 
because of good results in 2010/11 

Headline target from the recently 
approved Environmental Sustainability 
Strategy.

Strategy development. 

This will be a headline target in the 
updated Skills to Work Strategy. 
 
 

This is a 1.1 days reduction on the 
2010/11 target. 

This target aims to build on our 2010/11 
achievement of the Silver award.

Headline target from the People 
Strategy.

Target

Refurbishing and building homes

4014 homes to be made decent in 
2011/12.

Achieve 92% satisfaction with the 
repairs and maintenance service by 
31/12/2012.

Start on site 16 new properties and 
complete 86 during 2011/12.

Create the Byker Community Trust and 
establish governance arrangements by 
31/01/2012. 

Complete the transfer of the Blucher 
properties to Leazes Homes by 
01/09/2011.

Three star excellent services

Achieve 82% satisfaction with the 
overall housing service by 31/03/2012.

Achieve a 3% structural efficiency 
saving on the 2011/12 YHN/HRA 
revenue base budget of £30.6m by 
31/03/2012.

Meet the ‘Excellent’ level of the  
Social Housing Equality Framework  
by 31/12/2011.

Increase by 30% the number of 
furnished tenancies supported outside 
of Newcastle by 31/03/2012.

Produce a sustainable 30 year business 
plan for Board approval by 30/09/2011.

Deliver 84% of key milestones for 
major IT changes to agreed timescales 
during 2011/12.

Complete the initial establishment of a 
YHN Enquiry Centre with an associated 
Customer Relationship Management 
System and new telephony equipment 
by 31/03/2012.

Reasoning

This is based on decent homes projections 
for 2011/12.

This is an existing target carried forward. 
It is a contractual target with the repairs 
and maintenance service provider.

This is based on the new build 
programme.

This is a new target for the Byker project. 
 

In response to NCC decision. 
 

In 2010/11 81% was achieved, our best 
ever result. Aim to increase by 1%.

Key efficiency target. 
 
 

Target requested by YHN Board. 
 

This is based on the Newcastle Furniture 
Service Business Plan. 

Responding to the self financing offer / 
reform of the HRA.

Based on IT roadmap. 
 

This is a headline target in the Customer 
Service Strategy.

  Target Type	 Colour

  YHN Top 20 and WMT target 	 P

  WMT target 	 Pi

  No YHN Top 20 or WMT target	 Y

2011-12 YHN Top Twenty and Wider Management Team (WMT) targets  
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Headline Targets

•	 Support 20 long term unemployed tenants during 2011/12 into paid employment 
with YHN for six months to promote a culture of work and help them gain skills and 
experience.

•	 Create the Byker Community Trust and establish governance arrangements by 
31/01/2012.

•	 4,014 homes to be made decent in 2011/12.

•	 Achieve a 1% reduction in YHN’s carbon footprint, 63 tonnes, by the end of 2011/12.   

•	 97 % of Modern Homes Programme spend to come within budget during 2011/12.

•	 Bring in £250k energy funding during 2011/12.

•	 Develop and implement a Service Improvement Plan to address the 
recommendations of the Leasehold Service Review during 2011/12.

•	 Start on site 16 new properties and complete 86 by 31/03/2012. 

•	 Ensure 100% of all tender submissions to the Homes and Communities Agency 
completed to agreed timescales during 2011/12.

•	 Produce 95% of policies, strategies and procedures to approved templates within 
agreed timescales during 2011/12.

•	 Identify and deliver a full research programme by 31/03/2012.  

•	 Achieve 95% satisfaction with the externals investment programme by 31/03/2012 
(also service standard).

•	 Achieve 90% satisfaction with the internals investment programme by 31/03/2012 
(also service standard).

•	  We aim to achieve at least 96% customer satisfaction rate for adaptations work 
carried out to the homes of our customers during 2011/12 (also service standard).

•	 Achieve 85% customer satisfaction from tenants who are re-housed by our re-
location and re-settlement team during 2011/12 (also service standard). 

•	 Achieve North East Better Health at Work Gold award by 31/12/2011.

•	 Develop YHN’s Coaching and Mentoring Strategy by 30/09/2011.

•	 In partnership with the HR Team implement 90% of the 23 actions outlined in the 
YHN People Strategy with deadlines falling during 2011/12.  

•	 Conduct an organisational wide staff satisfaction survey by 30/09/2011.

•	 Agree options for Investors in People re-assessment by 31/12/2011.

Team

Assets and Programming

Business Strategy Team 

Investment Delivery Team

Organisational Development Team 

 

Directorate 

Corporate

Business 

2011-12 YHN Top 20 and Wider Management Team (WMT) targets 

P

P

P

P

Pi

Pi

Pi

Pi
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Headline Targets

•	 Make sure the database of ‘make a difference’ volunteers is representative of the 
tenant population in terms of age, gender, ethnicity, disability, religious beliefs and 
sexual orientation by 31/03/2012 (also service standard).  

•	 Achieve 98% satisfaction with involvement services from involved customers by 
31/3/2012.  

•	 Review the local offers for Home, Neighbourhood and Community and Tenant 
Involvement and Empowerment by 31/03/2012 (also local offer action).

•	 Achieve £220,000 advertising value equivalent of positive media coverage during 
2011/12.     

•	 Carry out specific targeted recruitment activity to promote board membership 
opportunities and address under representation of particular groups by 31/03/2012.  

•	 Demonstrate compliance with the general duty of the Equality Act by 
31/07/2011.

•	 Produce a YHN Community Cohesion Strategy by 30/06/2011

•	 Achieve 95% of Equality & Diversity Strategy targets for 2011/12 by 31/03/2012.

•	 Meet the ‘Excellent’ level of the Social Housing Equality Framework by 30/12/2012.

No YHN Top 20 or Wider Management Team targets during 2011/12

•	 Achieve a 3% structural efficiency saving on the 2011/12 YHN/HRA revenue base 
budget of £30.6m by 31/03/2012.

•	 Produce a sustainable 30 year business plan for Board approval by 30/09/2012

•	 Maintain a minimum HRA balance of £12.2 million by 31/03/2012.  

•	 Access additional sources of funding to raise £500k by 31/03/2012.   

•	 Reduce number of sickness absence days per full time equivalent to 8.5 days by 
31/03/2012. 

•	 In partnership with the OD Team implement 90% of the 23 actions outlined in the 
YHN People Strategy with deadlines falling during 2011/12.  

•	 Collect £425,000 Former Tenants Arrears during 2011/12.  

•	 Collect 97% of leasehold service charges during 2011/12.  

•	 Collect 80% of leasehold major works invoices during 2011/12.

Team

Customer Involvement Team

Chief Executive’s Office

Equality and Diversity

Administration and Facilities

Finance 

 

Human Resources

Income Team

Directorate

Business

Chief Executive’s Office

Finance and Resources 

Pi

Pi

Pi

Pi

Pi

Pi

Y

P

P

P
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Headline Targets

•	 Achieve 96% compliance with statutory timescales during 2011/12.  

•	 Deliver 84% of key milestones for major IT changes to agreed timescale during 
2011/12. 

•	 Complete a programme to identify and deliver high priority functionality for 
Sharepoint by 31/03/2012. 

•	 Achieve 90% level A’s in our Service Quality Framework assessments for Supporting 
People contracts during 2011/12. 

•	 Review Support and Care Services following Supporting People budget/contract 
changes by 30/06/2011. 

•	 Achieve 90% level A’s in our Service Quality Framework assessments for Supporting 
People contracts during 2011/12. 

•	 Review Support and Care Services following Supporting People budget/contract 
changes by 30/06/2011.   

•	 Deliver all actions detailed in the service review implementation plan for completion 
during 2011/12. 

•	 Implement 95% of actions from the service review implementation plan on time 
during 2011/12. 

•	 Increase by 30% the number of furnished tenancies supported outside of Newcastle 
by 31/03/2012. 

•	 We will generate income of £100,000 (pro rata) for  the freight consolidation centre 
during 2011/12 

•	 Implement 95% of actions from the service review implementation plan on time 
during 2011/12. 

•	 Achieve 90% level A’s in our Service Quality Framework assessments for Supporting 
People contracts during 2011/12.  

•	 Review Support and Care Services following Supporting People budget/contract 
changes by 30/06/2011. 

•	 Implement the Council’s new Allocations and Lettings Policy and Sub Regional Choice 
Based Lettings by 31/12/2011.

Team

Right to Buy

YHN IT

Advice and Support

 

 

 

Care Services

Concierge

HASBET

NFS 

 

Rent Recovery Team

Young People’s Service

Your Choice Homes

Directorate 

Pi

P

P

P

P

P

Pi

Pi

Pi

Pi

Pi

Pi

Pi

Pi

P

Tenancy Services
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Headline Targets

•	 Complete the initial establishment of a YHN Enquiry Centre with an associated 
Customer Relationship Management system and new telephony equipment by 
31/03/2012.

•	 Maintain Corporate CSE recognition for Your Homes Newcastle during 2011/12.

•	 Work in collaboration with the Business Strategy Team to provide process 
improvement and customer journey mapping support for areas undergoing service 
reviews during 2011/12.  

•	 95% of complaints to be given a full written response within 10 working days during 
2011/12. 

•	 Achieve 82% customer satisfaction with the overall housing service by 31/03/2012.

•	 Maintain 82% Black Minority Ethnic (BME) satisfaction with the overall housing 
service by 31/03/2012.

•	 Complete the transfer of the Blucher properties to Leazes Homes by 01/09/2011. 

•	 Reduce rent loss due to empty properties to 1.5% by 31/03/2012.

•	 Reduce the average time taken to re-let properties to 17 days by 31/03/2012.  

•	 Reduce net rent arrears by 1.5% of year end figure for 2010/11, by 31/03/2012.

•	 Achieve 65% satisfaction of tenants who report anti-social behaviour by 31/03/2012.   

•	 Achieve 92% satisfaction with the repairs and maintenance service during 2011/12.  

•	 Ensure that 90% of maintenance contracts KPI’s are achieved in 2011/12.  

Team

Customer Service

Housing Management

 

Property Maintenance Team

Directorate 

Tenancy Services

P

Pi

P

P

Pi

Pi
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Investment and Modern Homes

The Modern Homes partner allocations 

for 2011/12 will be agreed by our Board.  

These include allocations to existing 

partners and new contacts through 

the North East Procurement (NEP) 

framework.

The current and future years targets 

have changed as a result of the Homes 

and Community Agency’s (HCA) 

announcement that ALMO’s will not 

receive their final year’s allocation 

of funding. This equates to £12m for 

us. The deadline date has also been 

removed. As a result we have re-

programmed works beyond 2011/12.   

This allows us to utilise future years 

internal funding to deliver Decent 

Homes.

As a result of reducing capital 

allocations we will undertake a full 

review of the housing investment 

programme ensuring investment 

activity is undertaken in a strategic and 

prioritised way. The conclusion of the 

Modern Homes Programme remains 

a key priority for us, along with our 

landlord responsibilities such as health 

and safety.

The Modern Homes Programme 

for 2011/12 (appendix 4) remains 

significant. We anticipate capital spend 

of £36.5 million of which £30.0 million is 

for the Modern Homes Programme.

Our key Modern Homes targets for 

2011/12 are:

•	 4,014 homes to be made decent in 
2010/11.

•	 97% of Modern Homes Programme 
spend to come within budget during 
2011/12.

These are both in our Top Twenty 

Targets and ‘Wider Management Team’ 

target list for 2011/12.    

Future business

Our future business until 2014 and an 

overview of our direction for the next 

four years is explained in our business 

strategy, which is summarised in section 

two of this plan.   

Our future business will continue to 

be developed through discussions with 

NCC. Opportunities that arose through 

the provisions of the Housing and 

Regeneration Act 2008 will continue to 

drive some of the work that we do.  This 

includes working with the Homes and 

Communities Agency to build new and 

affordable homes across all tenures and 

driving investment in regeneration. It is 

also likely to include working with the 

HCA in relation to the new framework 

to regulate social housing, including 

monitoring of the new local offers we 

have introduced in response to the 

national standards introduced by the 

Tenant Services Authority in April 2010.  

The recent change in government 

policy will also have an impact upon the 

direction of our future business.  We 

will be taking a flexible approach to 

enable us to deal with the implications 

of reduced funding and welfare and 

benefit reforms.  We will also be 

embracing the outcomes of the recent 

review of social housing and the 

opportunity to make local decisions.   

New business already identified for 

2011/12 will include:

•	 Implementing and embedding 
new service offers for service areas 
defined by the regulatory framework 
for social housing and our tenants;

•	 Working with the City Council to 
embed the council’s new lettings 
policy.  This will involve working with 
sub regional partners to develop a 
lettings service for the Tyne and Wear 
area; 

•	 Offering anti-social behaviour 
services to other social landlords;

•	 Expanding services provided by 
our furniture service. This includes 
expanding the service to provide 
furniture to social landlords in 
Yorkshire, growing Palatine, our 
bed making business, following its 
transfer from Newcastle City Council 
to YHN and exploring the possibility 
of providing a freight consolidation 
service to retailers within the city.  

In terms of building new properties,  

we will:

•	 Work to agree a 4 year build 
programme with the Homes and 
Communities Agency following the 
release of the government’s new 
Affordable Housing Prospectus;

•	 Identify other sources of funding for 
new build;  

•	 Explore other ways of increasing the 
supply of affordable homes in the 
city.  
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Appendix 1
Business and fi nancial planning diagram

Steering group launch the process through 
Senior Management Teams (SMTs)

Managers complete the
Planning Proforma

Service Plan preparatory information 
produced

Service Plan preparatory information to 
managers for discussion with staff

Steering group collate feedback from all 
sources

Draft Service Plan produced (with agreed 3% 
effi ciency savings to feed into medium term 

plan and service budgets)

Final Draft Delivery Plan, base budget and 
medium term plan produced

Reported to Management Team, Board
and NCC for agreement

Organisational and Team Learning and 
Development plans developed (reviewed 

quarterly with managers)

Targets and Actions cascaded through 
individual appraisals and 1:1 meetings

Launch of Delivery Plan

• Information from managers to SMT’s for 
comment 

• YHN Management team agree Directorate 
effi ciency saving allocations

Team meetings:
• Managers agree targets and actions with 

their staff
• Staff identify achievements and outcomes 

for customers

Draft Service Plan to SMTs 
for agreement

Monthly budget 
monitoring meetings

Draft Service Plan consultation – 
NCC, Tenants Fed and customers

Monthly feedback on issues 
raised during the process via 

Rewind

55

Performance against targets 
monitored and reported

Corporate issues reported to 
Management Team. Initial 
feedback to staff on their 

contribution to the process – 
opportunity to comment

Initial consultation on Service 
Plan preparatory information – 
NCC, Tenants Fed and customers

May

June

July

August/
September

October/
November

December/
March

April

April and beyond

5554
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What is the Service Plan?

The YHN Service Plan is an annual 

document which sets out what all 

our teams do, and what they want to 

achieve during the year.  It explains 

how all teams contribute to meeting 

the strategic objectives identified in 

the delivery plan. The information is 

in alphabetical order on a directorate 

basis.

How is it developed?

We use a business and financial 

planning process to produce service 

plans. This process is described in the 

delivery plan. It involves discussing team 

priorities, financial issues and potential 

targets and actions to achieve objectives 

with managers and staff from across 

the organisation. We consulted with 

a cross section of staff from all teams 

and sections during 2010/11. We also 

spoke to service users to find out what 

the important issues were for them. All 

of the information produced from this 

process was condensed into a list of 

possible actions and targets.  Through 

further consultation with customers, 

senior managers, managers and staff, 

this list was refined further into a final 

plan for each team.

What is in the plan?

The service plan includes information 

about what teams do, and lists actions, 

targets and indicators for each service.  

It includes service standards for all 

teams, and also for the first time 

this year it includes local offers for 

the six services that these apply to. 

The service plan is used as a working 

document for managers and staff across 

the organisation, and is developed 

and refined further each year.  An 

organisation chart is included to show 

how the individual teams fit into the 

overall YHN structure. The targets and 

actions are drawn from a range of 

sources in addition to those identified 

by managers, staff and tenants. These 

are explained in a code list at the start 

of the plan. The intention is that the 

service plan acts as a comprehensive 

reference document for staff in 

identifying key targets and action areas.  

There is also a link between what is in 

the service plan, and what is identified 

in individual workplans, appraisals and 

supervision sessions within teams.

Specific information in the plans is 

made up of:

•	 Our Top Twenty targets. A list of 
strategic targets which are considered 
‘business critical’. These also appear 
in the delivery plan and form the 
basis of performance reports to the 
YHN Performance Committee. They 
are also monitored regularly by 
senior managers.  

•	 Our Wider Management Team 
targets. An additional set of targets 
and actions identified by YHN 
Management Team to represent 
overall performance and key actions 
for each team. These are also 
included in the team service plans 
to ensure accountability, and are 
discussed at regular meetings of the 
Wider Management Team of senior 
managers.  

•	 Team targets and actions. These 
form the basis of team service plans 
and are used by managers to assist 
in guiding and focussing the work 
of their teams. They are used as a 
basis for monitoring performance 
within teams, and they link with 
staff supervision and annual staff 
appraisals.  

•	 Service Improvement Plan actions. 
Work that is being carried out 
through the Service Improvement 
Plan such as service and policy 
reviews, is included so that there is a 
cross reference between the service 
plan and the Service Improvement 
Programme.

•	 Equality and diversity targets. 
These are identified for each team 
so that staff are clear about their 
responsibilities in relation to diversity 
issues.

•	 Service standards. These are included 
so that performance against service 
standards is monitored in the 
same way that all other targets 
are, through the performance 
management framework. We 
have carried out a review of all 
service standards during 2009/10 in 
consultation with customers. The 
review is complete for most services, 
but several sets of standards are still 
subject to consultation. For these 
services, previous standards are 
included, but these will be updated 
as new standards are finalised.     

•	 Local offers. These have been 
included for the first time this 
year in the service plans of the six 
services to which they apply. These 
services are housing management, 
customer involvement, concierge, 
property maintenance, investment 
delivery and anti-social behaviour. 
As explained in the delivery plan, 

these offers have been developed 
with tenants during the year in 
response to standards introduced by 
the Tenant Services Authority. We 
will be reviewing the offers during 
2011/12 to ensure that they meet the 

requirements of service users.

How is the plan monitored?

All of the actions and targets listed 
in the service plan are monitored 
through the performance management 
framework. This is described in the 
delivery plan. It involves regular liaison 
with the manager of each service to 
check that actions and targets are 
completed by the due date.  Information 
about performance is reported to the 
YHN Performance Committee on a 
quarterly basis. If actions or targets 
are not being met and are reported to 
the committee as ‘red’, the relevant 
manager is required to take necessary 
action or develop a plan to ensure that 
performance improves.

Appendix 2
The YHN Service Plan to 2011/12
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 Target Type Colour

 YHN Top 20 and Wider Management Team  P

 Wider Management Team Pi

 Service standards O 

 Local offer T

 Team target Y

 Equality and diversity target  B

 Strategy target R

 Team action G

Chief Executive

Director of Tenancy Services

Care and Support Services

- Advice and Support 

- Asylum Seekers’ Unit

- Community Care 
 Alarm Service 
 and Sheltered
 Housing

- Concierge Service

- Young People’s
 Services

Citywide Services

- Anti Social
 Behaviour (HASBET) 
 and Rent Recovery

- Newcastle
 Furniture Service
 and Garden Care

- Your Choice
 Homes 

Housing Management

Property Maintenance 

Assets and 
Programming

Business Strategy

Investment Delivery

Leasehold Service 

Organisational 
Development

Customer 
Involvement 

Central Services

Customer Service

Finance

Human 
Resources

Income

Right to Buy

YHN IT

Assistant Chief 
Executive and 

Director of Business

Director 
of Finance 

and Resources

Communications 
Equality & Diversity 

Governance 
Management 

Support

 Source Code

 Support and care to communities 1

 Three star excellent services 2

 A quality workforce 3

 Refurbishing and building homes 4

 How we spend your rent – tenant focus group 5

 Business and fi nancial planning – managers suggestion 6

 Business and fi nancial planning – staff suggestion 7

 Environmental maintenance 8

 Equalities Impact Needs Assessment (EINA) 9

 Service review 10

 Social Housing Equality Framework (SHEF) 11

 Service Improvement Programme 12

 Legal requirement 13

 NCC requirement 14

Service Plan Code List and Colour Key Organisational Structure
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Directorate: Business
Team: Assets and Programming

•	 Asset Management strategy – development and implementation

•	 Preparation, prioritising monitoring and control of  the YHN Investment 
Programme and budget including:

		  •  Decent Homes Standard or any other quality standard
		  •  Modern homes
		  •  Landlord services
		  •  Meeting special needs
		  •  Demolition and redevelopment
		  •  Improving customer services, including office accommodation
		  •  Managing and monitoring the painting programme
		  •  Programme monitoring of all non-decent homes work
		  •  New build programme
		  •  Housing Project Fund
		  •  Planned environmental schemes
		  •  Fire safety programmes
		  •  One off capital projects

•	 Business Planning information and analysis including sustainability assessments

•	 Monitoring and implementation of the Environmental Sustainability Strategy

•	 Controlling the delegated decision process

•	 Prioritisation of capital expenditure

•	 Consortia working

•	 Construction procurements

•	 Development and management of the 50 year investment plan

•	 Monitoring works completed or required and disseminating information as 
relevant to other IT systems, such as warranties, decency tracking, adaptations, 
website, PS Team contract monitoring

•	 Management and development of stock condition and asset management 
information

•	 Evaluating asset management issues for potential acquisition as YHN or Leazes 
Homes properties/estates

•	 Construction related health and safety including asbestos monitoring

•	 Management of all aspects of health and safety including fire risk assessments 
and health and safety training.

•	 Identifying and evaluating sites for development of housing new build

•	 Management of all aspects of leasehold tenure on behalf of Newcastle City 
Council

•	 Adhere to all leasehold legislation in relation to issuing and managing of 
service charge accounts, lease terms and statutory consultation.

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme	

	 YHN Top 20 and Wider Management Team targets

4	 •	 4,014 homes to be made decent in 2011/12.

8	 •	 Achieve a 1% reduction in YHN’s carbon footprint, 63 tonnes, by 		
		  31/03/2012. 

	 Wider Management Team targets

6	 •	 Bring in £250k energy funding during 2011/12.

10	 •	 Develop and implement a Service Improvement Plan to address the 		
		  recommendations of the Leasehold Service Review during 2011/12.

4	 •	 97 % of Modern Homes Programme spend to come within budget 		
		  during 2011/12.

	 Service standards

	 Assets and Programming: 

	 •	 We will produce a quarterly report to Performance Committee, Customer  
		  and Service Delivery Committee and managers on the Modern Homes 	
		  Programme progress during 2011/12.

	 •	 We will ensure the Housing Investment Programme is monitored 		
		  through monthly business meetings with budget holders during 2011/12.

	 •	 We will present resulting priorities and proposals to Investment 		
		  Executive quarterly during 2011/12 to ensure value for money and 		
		  strategic programme priorities are maintained.

	 •	 We will update all information systems within specified timescales:

			   •  Asset Management and Property Information systems once a week 	
				      for wider circulation

			   •  Property moves and omits with two working days upon receiving 	
			       request 

			   •	  Website information relating to investment improvement 		
			       programmes every two weeks 

			   •	  Financial updates received from the construction partners are 		
			       updated into the Modern Homes Programme model within one 	
				      working day upon receiving request

			   •  Provide warranty and manufacturer information to response 		
				     repairs system for all completed investment improvements within 	
				     four weeks of completion

Key work areas: Ref

P

Pi

O
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Ref

	 •	 We will provide quarterly KPI information on Constructor performance 	
		  on the Modern Homes Programme for quarterly benchmarking  
		  meetings during 2011/12.

	 •	 We will complete a technical assessment for all PAFF submissions within 	
		  two week of receipt during 2011/12.

	 •	 We will provide technical recommendations on HPF schemes and budget 	
		  estimates to housing management within four weeks of request during 	
		  2011/12.

	 •	 We will provide technical support to carry out surveys and inspections 	
		  etc. to other YHN teams within two weeks of receiving the request 		
		  during 2011/12.

	 •	 We will send you an estimated invoice for the year ahead by 31 March 	
		  each year, and an actual bill for the previous year by 30 September each 	
		  year.

	 •	 We will send you a leasehold newsletter twice a year.

	 •	 We will hold a leasehold event once a year.

	 •	 We will consult with you a minimum of 30 days before we carry out any 	
		  major work to your home (legal requirement) during 2011/12.

	 •	 We will consult with you at least 30 days before we make any major 	
		  changes to services you receive which involve long term partner 		
		  agreements (legal requirement) during 2011/12.

	 Team targets

4	 •	 Quarterly cost and quality benchmarking of construction partners to 	
		  take place during 2011/12.

8	 •	 Undertake a full review during 2011/12 of energy efficiency SAP ratings 	
		  information to comply with the new SAP 2009 energy rating framework.

2	 •	 We will send all new leaseholders a welcome pack within 30 days of 	
		  notification of sale completion during 2011/12.

2	 •	 We will issue all leaseholders an annual report including demographic 	
		  information and performance information during 2011/12.

2	 •	 We will achieve a minimum of 50% leaseholder customer satisfaction 	
		  during 2011/12.

8	 •	 Conclude pilot of the installation of 300 photovoltaic panels during 	
		  2011/12.

7	 •	 Lift refurbishment procurement and contracts placed by 31/03/2012.

	 The targets below are monitored on a bi-monthly basis through the 		
	 Service Improvement Programme

4	 •	 Review YHN Asset Management Strategy action plan and ensure that all 	
		  actions for 2011/12 are completed on time.

Ref

	 Equality and Diversity targets

1	 •	 Monitor and measure construction partners outcomes against agreed 	
		  Key Performance Indicators to reflect the diversity of the community in 	
		  respect of both services provided and as employers during 2011/12.

9	 •	 Complete an EINA on the YHN Asset Management Strategy by 		
		  31/03/2012.

9	 •	 Carry out an EINA as part of the review of the ‘Health and Safety at		
		  Work’ policy by 31/07/2011.

9	 •	 Complete EINA on leasehold service review improvement plan by 		
		  30/06/2011.

	 The actions below contribute to achieving all of the above targets

	 Team actions

3	 •	 Review the ‘Health and Safety at Work’ policy by 31/07/2011.

O

Y

G

B
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Directorate: Business 
Team: Business Strategy Team 

•	 Establish, develop and implement performance management and monitoring 
frameworks

•	 Formulate, develop and update policy and strategy

•	 Provide support to operational teams when requested

•	 Manage the YHN Improving on Excellence service improvement programme

•	 Strategic, divisional and team risk management

•	 Evaluate business propositions

•	 Carry out research for YHN and ensure there is a comprehensive understanding 
of our customer base

•	 Work on key procurements

•	 Will embed a robust contract management structure for all Service Level 
Agreements

•	 Co-ordinate service improvements as recommended by the TSA

•	 Disseminate information on housing initiatives, policy development and 
legislative changes

	 Key work areas:

Ref

Ref

	 •	 We will produce quarterly research reports during 2011/12.

	 •	 We will deliver two risk management update sessions to YHN Board, 	
		  Audit Committee and each Senior Management Team during 2011/12.

	 •	 We will update our pages of the YHN staff intranet on a quarterly basis 	
		  to ensure an accurate reflection of our current work and team members 	
		  during 2011/12.

	 •	 On receiving a request for advice on policy and strategy development  
		  we will agree the next steps required within 10 working days during 	
		  2011/12.

	 Team targets

2	 •	 Complete quarterly update report for all Service Level Agreements to 	
		  Management team during 2011/12. 

2	 •	 Complete annual Business and Financial Planning cycle to agreed 		
		  timescales during 2011/12.

2	 •	 We will produce quarterly performance management reports for 		
		  performance committee and NCC during 2011/12.

2	 •	 Complete 99% of Housemark benchmarking exercises to agreed 		
		  timescales during 2011/12.

5	 •	 Build 54 houses for family accommodation and 32 for supported 		
		  accommodation by 31/03/2012.

2	 •	 Deliver the projects in the Byker Contracts workstream against the 		
		  agreed milestones during 2011/12.

4	 •	 Agree a 4 year new build programme with the HCA by 30/04/2011.

10	 •	 Carry out a review of the Business Strategy Team using the service  
		  review toolkit by 01/03/2012. 

	 Equality and Diversity targets

1	 •	 Deliver 2 supported housing schemes for the learning disabled by 		
		  31/03/2012.

1	 •	 Complete 6 category 2 bungalows for the elderly by 31/01/2012.	

11	 •	 Complete all actions within the Social Housing Equality Framework by 	
		  30/09/2011.

P

Pi

O

O

Y

B

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and wider Management Team target

4	 •	 Start on site 16 new properties and complete 86 by 31/03/2012.

	 Wider Management Team targets

2	 •	 Ensure 100% of all tender submissions to the Homes and Communities 	
		  Agency completed to agreed timescales during 2011/12.

2	 •	 Produce 95% of policies, strategies and procedures to approved 		
		  templates within agreed timescales during 2011/12.

2	 •	 Identify and deliver a full research programme by 31/03/2012. 

	 Service standards

	 •	 We will produce an annual service plan for Your Homes Newcastle 		
		  during 2011/12.

	 •	 We will publish six news stories on the intranet every quarter during 	
		  2011/12.

	 •	 We will produce quarterly performance management reports during 	
		  2011/12.
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Ref

	 Team actions

2	 •	 Develop all business cases agreed by management team during 2011/12.

2	 •	 Ensure all Neighbourhood Services SLA’s have a robust management 	

		  structure by 31/03/2012. 

7	 •	 Complete review of Highways SLA by 30/09/2011. 

7	 •	 Deliver a programme of SLA reviews identified through a risk 		

		  assessment of all SLA’s during 2011/12. G

Directorate: Business
Team: Investment Delivery  

•	 Delivery of all aspects of the YHN Investment Programme

•	 Commissioning of YHN Investment Delivery including procurement, delivery 
and cyclical repairs such as painting programmes

•	 Consultation with residents and stakeholders on programmes and the business 
plan

•	 Resident consultation and support services for each project

•	 Affordable Warmth, Newcastle Warm Zone and Home Energy Conservation Act 
strategy and delivery

•	 Project management of regeneration schemes and programmes

•	 Commissioning and delivery of adaptations for people in council housing

•	 Involvement in induction for YHN staff

•	 Developing new regeneration schemes 

•	 Relocation of residents as required within regeneration areas

•	 Identifying and applying for new and existing sources of funding  

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 Wider Management Team targets 

4	 •	Achieve 95% satisfaction with the externals investment programme by 	
		  31/03/2012 (also service standard).

4	 •	Achieve 90% satisfaction with the internals investment programme by 	
		  31/03/2012 (also service standard). 

1	 •	We aim to achieve at least 96% customer satisfaction rate for 		
		  adaptations work carried out to the homes of our customers during 	
		  2011/12 (also service standard).

1	 •	Achieve 85% customer satisfaction from tenants who are re-housed by 	
		  our re-location and re-settlement team during 2011/12 (also service 		
		  standard).

	 Service standards

	 Investment Delivery: 

	 •	We will always write to you to tell you about any work we are planning 	
		  for your home at least three months before work is due to start during 	
		  2011/12. 

Ref

Pi

O
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Ref

	 •	We will deliver energy efficiency training to 95% of Project and 		
		  Relocation Officers by 31/03/2012.

	 •	We will review the level of choices offered to tenants on the investment 	
		  programme by 31/12/2011.

	 Team targets

2	 •	Carry out interim customer satisfaction surveys within six weeks of a 	
		  scheme starting throughout 2011/12. The result will be discussed in site 	
		  meetings to continually improve constructor performance. 

4	 •	4014 homes to be made decent during 2011/12.

2	 •	Achieve 6 sources of external funding during 2011/12.

10	 •	Deliver all actions from Investment Delivery Review service improvement 	
		  plan by 31/03/2012.

2	 •	Deliver 4% savings on the £2.1m adaptations programme during 		
		  2011/12.

2	 •	Develop a system to collect customer satisfaction on non-modern  
		  homes projects by 30/09/2011.

 	 Equality and Diversity targets

9	 •	Carry out EINA as part of Adaptations Policy review by 31/08/2011. 

	 The actions below contribute to achieving all of the above targets

	 Team actions

4	 •	Produce quarterly satisfaction reports on the Modern Homes Programme 	
		  to Performance Committee during 2011/12. 

6	 •	Introduce internal tenant liaison function for both the investment 		
		  programme and planned maintenance projects by 31/03/2012.

7	 •	Review services provided through relocation procedures to identify any 	
		  efficiency savings by 31/03/2012.

7	 •	Review site set up costs and site accommodation standards for new 		
		  schemes to ensure value for money by 30/09/2011.

7	 •	Carry out review of Adaptations Policy by 31/08/2011.

2	 •	Develop a handbook on adaptations for our tenants by 30/09/2011.

1	 •	Develop a SLA with NCC Adult and Cultural Services for adaptations by 	
		  30/09/2011. 

	

	

Ref

T

T
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	 •	We will always hold an information event before we start work on your 	
		  estate under the Modern Homes Programme during 2011/12.

	 •	We will carry out customer satisfaction surveys on your estate during 	
		  Modern Homes work carried out in 2011/12. 

	 •	We will carry out a customer satisfaction survey within three months of 	
		  the estate being finished on all of our completed schemes to assess the 	
		  quality of the work and service. We will let you know what we have 	
		  found and what we are going to do about any problems.

	 •	We aim for 90% of our customers to be satisfied with internal work we 	
		  have done on the Modern Homes Programme during 2011/12.

	 •	We aim for 95% of our customers to be satisfied with the external work	
 		  we have done on the Modern Homes Programme during 2011/12. 

	 Adaptations:

	 •	We will send a welcome letter to all of our new clients within 28  
		  working days of receiving a referral from Adult and Culture Services 	
		  during 2011/12.

	 Resettlement and Relocation:

	 •	We will contact you within 20 working days of receiving a referral  
		  during 2011/12.

	 •	We will agree with you how often we will update you about your move 	
		  during 2011/12.

	 •	When you have accepted another property, we will contact you within 	
		  two working days to organise your move, during 2011/12.

	 •	We will contact you within five working days after your move to sort  
		  out any problems you may have, during 2011/12.

	 Local offers

	 •	We will review publicity around communication of up to date Modern 	
		  Homes Programme information, and any changes in the programme, by 	
		  31/12/2011.

	 •	We will review respite care arrangements for Modern Homes contracts  
		  by 30/09/2011.

	 •	We will deliver two customer satisfaction workshops for contractors’  
		  staff during 2011/12.

	 •	We will establish a baseline satisfaction level for tenants receiving 		
		  regular updates when work to their home is being carried out by 		
		  31/03/2012.
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Directorate: Business 
Team: Organisational Development 

•	 Support staff and managers in identifying and prioritising team and individual 
learning and development needs

•	 Plan, develop, deliver and commission appropriate learning and development 
responses to prioritised needs

•	 Manage, monitor, review and report on learning and development activities to 
demonstrate return on investment

•	 Design and facilitate the implementation of organisational development and 
initiatives

•	 Ensure all learning and development activities are aligned to business need

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team targets

3	 •	Achieve North East Better Health at Work ‘Gold’ Award by 31/12/2011.

3	 •	Develop YHN’s Coaching and Mentoring Strategy by 30/09/2011.

	 Wider Management Team

3	 •	In partnership with the HR Team implement 90% of the 23 actions 		
		  outlined in the YHN People Strategy with deadlines falling during 		
		  2011/12. 

3	 •	Agree options for IiP re-assessment by 31/12/2011.

3	 •	Conduct an organisational wide staff satisfaction survey during by 		
		  30/09/2011.  

	 Service standards

	 •	We will produce and advertise a learning and development prospectus 	
		  by 29/04/2011.

	 •	We will send joining instructions to all learners who have an 			
		  advanced booking on a training programme within 10 working days 	
		  of the internal course date. We aim to do this for a minimum of 96% 	
		  of learners during 2011/12.

	 •	We will work with managers to develop annual team learning and 		
		  development plans for all service areas by 31/07/2011.

	 •	We will develop an annual learning and development plan for YHN 	
		  Board members by 31/07/2011.

Ref

		 Ref

	 Team targets
3	 •	Carry out one research programme utilising local university students 	
		  during 2011/2012.

3	 •	25% of relevant staff to participate in Safeguarding Adults training by 	
		  31/03/2012.

7	 •	Generate £25,000 income during 2011/12 through hiring out YHN’s 		
		  learning and development venue to external partner organisations.  

7	 •	Identify £12,000 savings during 2011/12 by utilising YHN’s learning and 	
		  development venue for internal events.

	 The targets below are monitored on a bi-monthly basis through the 		
	 Service Improvement Programme

	 Strategy target
12	 •	In partnership with the HR Team complete a review of the YHN People 	
		  Strategy by 31/07/2011.

	 Equality and Diversity targets
3	 •	Introduce a range of learning opportunities around the six strands of 	
		  equality by 31/03/2012.

9	 •	Review and complete an EINA on the YHN Leadership and Development 	
		  Strategy by 31/12/2011.

9	 •	Review and complete an EINA on the YHN People Strategy by 31/07/2011.

9	 •	Review and complete an EINA on the YHN Capability Policy by 		
		  31/03/2012.

11	 •	Complete all actions within the Social Housing Equality Framework by 	
		  30/09/2011. 

	 The actions below contribute to achieving all of the above targets

	 Team actions

12	 •	Complete a review of the YHN Leadership and Development Strategy  
		  by 30/09/2011.

3	 •	Update our learning and development calendar/intranet pages in June 	
		  2011, September 2011 and December 2011.

3	 •	Produce quarterly learning and development evaluation reports during 	
		  2011/12.

7	 •	Implement new Learning and Development Team Quality Assurance 	
		  process by 30/09/2011.

7	 •	Design and develop a YHN Induction toolkit and workbook by 		
		  30/06/2011.

5	 •	Review effectiveness of repair training and awareness for new community 	
		  housing staff by 30/09/2011.
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Directorate: Business 
Team: Customer Involvement

•	 Develop a wide range of good quality and effective involvement and feedback 
methods

•	 Support other service areas to make YHN a customer-focused organisation 
where customers drive forward service improvements

•	 Ensure that involved customers are representative of the YHN customer base

•	 Deliver a structured programme of positive activities

•	 Develop and lead on delivering against YHN’s Customer Involvement Strategy

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 Wider Management Team targets 

1	 •	Make sure the database of ‘make a difference’ volunteers is 			 
		  representative of the tenant population in terms of age, gender, 		
		  ethnicity, disability, religious beliefs and sexual orientation by  
		  31/03/2012 (also service standard). 

2	 •	Achieve 98% satisfaction with involvement services from involved 		
		  customers by 31/3/2012.

2	 •	Review the local offers for Home, Neighbourhood and Community and 	
		  Tenant Involvement and Empowerment by 31/03/2012 (also local offer 	
		  action).

	 Service standards	

	 •	We will respond to 99% of requests for advice and support on 		
		  involvement activity within three working days during 2011/12.

	 •	We will feedback to services any issues raised from involvement within 	
		  two weeks of the activity taking place on 99% of occasions during 		
		  2011/12.

	 •	We will contact services six months after involvement activity to request 	
		  progress against actions identified on 99% of occasions during 2011/12.

	 •	We will contact services once a year to identify their involvement needs. 	
		  This will ensure involvement priorities are aligned to organisational 	
		  priorities in addition to meeting customer priorities during 2011/12.

	 •	Make sure the database of ‘make a difference’ volunteers is 			 
		  representative of tenant population in terms of age, gender, ethnicity, 	
		  disability and sexual orientation by 31/03/2012 (also WMT target).

	 •	We will deliver 120 involvement activities by 31/03/2012.

Ref

Ref

	 Local offers

	 •	Record an audio session on Board issues by the chair of YHN Board and 	
		  invite customers to comment or ask questions before each Board 		
		  meeting during 2011/12.

	 •	Publish forthcoming events in the events calendar published in each 	
		  edition of Homes & People during 2011/12.

	 •	Publish key outcomes from involvement events in an involvement 		
		  newsletter 3 times during 2011/12. 

	 •	Send a leaflet outlining the support available to customers who get 	
		  involved to 99% of new tenants each month in 2011/12.

	 •	Send a leaflet outlining the support available to customers who get 	
		  involved to 95% of involved customers once during 2011/12.

	 •	Carry out 2 customer inspections during 2011/12 (also team target).

	 Team targets 

2	 •	Deliver 12 service user workshops during 2011/12.

2	 •	Deliver 6 mystery shopping exercises during 2011/12.

2	 •	Feed back outcomes to 99% of participants from involvement events 	
		  held during 2011/12.

	 The targets below are monitored on a bi-monthly basis through the 		
	 Service Improvement Programme

	 Strategy target

12	 •	Complete all actions within the Customer Involvement Strategy action 	
		  plan on time during 2011/12. 

	 Equality and Diversity targets

9	 •	Carry out an EINA on YHN Positive Activities Strategy by 31/05/2011.

11	 •	Complete all actions within the Social Housing Equality Framework by 	
		  30/09/2011. 

	 The actions below contribute to achieving all of the above targets.

	 Team actions

12	 •	Complete the YHN Positive Activities Strategy by 31/7/2011.

1	 •	Complete all actions in the Positive Activities Strategy on time during 2011/12.

1	 •	Acquire £20,000 income for positive activities by 31/03/2012. 

1	 •	Deliver 25 different positive activities for customers by 31/03/2012.

13	 •	We will produce an annual performance report by 1/10/2011.

7	 •	Investigate options to sell knowledge and expertise e.g. training for 	
		  mystery shopping, tenant inspector toolkit/training by 30/6/2011.

5	 •	Work with Newcastle Tenants’ Federation  to publicise the work of their 	
		  sub-groups (Living in Flats/Repairs Development Group etc) by 31/8/2011

Pi
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Ref

	 Board Support: 

	 •	Distribute Board papers within one week of the meeting taking place 	
		  during 2011/12.  

	 Communications:

	 •	We will produce and deliver Homes & People at least three times each 	
		  year to every tenant and leaseholder during 2011/12.  

	 •	We will produce 11 editions of ‘Rewind’, our internal newsletter for  
		  staff, during 2011/12.  

	 •	We will agree a timescale for the design and production of printed 		
		  materials within five working days of accepting a request during 		
		  2011/12.  

	 •	We will inform you of the timescale for the translation of a document 	
		  within four working days of accepting a request during 2011/12. 

	 Team targets

2	 •	 Improve the Board profile on YHN’s website by 31/08/2011.

2	 •	Carry out 98% of planned organisation wide telephone monitoring 	
		  during 2011/12.  

2	 •	Type and circulate Management Team and Divisional SMT minutes within 	
		  five working days during 2011/12.  

2	 •	Type and circulate 95% of minutes for all other meetings supported 	
		  within seven working days during 2011/12.

2	 •	Achieve a 15% increase in traffic to the YHN website by 31/03/2012. 

1	 •	Provide translated information or material in alternative formats within 	
		  10 working days of request during 2011/12.  

2	 •	Ensure key performance data is published in Homes & People twice 		
		  during 2011/12.  

3	 •	Respond to 95% of Management Team correspondence within 10 		
		  working days during 2011/12.

	 Equality and Diversity target

1	 •	Ensure that images of BME, LGBT and disabled senior staff and customers 	
		  are used within promotional material to reflect the diversity of our 		
		  customers during 2011/12. 

Directorate: Chief Executive’s Office  
Team: Chief Executives Office  

The Chief Executive’s Office incorporates the following functions: management 
support and executive assistance, equalities and diversity, company administration 
and board support and communications. We:

•	 Assist the Chief Executive and Management Team in the delivery of executive 
projects

•	 Facilitate and develop the organisation’s decision making processes

•	 Make sure that effective governance processes and procedures are in place

•	 Ensure compliance with all statutory requirements relating to governance

•	 Provide Board support and manage the support provided to committees 
through Service Level Agreements

•	 Provide administration and secretarial support to Management Team and  
Board as required

•	 Provide general and specialist advice to internal and external customers

•	 Manage and maintain effective data information and provide a range of 
accessible customer information

•	 Develop a wide range of good quality and effective communications

•	 Support internal and external customers to make YHN a customer-focused 
organisation where customers drive forward service improvements

•	 Organise events on behalf of YHN

Equality and diversity key work areas are provided in the separate service plan  
for the Equality and Diversity Team

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 Wider Management Team targets

2	 •	Achieve £220,000 advertising value equivalent of positive media 		
		  coverage during 2011/12.    

1	 •	Carry out specific targeted recruitment activity to promote Board 	  
		  membership opportunities and address under representation of 		
		  particular groups by 31/03/2012. 

	 Service standards

	 Management Support:

	 •	We will achieve 90% internal customer satisfaction during 2011/12.  
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	 The targets below are monitored on a monthly basis through the Service 	
	 Improvement Programme

	 Strategy targets

12	 •	Complete 90% of all actions in the Communications Strategy action  
		  plan on time during 2011/12.

	 The actions below contribute to achieving all of the above targets

	 Team actions

2	 •	Meet with Homes & People Editorial Board to ensure tenants and 		
	 leaseholders make a recognised contribution to each newsletter during 	
		  2011/12. 

2	 •	Pass on 98% of complaints to the central team within one working day 	
		  during 2011/12.   

14	 •	Produce an Annual Report for YHN by 30/09/2011.

13	 •	Produce an Annual Report for Leazes Homes by 31/10/2011.

2	 •	Develop Board member biographies to engage and attract prospective 	
		  Board members by 31/07/2011. 

5	 •	Reduce publication costs of Homes & People by £7,000 during 2011/12.

2	 •	Sign up 250 customers to receive planned communications  
		  electronically in 2011/12. 

3	 •	Consider the results from the Management Support internal customer 	
		  satisfaction survey and identify any service actions required by 		
		  31/08/2011.

7	 •	Review sponsorship arrangements for the Good Neighbour Awards to 	
		  ensure value for money by 28/02/2012.

2	 •	Review page metadata on staff intranet (this improves the accuracy of 	
		  the search facility).

R

G

•	 Ensure that all equality and diversity responsibilities of the organisation are met

•	 Lead on mainstreaming the equality and diversity agenda within YHN with 	
	 specific reference to: 

		  • Social Housing Equality Framework (SHEF)

		  • Equality & Human Rights Commission (EHRC) – Statutory Code of Practice 	
		     - Housing

		  • Compliance with the Equality Act

		  • Act as lead on the Equality & Diversity Strategy project within YHN’s 		
		     Service Improvement Programme

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team targets

12	 •	Produce a YHN Cohesion Strategy by 30/06/2011.

11	 •	Meet the ‘Excellent’ level of the Social Housing Equality Framework by 	
		  30/12//2011.

	 Wider Management Team targets

1	 •	Achieve 95% of Equality & Diversity Strategy targets for 2011/12 by 		
		  31/03/2012.

13	 •	Demonstrate compliance with the general duty of the Equality Act by 	
		  31/07/2011.

	 Service standards

	 Internal:  

	 •	Deliver an equality and diversity induction module to all new YHN staff 	
		  during 2011/12.  

	 •	Provide advice and assistance to all staff on all equality and diversity 	
		  issues within three working days of receiving the request during 2011/12.  

	 •	When there are changes in equality and diversity legislation that affect 	
		  YHN policy and procedures we will brief all staff before changes take 	
		  effect during 2011/12.  

	 External:

	 •	We will work with the Strategic Independent Advisory Group to agree  
		  an annual work plan during 2011/12.  

 

Ref

Directorate: Chief Executive’s Office 
Team: Equality and Diversity 
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	 •	We will ensure that Disability Action Plan Statements for all our premises 	
		  accessible to the public are reviewed six monthly during 2011/12 		
		  to ensure that access to our services meet the different needs of our 	
		  diverse communities. 

	 •	Attend and participate in at least three meetings of the Housing 		
		  Diversity Network BenchMarking Club during 2011/12.  

	 The targets below are monitored on a monthly basis through the Service 	
	 Improvement Programme

	 Strategy target

12	 •	Ensure that the Equality & Diversity Strategy targets for 2011/12 are 	
		  achieved by 31/03/2012.

	 Team targets

13	 •	Identify the requirements of the Equality and Human Rights Commission 	
		  Statutory Code on Housing by 31/03/2012.

1	 •	Produce and publish an Equality and Diversity Annual Report of all 		
		  activities undertaken during 2010/11 by 31/05/2011.

2	 •	Monitoring and continuous improvements are reported at least six 		
		  monthly to Board/SMT/Staff and stakeholders during 2011/12.

1	 •	Review Disability Action Plan Statements processes to ensure that our 	
		  services meet the different needs of our diverse communities by 		
		  31/03/2012. 

1	 •	Complete all actions in the Stonewall Workplace Equality Index 		
		  Improvement Plan due by 30/09/2011.

	 The actions below contribute to achieving all of the above targets

	 Team actions

9	 •	Carry out a review and EINA of the YHN Culture and Diversity Guide by 	
		  31/10/2011.

3	 •	Produce Equality Act briefings as and when required throughout 2011/12 	
		  and circulate to Board members, managers and all staff.

1	 •	Carry out a six monthly review of all DAPS statements during 2011/12.  

2	 •	Attend at least three equality and diversity conferences/workshops and 	
		  three benchmarking meetings during 2011/12.  

1	 •	Participate in at least three events to celebrate significant cultural events 	
		  such as Refugee Week, Pride etc. during 2011/12.  

1	 •	In conjunction with the Customer Involvement Team hold two activities 	
		  to target difficult to access groups and promote consultation during 	
		  2011/12.
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Directorate: Tenancy Services   
Team: Housing Management     

We provide an excellent customer focused housing management service to the 
council’s 30,000 rented properties and cross-tenure communities. This service is 
delivered from eight full service Community Housing Offices, two satellite offices 
and four Customer Service Centres. These services are:

•	 Estate management

•	 Tenancy enforcement including dealing with anti-social behaviour and rent 	
	 arrears

•	 The management of void properties

•	 Lettings 

•	 Reporting and monitoring repairs 

•	 Working in partnership with other agencies, especially NCC 

•	 Working with leaseholders and the private sector

•	 Contributing to regeneration and development

•	 Sustaining and supporting tenancies and communities 

•	 Assisting in the delivery of the Modern Homes Programme

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team targets 

2	 •	Achieve 82% customer satisfaction with the overall housing service by 	
		  31/03/2012. 

1	 •	Maintain 82% Black Minority Ethnic (BME) satisfaction with the overall 	
		  housing service by 31/03/2012.

4	 •	Complete the transfer of the Blucher properties to Leazes Homes by 	
		  01/09/2011.

	 Wider Management Team targets 

2	 •	Reduce rent loss due to empty properties to 1.5% by 31/03/12.

2	 •	Reduce the average time taken to re-let properties to 17 days by 		
		  31/03/2012. 

2	 •	Reduce net rent arrears by 1.5% of year end figure for 2010/11 by 		
		  31/03/2012.

2	 •	Achieve 65% satisfaction of tenants who report anti-social behaviour 	
		  by 31/03/2012. 
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	 Service standards 

	 •	All housing management service standards are being reviewed as part of 	
		  developing TSA service offers.

	 •	We will make sure that 95% of all YCH applications received by 		
		  community housing staff are registered within five working days during 	
		  2011/12. 

	 •	We will contact you within the following times to offer a face-to-face  
		  interview or an interview by phone, or by e-mail if you would prefer.  
		  The timescales are based on how serious the anti-social behaviour is: 

				    • We will contact you the next working day if the anti-social 		
				       behaviour is very serious

				    • We will contact you within three working days if the anti-social 	
				       behaviour is serious but does not need an immediate response

				    • We will contact you within five working days for less serious types 	
				       of anti-social behaviour

	 Our target for the above timescales is 97% for all ASB during 2011/12.  

	 Local offers

	 •	We will provide details to all customers on who their housing officer is 	
		  and how to contact them by 30/09/2011.

	 •	We will review the process for estate walkabouts by 31/03/2012. 

	 •	We will deliver a training programme on dealing with anti-social 		
		  behaviour for housing management staff by 31/10/2011.

	 •	We will provide information to customers on who deals with what, 		
		  for example what the City Council has responsibility for and what Your 	
		  Homes Newcastle has responsibility for by 31/12/2011.

	 •	We will review the way we manage estate management service level 	
		  agreements with the Council by 31/03/2012. 

	 •	We will display posters in all of our offices to show customers how to 	
		  access help with online application forms.  

	 Team targets 

2	 •	Reduce the percentage of tenants evicted for rent arrears to no more 	
		  than 0.25 % by 31/03/2012. 

2	 •	70% of Housing Project Fund schemes to be completed by 01/01/2012.

2	 •	80% of the Housing Project Fund budget to be committed and orders 	
		  placed by 30/11/2011. 
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	 Equality and diversity targets 

1	 •	Ensure all CHO Disability Action Plan Statements are reviewed 		
		  during 2011/12 and all required works are delivered by 31/3/2012.

3	 •	Carry out two awareness sessions for CHO staff on initiatives to support 	
		  vulnerable customers during 2011/12 (e.g. Type talk, induction loops, 	
		  Minicom and National Interpreting Service).

9	 •	Carry out an EINA as part of the review of void management policy and 	
		  good practice guidelines, by 31/03/2012.

	 The actions below contribute to achieving all of the above targets

	 Team actions 

2	 •	Carry out a review of void management policy and good practice 		
		  guidelines by 31/03/2012.

10	 •	Complete 90% of HMR service improvements on time during 2011/12.

7	 •	Evaluate decoration scheme by 31/3/2011.

7	 •	Investigate possibility of staff having training by ‘beacon officers’ as part 	
		  of induction by 31/12/2011.

5	 •	Review the information available on our website and publicity to 		
		  promote tenant involvement in initiatives and schemes which benefit 	
		  groups of residents (for example improvements to communal gardens) 	
		  by 31/03/12.

5	 •	Investigate ways to empower tenants in decision making for Housing 	
		  Project Fund schemes by 30/06/2011.  

5	 •	Review and improve tenant handbook information about the specific 	
		  requirements of living in block dwellings by 30/09/2011.

5	 •	Develop a website page for all CHO areas covering local facilities and 	
		  other useful local information by 31/12/2011. G
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Directorate: Tenancy Services 		
Team: Property Maintenance Services  

The Property Maintenance Team is the YHN client team managing all aspects of 
repairs and maintenance, void reinstatement, minor works and programmed and 
cyclical maintenance for NCC’s housing stock.

The section also gives technical support to Investment Delivery, Leasehold 
Management, Community Housing Management, the Asylum Seekers Unit and 
Facilities Management.

We have overall contract management responsibility for the repairs service 
provided by City Build and other contractors to NCC homes. 

Key work areas:

Ref
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	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team target

2	 •	Achieve 92% satisfaction with the repairs and maintenance service 		
		  during 2011/12. 

	 Wider Management Team target

2	 •	Ensure that 90% of maintenance contracts KPI’s are achieved  
		  in 2011/12.  

	 Service standards

	 •	For emergency repairs we say we will carry out within four hours, we  
		  aim to carry out 99.5% of those repairs within that time during 2011/12.  

	 •	For urgent repairs we say we will carry out within either one, three or 	
		  seven working days, we aim to carry out 99% of all those repairs within 	
		  relevant timescales during 2011/12.  

	 •	For routine repairs we say we will carry out within 15 working days, we 	
		  aim to carry out 99% of those repairs within that time during 2011/12.  

	 •	We aim to complete at least 98% of repairs at the first visit whenever 	
		  possible during 2011/12.  

	 •	We monitor how satisfied our customers are with the service and we aim 	
		  to achieve at least 92% satisfaction during 2011/12.  

	 •	We aim to keep at least 97% of appointments that we have made for 	
		  repairs during 2011/12.  

	 •	We aim to carry out an annual gas safety check and issue a gas safety 	
		  certificate for 99.9% of all properties we manage during 2011/12.  
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	 Local offers

	 •	Investigate options for operatives to contact customers and provide an 	
		  arrival time for appointed works by 30/09/2011. 

	 •	We will investigate how we can use the information that we have 		
		  on customers to provide a better service, for example ensuring that we 	
		  give customers enough time to answer the door by 30/09/2011. 

	 •	We will publicise our levels of performance, satisfaction, and customer 	
		  feedback on a quarterly basis through our website and three times a 	
		  year in Homes & People.

	 •	We will review the possibility of introducing two hour appointments for 	
		  all emergency and urgent repair categories by 31/12/2011. 

	 •	We will publicise our working hours and promote evening and Saturday 	
		  morning repair appointments on our website and on posters in local 	
		  outlets by 30/04/2011.

	 •	We will review eligibility for the handy person scheme, and increase 	
		  awareness of the scheme through our website and Homes & People by 	
		  30/06/2011. 

	 Team targets 

2	 •	Complete 99% of all EPC requests within 15 working days of request 	
		  during 2011/12.  

2	 •	Team will attend at least 20 TARA meetings during 2011/12. 

	 Equality and diversity target 

11	 •	Complete all actions within the Social Housing Equality Framework by 	
		  30/09/2011. 

	 The targets below are monitored on a bi-monthly basis through the 		
	 Service Improvement Programme

	 Strategy target

12	 •	Complete at least 90% of the actions within the Repairs and 			
		  Maintenance Strategy action plan on time during 2011/12.
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	 The actions below contribute to achieving all of the above targets

	 Team actions 

2	 •	Review the gas warrant process and assess the feasibility of recovering 	
		  costs associated with court action by 31/03/2012.

5	 •	Review repairs categorised as tenants’ responsibility, including the re-	
		  instatement of original features by 30/09/2011.

5	 •	Extend text messaging for all repairs where tenant telephone numbers 	
		  have been provided by 31/03/2012.

5	 •	Review repair access arrangements for disabled tenants to reduce 		
		  missed calls by 31/12/2011.

5	 •	Benchmark repair cancellation figures through HouseMark and achieve 	
		  top quartile performance by 31/03/2012.

2	 •	Review arrangements for monitoring customer experience of repair 	
		  work by 30/06/2011. G

Directorate: Tenancy Services 
Team: Customer Service      

We are responsible for managing and coordinating the implementation of YHN’s 

customer service strategy Every Customer Matters across our business areas. We 

will achieve this through collaboration with all our service managers and staff and 

by the delivery of our customer service strategy action plan under the governance 

of the YHN Service Improvement Programme Board. The YHN customer service 

strategy action plan is aligned to the five criteria of the Customer Service 

Excellence Standard;

•	 Customer insight

•	 The culture of the organisation

•	 Information and access

•	 Delivery

•	 Timeliness and quality of service

In addition the Customer Service Team will manage and coordinate all activities 

and reporting relating to:

•	 YHN complaints policy and process

•	 YHN Customer Service Excellence programme

•	 National Indicator 14 (Avoidable Contacts)

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team target

2	 •	Complete the initial establishment of a YHN Enquiry Centre with an 	
		  associated Customer Relationship Management system and new 		
		  telephony equipment by 31/03/2012.

	 Wider Management Team targets

2	 •	Maintain Corporate CSE recognition for Your Homes Newcastle during 	
		  2011/12.

2	 •	Work in collaboration with the Business Strategy Team to provide  
		  process improvement and customer journey mapping support for areas 	
		  undergoing service reviews during 2011/12. 

2	 •	95% of complaints to be given a full written response within 10 working 	
		  days during 2011/12.
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 	 Service standards

	 •	We will reply to letters within 10 working days during 2011/12.

	 •	We will answer 90% of calls within five rings during 2011/12.

	 Team targets 

2	 •	Work with investigating officers providing advice and support in order to 	
		  ensure formal complaints are given a full written response by them in  
		  10 working days during 2011/12.

2	 •	Investigating officers to achieve 50% satisfaction in how complaints are 	
		  handled during 2011/12.

2	 •	Include demographic analysis of all informal and formal complaints in 	
		  the YHN Performance Committee report on a quarterly basis during	 	
		  2011/12.

2	 •	Acknowledge 95% of formal complaints within three working days 		
		  during 2011/12.

2	 •	Send 95% of formal complaints to investigating officers within two 	
		  working days of receipt during 2011/12.

14	 •	Ensure that the NI14 logging exercises take place quarterly and that 	
		  service managers are engaged by logging their improvement actions to 	
		  reduce avoidable contacts during 2011/12.

	 Equality and diversity targets 

2	 •	Continue to analyse demographics from informal and formal complaints 	
		  and include this information in the quarterly committee report during 	
		  2011/12. 

9	 •	Complete an EINA as part of the YHN Remedies Policy review by 		
		  31/12/2011.

9	 •	Complete an EINA as part of the Unreasonable and Persistent 		
		  Complainers policy by 31/12/2011. 

11	 •	Complete all actions within the Social Housing Equality Framework by 	
		  30/09/2011. 

	 The targets below are monitored on a bi-monthly basis via the Service 	
	 Improvement Programme

	 Strategy target

12	 •	Complete and sign off all Customer Service Strategy Project deliverables 	
		  and action plan items on time during 2011/12.
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 	 The actions below contribute to achieving all of the above targets

	 Team actions 

14	 •	Conduct quarterly NI14 exercises in partnership with NCC during 		
		  2011/12.

2	 •	Report all active formal complaints on a weekly basis to all managers 	
		  during 2011/12.

2	 •	Report complaints performance to YHN Performance Committee every 	
		  quarter during 2011/12. 

2	 •	Hold complaints champions meetings every quarter to learn from 		
		  compliments and complaints during 2011/12.

2	 •	Feedback to customers on complaints in every edition of Homes & People 	
		  during 2011/12.

2	 •	Hold the Complaints ‘R’ Us scrutiny panel with tenants and leaseholders 	
		  every quarter to review the quality of step three complaints during 		
		  2011/12.

2	 •	Conduct customer journey mapping reviews with service areas identified 	
		  with a priority as part of the YHN Service Improvement Programme 	
		  during 2011/12. 

3	 •	Carry out a review of the Unreasonable and Persistent Complainers 		
		  policy by 31/12/2011.

2	 •	Carry out review of the Remedies Policy by 31/12/2011. G
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	 The actions below contribute to achieving all of the above targets

	 Team actions 

1	 •	Hold an annual Advice and Support Worker Service User Event meeting 	

		  during 2011/12.

2	 •	Produce a minimum of 2 newsletters during 2011/12.

2	 •	Hold a minimum of 4 focus group meeting during 2011/12.

5	 •	Investigate options for offering a Thursday night surgery so that 		

		  customers who work can attend appointments during 2011/12.

5	 •	Review arrangements for advertising advice and support services to new 	

		  and vulnerable tenants by 31/03/2012. G

We give advice and support to current and prospective tenants around housing 
and financial issues. We aim to ensure that tenancies are maintained and that 
prospective tenants succeed in new tenancies.

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team target

1	 •	Achieve 90% level A’s in our Service Quality Framework assessments 
		  for Supporting People contracts during 2011/12.

	 Wider Management Team targets

1	 •	Review Support and Care Services following Supporting People budget/	
		  contract changes by 30/06/2011.

	 Service standards 

	 •	After you are referred to us, we will always arrange to interview you. 	
		  Our target is to see at least 92% of new customers within 10 working 	
		  days of you being referred to us during 2011/12.

	 •	We will always create a support plan for you. Our target is to do this 	
		  during the first interview for at least 90% of our customers during 		
		  2011/12. 

	 •	We aim for at least 92% of our customers to be satisfied with staff from 	
		  the Advice and Support Service during 2011/12.

	 Team targets

1	 •	We will refer at least 85 service users into Newcastle Futures during 		
		  2011/12.

12	 •	Review Financial Inclusion Strategy by 30/12/2011. 

	 Equality and diversity targets

9	 •	Carry out an EINA as part of the Financial Inclusion Strategy Review by 	

			   30/03/2012.	
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Directorate: Tenancy Services (Care and Support) 
Team: Advice and Support
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	 •	We will complete either a ‘data check’ or a support plan with you 		
		  depending on your needs. We will do this once during 2011/12, so that 	
		  the information we use to provide your services is correct and up to date. 

	 If you live in one of our sheltered housing schemes:

	 •	We will complete a support plan with you once a year, and will review 	
		  your support plan after six months during 2011/12.

	 Local offers for Sheltered Housing

	 •	We will carry out a free financial assessment to all applicants who are 	
		  offered a sheltered housing tenancy, to help them decide whether they 	
		  can afford to live in the property, during 2011/12.

	 •	We will offer an enhanced property standard for sheltered housing 		
		  properties which includes stripping and painting all rooms if the 		
		  property needs to be decorated, during 2011/12.

	 •	We will provide a low cost packing and unpacking service along with a 	
		  removal service to all new sheltered housing tenants, during 2011/12. 

	 •	We will provide carpets, curtains and a specialist bed for new sheltered 	
		  housing tenants if they need them during 2011/12.

	 •	We will carry out a support plan needs assessment and a financial 		
		  assessment for all new sheltered housing tenants who didn’t have  
		  before they moved in, during 2011/12. 

	 •	We will carry out a financial assessment for all existing sheltered housing 	
		  tenants during 2011/12.

	 •	We will provide a small fund for environmental improvements for every 	
		  sheltered housing scheme during 2011/12,  and provide guidance on	
		  what the money can be spent on, so that everyone can get involved in 	
		  improving where they live.

	 •	We will consult all sheltered housing tenants, either through meetings 	
		  or individual visits, before any sheltered housing improvement work is 	
		  carried out during 2011/12. T

O

Directorate: Tenancy Services (Care and Support)
Team: Community Care Alarm Service and Sheltered Housing

Key work areas: 

We provide integrated housing management and mobile warden services for 
residents of Newcastle. Services are provided to:

•	 Residents of city council sheltered housing schemes

•	 Residents of registered social landlord sheltered housing schemes

•	 Users of the hard-wired alarm systems

•	 Dispersed alarm users of all tenures

•	 Vulnerable clients (monitoring only)

We also:

•	 Complete individual support plans for clients

•	 Operate Repair Call and Envirocall out of hours services

•	 Operate 24 hour racist and homophobic incident reporting

•	 Provide a Jontek ‘Out of Hours’ service

•	 Carry out lone-worker monitoring for Enterprise 5 

•	 Provide Telecare services to enable people to remain at home and promote 
independence

•	 Provide an out of hours housing telephone service

Ref

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and wider Management Team target

1	 •	Achieve 90% level A’s in our Service Quality Framework assessments for 	
		  Supporting People contracts during 2011/12.

	 Wider Management Team target

1	 •	Review Support and Care Services following Supporting People  
		  budget/contract changes by 30/06/2011.

	 Service standards 

	 •	We will answer 98.5% of all alarm calls within one minute during 		
		  2011/12. 

	 •	When you need help our Mobile Wardens will come to your home as 	
		  quickly as possible. We aim to be with customers within 30 minutes for 	
		  90% of all alarm calls during 2011/12. 
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Directorate: Tenancy Services (Support and Care)   
Team: Concierge  

Key work areas:

Ref

Pi

•	 Provide a 24 hour responsive service for YHN tenants who receive the  
	 concierge service

•	 Provide reception and security services, including 24 hour monitoring of CCTV 	
	 and smoke alarms

•	 Provide building cleaning services in specific locations

•	 Perform a range of good neighbour duties to add value to the role

•	 Carry out regular inspections of building cleanliness, including sites where the 	
	 cleaning service is provided by our service provider

•	 Liaise with our service provider to monitor performance within the building 	
	 cleaning service level agreement, to ensure that any improvement actions plans 	
	 are completed. 

•	 Carry out regular safety and security inspections of YHN properties

•	 Provide customers with 24 hour access to the service via a free phone number

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 Wider Management Team Target

10	 •	Deliver all actions detailed in the service review implementation plan  
		  for completion during 2011/12.

	 Service standards

	 •	Provide 90% of all new tenants with a welcome pack within seven 		
		  working days of moving in during 2011/12. 

	 •	Offer all new tenants an introduction to the Concierge Service during 	
		  2011/12.  

	 •	During 2011/12 undertake all tenant introductions within seven working 	
		  days of receiving the request unless a later date is specified by the 		
		  customer.

	 •	Display our cleaning work schedule in buildings with a concierge service 	
		  during 2011/12.  

	 •	Inspect all concierge buildings quarterly during 2011/12 to make sure our 	
		  service provider is keeping to our cleaning standard.

	 •	Invite tenants’ representatives to our quarterly inspections and make the 	
		  results available to tenants if requested, during 2011/12.  

	 •	Carry out safety and security checks on 95% of concierge blocks every 	
		  day during 2011/12. O
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	 Team targets

2	 •	Achieve 90% user satisfaction during 2011/12. 

	 Mobile & Telecare Services:

2	 •	Maintain Telecare Services Association (TSA) Code of Practice 			
		  Accreditation during 2011/12. 

1	 •	Achieve 5% increase in CCAS/Telecare client growth by 31/03/12 based 	
		  on client numbers as at 31/03/2011. 

	 Sheltered Housing Service:

2	 •	Reduce rent arrears for current tenancies in our sheltered schemes by 	
		  1.9% by 31/03/2012 figures based on numbers as at 31/03/2011. 

2	 •	Reduce void re-let times to 35 days by 31/03/2012.

	 The targets below are monitored on a bi-monthly basis through the 		
	 Service Improvement Programme

	 Strategy target

12	 •	Implement all actions within the CCAS review service improvement plan 	
		  on time during 2011/12.

	 Equality and Diversity target

9	 •	Complete actions within Service Review EINA during 2011/12.

	 The actions below contribute to achieving all of the above targets

	 Team action

6	 •	Complete and evaluate floating support services pilot by 31/03/2011.
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	 Local offers

	 •	We will provide information about concierge staff in all concierge 		
		  blocks and will update this every three months.

	 •	Building cleaning performance reports for concierge blocks will be 		
	 published on concierge block noticeboards and on the YHN website 		
	 every quarter.

	 •	We will update noticeboard information in concierge blocks on a 		
		  monthly basis.

	 •	We will provide quarterly updates to keep customers informed of 		
		  changes to the concierge service through newsletters, Homes & People, 	
		  TARA’s or the website.

	 •	We will investigate options to clean chutes where inspections show  
		  there is a need by 30/11/2011.

	 •	Communicate to tenants and visitors the reasons and rationale for the 	
		  deployment of CCTV cameras in concierge blocks by 31/12/2011.

	 Team targets 

2	 •	Undertake monthly building cleaning inspections for 95% of blocks 	
		  during 2011/12.

2	 •	Achieve 90% satisfaction with the concierge service during 2011/12.

	 Equality and Diversity targets 

1	 •	Involve SIAG during the implementation of the concierge service review 	
		  recommendations at both the system stage and when procuring 		
		  customer facing technologies during 2011/12.  

9	 •	Undertake all required EINAs within the concierge service review 		
		  implementation and prioritise actions to be completed during 2011/12. 

	 The actions below contribute to achieving all of the above targets

	 Team action 

5	 •	Review use of CCTV to ensure data protection compliance during 		
		  2011/12. G
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Directorate: Tenancy Services (Citywide) 
Team: Housing, Anti-social Behaviour and Enforcement Team (HASBET) 

•	 Work in partnership with other enforcement and support agencies and support 
multi-agency working

•	 Work with local teams to tackle anti-social behaviour, and manage a case load 
of serious anti-social behaviour cases 

•	 Address breaches of tenancy

•	 Manage Newcastle’s graded response intelligence model.

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 Wider Management Team Target

10	 •	Implement 95% of actions from the service review implementation plan 	
		  on time during 2011/12. 

	 Service standards

	 •	We will always send you details of our Victim Support Officer. We aim to  
		  do this within five working days for 99% of our customers during 		
		  2011/12.

	 •	We will contact you within the following times to offer a face-to-face 	
		  interview or an interview by phone, or by e-mail if you would prefer. The 	
		  timescales are based on how serious the anti-social behaviour is: 

			   •	The next working day if the anti-social behaviour is very serious

			   •	Within three working days if the anti-social behaviour is serious but 	
			      does not need an immediate response

			   •	Within five working days for less serious types of anti-social behaviour

	 Our target for the above timescales is 97% for all anti-social behaviour 	
	 during 2011/12.

	 •	We will always contact the person you say has carried out the anti-social 	
		  behaviour. We aim to do this within 5 working days of the timescales 	
		  above for 97% of customers during 2011/12. We will only do this with 	
		  your agreement. 

	 •	We will always contact you to complete a customer satisfaction form. We 	
		  aim to do this within five working days of closing your complaint for 	
		  99% of our customers during 2011/12.
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	 Local offers

	 •	Agree a consistent performance and case management framework for 	
		  Housing Management and HASBET by 30/09/2011. 

	 •	The complainant will be kept informed of the progress of their case as a 	
		  minimum of every 2 weeks. We aim to do this on 97% of occasions.   

	 •	We will introduce a standard set of questions for staff to ask when 		
		  customers report anti-social behaviour to ensure that all reports are 	
		  dealt with efficiently and effectively by 30/09/2011.

	 •	Raise awareness of the victim support service in HASBET during 2011/12 	
		  through publicising in Homes & People three times a year.

	 •	When you report anti-social behaviour to us, we will write to you 		
		  and give you the name of the person who is dealing with your 		
		  complaint. We aim to do this on 97% of occasions.

	 •	We will promote the places that customers can report anti-social 		
		  behaviour through three advertisements in Homes & People during 	
		  2011/12.    

	 Team targets 	

2	 •	In 97% of cases we will install surveillance equipment within five 		
		  working days after receiving RIPA authorisation during 2011/12. 

2	 •	Ensure 90% of closed anti-social behaviour cases are resolved during 	
		  2011/12.

2	 •	Achieve customer satisfaction rating of 76% for the handling of anti-	
		  social behaviour cases and speed of response referred to HASBET  
		  during 2011/12.

	 Equality and Diversity targets 

1	 •	Provide an analysis of hate crime to YHN’s Housing Management teams 	
		  on a quarterly basis to help identify trends and hot spots of hate crime 	
		  across the city during 2011/12.

9	 •	Complete the EINA action plan as part of the HASBET service review by 	
		  31/12/2012. 

6	 •	Complete journey mapping exercise for victims every 6 months during 	
		  2011/12. B

T

Y

Ref

	 The actions below contribute to achieving all of the above targets

	 Team actions 

2	 •	Monitor and benchmark anti-social behaviour against core House Mark 	
		  benchmarking activities on a quarterly basis during 2011/12.

3	 •	HASBET to deliver re-fresher HASBET training with frontline housing 	
		  staff at Area Sessions twice a year during 2011/12.  

5	 •	Agree roles and responsibilities with the City Council’s Public Health and  
		  the Private Rented Service to improve partnership working and 		
		  implement actions by 30/09/2011.

1	 •	To develop a personalised action plan for 97% of victims referred to 	
		  HASBET taking into account a risk assessment and vulnerability by 		
		  30/09/2011.

7	 •	Review how we deal with customer complaints outside office working 	
		  hours by 31/03/2012. 

6	 •	Integrate Common Assessment Framework into the graded response 	
		  model for all council tenants by 31/09/2012. G
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Directorate: Tenancy Services (Citywide) 
Team: Newcastle Furniture Service (NFS)

•	 Provide a comprehensive furniture service to the City Council, other housing 
providers and charities in the region. 

•	 Provide a child safety equipment scheme for Newcastle residents in partnership 
with the Primary Care Trust and ROSPA. 

•	 Provide the YHN garden care maintenance service, which is available to all 
tenants.

•	 Provide a document management service for YHN.

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team target

2	 •	Increase by 30% the number of furnished tenancies supported outside  
		  of Newcastle by 31/03/2012.

	 Wider Management Team target

2	 •	We will generate income of £100,000 (pro rota) for the freight 		
		  consolidation centre during 2011/12.

 	 Service standards

	 •	We will deliver 93% of furniture to you within five working days of you 	
		  asking us during 2011/12. 

	 •	We will collect 93% of furniture from you within five working days of 	
		  you asking us during 2011/12.  

	 •	We will visit 100% of all customers within eight weeks after delivering 	
		  your furniture pack to make sure everything is alright during 2011/12.  

	 •	We will repair or replace 95% of all faulty cookers we have supplied to 	
		  you within two working days of you telling us about it during 2011/12.  

	 •	We will carry out 93% of collections following receipt of termination  
		  for all YHN managed tenancies within two working days of a request 	
		  during 2011/12.  

	 The Garden Care Service:

	 •	We will visit you 11 times within a 12 month period. 

	 •	We will answer 99% of all queries we receive within two working days 	
		  during 2011/12.  
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	 The Child Safety Equipment Scheme:

	 •	We will install 95% of safety equipment referrals within eight weeks 	
		  during 2011/12.  

	 •	We will answer 99% of all queries we receive within two working days 	
		  during 2011/12.	

	 Team targets 

2	 •	Achieve 95% satisfaction with services by 31/03/2012.

	 Furniture Service:

2	 •	We will reuse at least 60% of all products returned from terminations 	
		  during 2011/12.

2	 •	Repair 55% of NFS supplied white goods within tenants’ homes within 2 	
		  working days.

	 Gardening scheme:

2	 •	Increase by 250 the number of tenants receiving the garden care  
		  service by 31/03/2012.

	 The actions below contribute to achieving all of the above targets

	 Team actions

2	 •	Run four stakeholder groups during 2011/12:

			   •	YHN staff and council tenants

			   •	External organisations and service users

			   •	Garden care service users

			   •	Child safety service users

2	 •	Explore and develop a business case for a records management service 	
		  to other organisations by 31/03/2012.

6	 •	Explore the possibility of providing a freight consolidation service to 	
		  retailers of Newcastle by 30/06/2011.

6	 •	Explore the possibility of providing an in house staff member to carry  
		  out repairs to sofas and dining room furniture by 30/09/2011.

6	 •	Evaluate the impact of the NFS electrical appliance repair team and 	
		  consider growth within the service by 31/12/2011.

7	 •	Review the current diary system for the NFS route planning and consider 	
		  up to date software by 30/09/2011.

1	 •	Offer 15 work placements during 2011/12.

7	 •	Generate income of £15,000 in price of one-off clearances, cuts, laying of 	
		  turf etc (Garden Care Service) during 2011/12. 

2	 •	Procure a contractor to carry out delivery services in the Yorkshire 		
	 region by 30/09/2011. G
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Directorate: Tenancy Services (Citywide) 
Team: Rent Recovery Team  

•	 Implement quality assurance in rent arrears recovery

•	 Help maximise income of tenants

•	 Work with courts in targeting ‘won’t pay’ tenants

•	 Work in partnership with community housing teams to recover rent

•	 Benchmarking cost and performance.

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 Wider Management Team target

12	 •	Implement 95% of actions from the service review implementation plan 	
		  on time during 2011/12.

 	 Service standards

	 •	We will prepare particulars of claim and lodge papers at court within 	
		  three working days of receiving a court referral and a valid Notice of 	
		  Seeking Possession. We will do this for 98% of cases during 2011/12. 

	 •	We will send out a covering letter, witness statement and fact sheet to 	
		  defendants 10 working days prior to court hearings in 99% of cases, in 	
		  order to comply with the pre-action protocol for rent arrears, during 	
		  2011/12. 

	 •	We will check and action if necessary all adjourned rent arrears cases on 	
		  a weekly basis during 2011/12. 

	 •	We will check and action if necessary all referrals for a warrant of 		
		  eviction within four working days of receiving the request and update 	
		  the rent account where appropriate. We will do this for 98% of cases 	
		  during 2011/12. 

	 •	We attend court for all YHN cases listed for rent arrears during 2011/12. 

	 •	We will check all active rent recovery cases within five working days 	
		  and update the rent account where appropriate. We will do this for 98% 	
		  of cases during 2011/12.  

	 •	We will publish our performance figures to internal customers on a 		
		  quarterly basis during 2011/12.

	 •	We will send out questionnaires on an annual basis to our internal 		
		  customers and respond to any issues raised and provide feedback within 	
		  10 working days during 2011/12.  
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	 Team targets

2	 •	Achieve 65% user satisfaction during 2011/12. 

2	 •	99% compliance with the pre-action protocol for rent arrears during 	
		  2011/12. 

2	 •	Refer 99% of tenants who go through the court process to the Advice 	
		  and Support Service during 2011/12.  

6	 •	Achieve savings of at least £38,000 by reviewing procedures for rent 	
		  arrears warrant applications and implementing actions during 2011/12. 

	 Equality and Diversity target

9	 •	Implement all EINA recommendations from service review by  
		  31/03/2012.

	 The actions below contribute to achieving all of the above targets

	 Team actions

2	 •	Benchmark cost of service delivery annually and performance quarterly 	
		  through Northern Regional Benchmarking Group during 2011/12.

2	 •	Review printing costs of arrears recovery letters to ensure that they 		
		  represent value for money by 30/09/2011.

2	 •	A Rent Recovery Officer will be available when requested to carry out 	
		  joint visits with Housing Officers during 2011/12.

2	 •	A Rent Recovery Officer will complete a liaison meeting with the 		
		  Housing Service Manager bi-monthly to discuss and review serious rent 	
		  cases during 2011/12. 
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Directorate: Tenancy Services (Care and Support)  
Team: Young Peoples Service    

•	 Aim to prevent homelessness for 16 and 17 year olds in Newcastle by carrying 
out assessment of needs and family reconciliation 

•	 Provide supported accommodation for homeless young people aged 16-21 
through direct access into a 24 hour staffed hostel

•	 Provide support in our block of 16 semi-independent tenancies with on site 
support during office hours

•	 Provide intensive floating support for up to two years for young people aged 
16-25

•	 Provide support to our families who are at risk of eviction

•	 Provide opportunities for young people and families to be involved in decision 
making on an individual basis and through Youth Voice and contribute to 
strategic plans within Newcastle

•	 Provide opportunities to volunteer   

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team target 

1	 •	Achieve 90% level A’s in our Service Quality Framework assessments for 	
		  Supporting People contracts during 2011/12.

	 Wider Management Team target

1	 •	Review Support and Care Services following Supporting People budget/	
		  contract changes by 30/06/2011.

 	 Service standards

	 •	We will ensure that everyone supported in a tenancy is fully involved in 	
		  the decisions that affect their life. We aim to do this for at least 99% of 	
		  customers during 2011/12.

	 •	We will provide advice and information to all young people and families 	
		  engaging with our service to ensure they know their rights. We aim to 	
		  do this for at least 99% of customers during 2011/12.

	 •	We will encourage all young people engaging with our service to take 	
		  part in their community or participate with Youth Voice. We aim to do 	
		  this for at least 99% of customers during 2011/12.
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	 •	We will assess the needs of all 16 and 17 year olds in Newcastle who 	
		  are in need of accommodation. We aim to do this for at least 99% of 	
		  customers during 2011/12.

	 •	We will assist all vulnerable young people who are supported by our 	
		  floating support service to maintain a successful tenancy for 12 months. 	
		  We aim to do this for at least 95% of customers during 2011/12.

	 •	We will offer an accreditation service to all young people supported 	
		  by our service so they can gain recognition and qualifications for the 	
		  skills and abilities they have. We aim to do this for 50% of all customers 	
		  during 2011/12. 

	 •	We will initiate a support plan for all young people and families within 	
		  10 working days of engaging with the service. We aim to do this for 99% 	
		  of customers during 2011/12. 

	 •	We will review all support plans within the following timescales: 

			   •	Monthly for all customers engaged with the Family Invention Project;

			   •	Every six weeks for all customers living in the hostel;  

			   •	Quarterly for all customers engaged with our floating support  
				    service or living in our supported accommodation. 

	 We aim to do this for at least 99% of customers during 2011/12. 

	 Team targets

2	 •	We will hold two service users events during 2011/12 where we will use 	
		  participatory appraisal methods to gather views from our customers on 	
		  the quality of our service and their suggestions for service improvements.

2	 •	Produce a report to collate the responses from these events.  

	 Equality and Diversity targets 

9	 •	Complete an EINA as part of the Young Person’s Strategy by 31/12/2011.

9	 •	Achieve all actions as listed in the YPS EINA action plan by 31/12/2012.
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	 The actions below contribute to achieving all of the above targets

	 Team actions

1	 •	We will provide a homeless prevention service in the Housing Advice 	
		  Centre Newcastle from 1-4pm every week day afternoon during 2011/12. 

1	 •	Provide teenage pregnancy peer education in Walker School and 		
		  Excelsior College during 2011/12.  

2	 •	We will ensure void levels in our hostel are less than 5% or 183 days per 	
		  annum during 2011/12.

2	 •	We will ensure void levels in our supported accommodation are less than 	
		  2.5% per annum or 20 weeks in total within the block during 2011/12.

2	 •	Every project worker will complete a portfolio of pre tenancy work 		
		  sheets with every customer supported longer than 3 months. We aim to 
		  have 50% of these assessed and accredited through the Youth 		
		  Achievement Awards.  

2	 •	The Family Intervention Project will support 12 families each year 		
		  from those identified by Housing Management staff as most likely to be 	
		  evicted because of their complex and chaotic lifestyles. 

12	 •	Review the Young Person’s Strategy by 31/12/2011. G

Directorate: Tenancy Services (Citywide)     
Team: Your Choice Homes (YCH)    

We manage the council’s lettings policy on their behalf and are responsible for 
delivering the lettings service. This is a partnership with other housing providers.  
We manage all parts of the lettings process, monitor performance and ensure the 
service is delivered in an open, fair and consistent way.

We operate from a city centre location, where our Health and Welfare Team 
provide in partnership with Health and Social Services, assess the housing needs  
of our customers to help them to maintain their independence.

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team target

1	 •	Implement the council’s new Allocations and Lettings Policy and Sub 	
		  Regional Choice Based Lettings by 31/12/2011.

 	 Service standards

	 •	When YCH receives your application form we will aim to register 95% 	
		  within five working days during 2011/12. We will write to you to  
		  confirm this.

	 •	If you qualify to join YCH, we will write to you to confirm this. This will 	
		  include your ‘prospects’ information, which tells you what homes you  
		  are able to bid for and how long you may have to wait, and a 		
		  satisfaction survey so that you can tell us about the service we provided.

	 •	If you do not qualify to join YCH, we will write to you to tell you:

			   •	Why this is;

			   •	What information we have considered; and

			   •	What can be done to qualify. This will include what support will be 	
				    available to you

	 •	We will deal with 95% of appeals within 21 days during 2011/12.
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	 Team targets

2	 •	We will achieve 80% satisfaction with the service by 31/03/2012.

2	 •	We will complete 95% of verification decisions within five working days 	
		  of receiving all information during 2011/12.

1	 •	We will complete 95% of all requests for priority assessments on  
		  medical and welfare within five working days of receiving all relevant 	
		  information during 2011/12.

14	 •	We will achieve 100% housing association nominations to new build 	
		  properties in line with the nomination agreement with NCC during 		
		  2011/12.

14	 •	We will achieve 60% housing association nominations to existing 		
		  properties during 2011/12.

	 Equality and Diversity targets

1	 •	Review Disability Action Plan for the Your Choice Homes office by 		
		  31/03/2012. 

9	 •	Complete an EINA on the new lettings procedures and sub-regional 	
		  choice based lettings scheme by 31/08/2011. 

9	 •	Complete an EINA as part of the review of the Direct Exchanges and 	
		  Succession Policy by 31/08/2011. 

	 The actions below contribute to achieving all of the above targets

	 Team actions

2	 •	Review the Direct Exchanges and Succession Policy by 31/08/2011.

14	 •	Chair the Tyne and Wear Sub Regional Choice Based Lettings Group 	
		  ensuring 95% of 2011/12 actions are completed on time and in line with 	
		  the partnership agreement.

2	 •	Develop a revised set of service standards for the new lettings policy by 	
		  31/12/2011.

5	 •	Review information provided to customers about likely waiting times  
		  for specific properties or estates by 31/12/2011. 

5	 •	Review promotion and publicity of ‘HomeXchange Tyne and Wear’ to 	
		  encourage take up by tenants by 31/12/2011. 

1	 •	Improve the link between planning for building new homes with the 	
		  needs of residents in Newcastle by 31/12/2011. G
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Directorate: Finance & Resources  
Team: Administration and Facilities   

Key work areas:		

Ref

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 Service standards

	 Administration:

	 •	We will provide a reception service at YHN House between 8.15am and 
		  5pm each working day during 2011/12 (99%).

	 •	We will respond to a minimum of 96% of admin pool request forms 	
		  within two working days during 2011/12.

	 •	We will order 96% of uniforms within two working days of uniform 	
		  fittings taking place during 2011/12.

	 •	We will process 96% of travel/accommodation requests within two 		
		  working days during 2011/12.

	 •	We will enter a minimum of 98% of PRI forms onto the Northgate 		
		  system within two working days during 2011/12. O

Administration:

•	 Provide general and specialist information and advice to internal and external 
customers

•	 Manage the room booking and catering functions for YHN House

•	 Assist the work of YHN through the provision of clerical, administrative and 
support functions

•	 Manage and maintain effective data information systems in relation to potential 
risk indicators and incident and accident reporting

•	 Provide statistical and management information to management teams and in 
line with statutory requirements

Facilities Management:

•	 Arrange and manage planned and responsive maintenance to YHN House and 
grounds 

•	 Arrange and manage planned and responsive cleaning within YHN House 

•	 Deliver a daily courier service 

•	 Collect and recycle materials 
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	 Facilities:

	 •	We will provide a daily courier service for YHN House, decentralised 	
		  teams and the Civic Centre on each working day. We aim to do this at 	
		  least 98% of the time during 2011/12.

	 •	99% of goods received at YHN House bearing a name or section will be 	
		  delivered to the recipient within one working day during 2011/12.

	 Team target

	 Facilities Management:

3	 •	96% target for completion of a health and safety review of YHN House 	
		  and the grounds twice each day during 2011/12. 

	 Equality and diversity target 

3	 •	Review Disability Action Plan for YHN House by 31/03/2012.

	 The actions below contribute to achieving all of the above targets

	 Team actions 

	 Facilities Management:

2	 •	Review the use of pool cars for value for money by 31/03/2012.

	 Administration:

3	 •	Assess the impact of an increase in the admin pool on the recruitment 	
		  process by 30/09/2011.

Directorate: Finance & Resources  
Team: Finance

Finance General:

•	 Providing support to the business as it develops and grows, appraising proposals 
for new and innovative projects and activities, including the development 
of new housing properties for the HRA, YHN and Leazes Homes, the YHN 
charitable subsidiary

•	 Strategic role formulating and reviewing the YHN Finance Strategy including 
the following key issues;

			  • The long-term viability of YHN

			  • The long-term viability of the HRA

			  • To maintain a minimum HRA Balance of £12m

•	 To provide the necessary funding to support the strategic objectives of the 
organisation:

			  • Support and care to communities

			  • Three star excellent services

			  • A quality workforce

			  • Refurbishing and building homes

•	 Continue to improve the organisation’s approach to efficiency, procurement  
and value for money

•	 Continually review and challenge budgets to ensure that resources are targeted 
on strategic objectives

•	 Responsibility to the Board and NCC [S151 responsibilities] for the financial 
management and reporting of the HRA

•	 Responsibility to the Board for YHN financial management and reporting

•	 Financial support to Leazes Homes, including investment appraisals and 		
	 financial statements

•	 Responsibility for the three finance functions: 

        	 • Revenue, Business Support and Procurements and Payments.

Finance Revenue:   

•	 The preparation, production, monitoring and revision of the revenue YHN and 	
	 HRA budgets complying with statutory deadlines and codes of practice

•	 Production of quarterly Revenue Budget Monitor to Finance & Resources 		
	 Committee and the NCC Director of Resources (S151), agreeing the YHN 		
	 Management Fee on a quarterly basis

Key work areas:
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•	 Monthly budget monitoring of all revenue budget heads and support to all 	
	 budget managers, via the Budget Monitoring Tool, including quarterly 		
	 reporting on performance to WMT

•	 Assist in the implementation a five year medium term financial planning 
process to help plan the effective application of resources to meet YHN’s 
objectives

•	 Reviewing and updating of medium term financial information for service 
business plans

•	 Monthly monitoring and reconciliation of YHN payroll and maintenance of 
YHN establishment

•	 To support the revision of the Value for Money Strategy and to support the 
monitoring of the Action Plan, reporting to Finance & Resources Committee

•	 To support and drive the business and financial planning process

•	 To support the implementation of Single Status. 

Finance Business Support:

•	 Interface with Newcastle City Council on technical finance issues

•	 Prepare financial information for HRA and YHN business and medium term 
plans

•	 Monitor and report timely, accurate and robust financial information relating 
to the HRA Capital Investment Programme and provide financial support and 
advice to enable decisions to be made at the earliest opportunity in order that 
the programme can be delivered within agreed financial constraints so as to 
minimise the impact on HRA reserves

•	 Prepare YHN and HRA statutory accounts for submission in accordance with 
statutory deadlines

•	 Liaise with the company’s external auditors to ensure there is no qualification 
of the accounts

•	 Prepare and submit HRA subsidy returns and prepare Supporting People 
performance returns, and maintain Supporting People financial information

•	 Provide a financial and business planning consultation service, including 
taxation issues

•	 Prepare and submit statistical data to external organisations

•	 Carry out the assessment and appraisal of consultations affecting the HRA and 
ALMO finance

•	 Co-ordinate grant claims and procedures

Key work areas:

Ref

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team Target 

2	 •	Achieve a 3% structural efficiency saving on the 2011/12 YHN/HRA 		
		  revenue base budget of £30.6m by 31/03/2012.

2	 •	Produce a sustainable 30 year business plan for Board approval by 		
		  30/09/2012.

	 Wider Management Team Target 

2	 •	Maintain a minimum HRA balance of £12.2 million by 31/03/2012. 

2	 •	Access additional sources of funding to raise £500k by 31/03/2012.

P
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•	 Financial advice and appraisal of new initiatives  

Procurement and Payments:   

•	 Delivery of corporate procurements

•	 Facilitate other procurements including the provision of procurement advice, 	
	 administrative services and the development of systems and processes

•	 Maintenance of the procurement/contract database 

•	 Lead the Procurement Strategy workstream 

•	 Monitor and report progress against the Procurement Strategy action plan 	
	 including procurement savings

•	 Development and deliver of financial and contract related training courses 	
	 for staff and managers, including POPs,  financial regulations and contract 	
	 management

•	 Management of the payments/POPs process

•	 Management of energy and corporate procurement service level agreements

Key work areas:
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	 Service standards

	 Finance Business Support:

	 •	Process 100% of Right to Buy cost floor calculations within 15 working 	
		  days of receiving the request during 2011/12.

	 •	Produce audited YHN annual financial statements for the YHN annual 	
		  general meeting during 2011/12.

	 Procurements and Payments:

	 •	Train 95 % of new staff and supply security access to the POPs system 	
		  within two weeks of being notified of their FAMIS login during 2011/12.

	 •	Car Allowance Insurance Documents; send a reminder to 95% of 		
		  appropriate staff one month before date of expiry.

	 Team Targets

	 Revenue:

2	 •	Achieve 97% accuracy of YHN Management Fee expenditure revised 	
		  outturn budgets to actual during 2011/12. 

2	 •	Achieve 97% accuracy of HRA supervision and management expenditure 	
		  revised outturn budgets to actual during 2011/12.

14	 •	To investigate accountancy actions within the month (96% for red and 	
		  90% for non-red flags) during 2011/12 for the NCC Budget Monitoring 	
		  Tool for HRA and YHN budget holders.

	 Finance Business Support:

13	 •	HRA subsidy 2011/12 claims to be submitted to the Department of 		
		  Communities and Local Government timetable and without subsequent 	
		  amendment of value greater than £420,000.

2	 •	Provide budgeted Leasehold charges to the Income Team by 28/02/2012.

2	 •	Provide actual leasehold charges to the Income Team by 31/07/2011.

13	 •	Provide 100% of requested leasehold statements within statutory 		
		  deadlines during 2011/12.

14	 •	To investigate accountancy actions within the month (96% for red and 	
		  90% for non-red flags) during 2011/12 for the NCC Budget Monitoring 	
		  Tool for HRA and YHN budget holders.

	 Procurement and Payments:

2	 •	96% of invoices to be paid on time during 2011/12. 

2	 •	Confirmation orders to be kept to 10% or less of total orders raised 	
		  during 2011/12. Y
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2	 •	95% of authorised contracts to be sent to supplier/service manager 		
		  within 15 working days of receipt during 2011/12. 

2	 •	Notify staff within two weeks following any changes to the 			 
		  procurement/POPs procedure during 2011/12.

	 Equality and Diversity Targets

9	 •	Complete an EINA on the YHN Finance Strategy by 30/06/2011.

	 Procurement and Payments:

1	 •	Promote equality of opportunity within the procurement process by 	
		  engaging with at least one group who traditionally may not have 		
		  supplied to us, by 31/03/2012.

	 The targets below are monitored on a bi-monthly basis through the 		
	 Service Improvement Programme

	 Strategy action

12	 •	Implement the Value For Money Strategy Action Plan by 31/03/2012.

	 The actions below contribute to achieving all of the above targets

	 Team actions

 	 Finance:

2	 •	Implement a five year medium term financial planning process to help 	
		  plan the effective application of resources to meet YHN’s objectives, 	
		  during 2011/12. 

14	 •	Comply with NCC statutory deadlines for closure of accounts during 	
		  2011/12. 

2	 •	Quantifying, evaluating, monitoring and reporting to Management 	
		  Team the effects of the Comprehensive Spending Review reductions by 	
		  30/09/2011.

5	 •	Improve the way we tell customers how they have influenced improved 	
		  value for money through tenant involvement by 30/04/2011. 

	 Revenue:

13	 •	Produce, revise and monitor an annual budget complying with statutory 	
		  deadlines and codes of practice, during 2011/12. 

14	 •	Answer all revenue issues raised at S151 meetings to NCC satisfaction 	
		  prior to next meeting during 2011/12. 
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2	 •	Support business and financial planning, providing support with all 		
	 aspects relating to finance, during 2011/12.

	 Finance Business Support:

13	 •	Produce YHN and HRA company accounts to auditor’s timetable and 	
		  without auditor’s qualification during 2011/12.

14	 •	Answer all S151 technical issues raised at S151 meetings to NCC 		
		  satisfaction prior to next meeting during 2011/12.

14	 •	Produce NCC specified financial information for the 30 year HRA business 	
		  plan by 31/03/2012.

2	 •	Explore more grant opportunities through the active use of grant finder 	
		  etc. by 31/03/2012. 

14	 •	Set up statutory accounts for Leazes Homes to auditor’s timetable and 	
		  without auditor’s qualification during 2011/12.

	 Procurement and Payments:

12	 •	Monitor and report Corporate Procurement Strategy action plan to 	 
		  Finance and Resources Committee, according to committee 			 
		  requirements, during 2011/12.

2	 •	Deliver 90% of reviews / procurements of externally delivered services as 	
		  recommended by annual spend analysis during 2011/12.

2	 •	Deliver at least one procurement through collaborative working during 	
		  2011/12.

2	 •	Monitor and report ongoing material non compliance with procurement 	
		  processes quarterly to Management Team.

2	 •	Implement payment/POPs processes relating to Byker Trust during 		
		  2011/12.

2	 •	Evaluate the use of alternative electronic procurement methods as a 	
		  means of delivering increased efficiency and value for money by 		
		  31/03/2012.

13	 •	Identify and seek management team approval of at least one new  
		  contract to be procured under Article 19 of the Public Sector 
		  Procurement Directive – Supported Factories and Businesses by 		
		  31/03/2012. G

Directorate: Finance & Resources  
Team: Human Resources    

Development and implementation of company HR policy, strategy and associated 
procedures. We provide advice and support to operational business areas on a 
range of HR matters including:

•	 recruitment and selection

•	 conditions of service/Single Status

•	 employee welfare/absence management

•	 employment law

•	 employee relations

•	 advice and research

•	 workforce planning 

•	 HR information systems/DHS

•	 360 degree feedback

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 YHN Top 20 and Wider Management Team target

3	 •	Reduce number of sickness absence days per full time equivalent to 8.5 	
		  days by 31/03/2012.

	 Wider Management Team target

12	 •	In partnership with the OD Team implement 90% of the 23 actions 		
		  outlined in the YHN People Strategy with deadlines falling during 		
		  2011/12. 

	 Service standards

	 •	We will provide initial advice and coaching to managers within three 	
		  working days of a request on sickness absence reviews in 90% of cases 	
		  during 2011/12. 

	 •	We will review all long term sickness cases that have been referred to 	
		  occupational health with the OHS doctor on a monthly basis during 	
		  2011/12. 

	 •	We will provide initial advice and coaching to managers within three 	
		  working days of a request on disciplinary issues in 90% of cases during 	
		  2011/12. 
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Directorate: Finance & Resources  
Team: Income   

Income Team:

•	 Delivering excellent services by providing a rental administration service to 
approximately 28,500 tenants and 1,500 leaseholders

•	 Complying with government policies and codes of practice such as rent reform 
and convergence

•	 Reconciling weekly/annual balance of rent accounts and income received

•	 Developing and maintaining the rents and service charges module of the 
Northgate system

•	 Providing accurate and effective advice and information to customers

•	 Produce rent and service charge estimates, budget monitors and year end 
accounts

•	 Prepare income and arrears monitor to Finance and Resources Committee and 
NCC Director of Finance and Resources [S151]

•	 Liaise with NCC and District Auditors

•	 Maximise income by providing and administering a variety of cost effective 
payment methods

•	 Promote the benefits of home contents insurance and administer the YHN 
home contents insurance scheme

Debt Recovery Team:

•	 Manage the recovery of YHN debt including:

		  • Former tenant arrears

		  • Leaseholders rent, service charges, major works, major works loans and 	
	    heating only

		  • Freeholder heating only accounts

		  • Re-chargeable works

•	 Develop new debt recovery services through working with partners and  
outside agencies

Key work areas:

	 •	Upon receipt of a completed (signed off) vacancy notification we will 	
		  take the necessary action within three working days for 95% of cases 	
		  during 2011/12.

	 •	During 2011/12, 95% of all shortlisted and interviewed candidates will  
		  be sent either a conditional, unsuccessful or holding letter within five 	
		  working days of receiving the information from the recruiting  
		  manager.

	 Team target

3	 •	Increase the number of job application packs issued electronically from 	
		  48% to 58% by 31/03/2012.

	 The targets below are monitored on a bi-monthly basis through the 		
	 Service Improvement Programme

	 Strategy actions

2	 •	Complete reviews of 90% of the high priority HR policies identified by 	
		  YHN Management Team from the HR Review Project Plan falling within 	
		  2011/12.

13	 •	In partnership with the OD Team complete a review of the YHN People 	
		  Strategy by 31/07/2011.

	 Equality and Diversity targets

9	 •	In partnership with the OD Team review and complete an EINA on the 	
		  YHN People Strategy by 31/07/2011.

9	 •	Complete EINAs for 90% of the high priority HR policies identified by 	
		  YHN Management Team from the HR Review Project Plan for review 	
		  during 2011/12.

11	 •	Complete all actions within the Social Housing Equality Framework by 	
		  30/09/2011. 

	 Team actions

2	 •	Complete 90% of HR service tasks identified as high priority by YHN 	
		  Management Team from the HR Review Project Plan falling within 		
		  2011/12.

3	 •	Review the process for starters, leavers and staff changes with Finance 	
		  and IT by 31/03/2012.

3	 •	Maintain up to date organisational charts during 2011/12.
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	 Wider Management Team targets

2	 •	Collect £425,000 former tenants arrears during 2011/12. 

2	 •	Collect 97% of leasehold service charges during 2011/12. 

2	 •	Collect 80% of leasehold major works invoices during 2011/12.

	 Service standards 

	 Income Team:

	 •	We will ensure that 95% of refunds are authorised within 5 days of
		  receiving a refund request during 2011/12, except where Housing Benefit 	
		  confirmation is required in which case they will be authorised within 5 	
		  days of receipt of the Housing Benefit authorisation.

	 •	We will issue 95% of new swipe cards within 10 working days of 		
		  receiving the request during 2011/12.

	 •	We will recalculate 95% of rents within five working days of being 		
		  notified of any changes during 2011/12.

	 •	We will forward 95% of home contents insurance confirmations within 	
		  10 working days of the requested start date during 2011/12. 

	 •	We will provide a schedule of payments to 95% of customers who pay 	
		  by Direct Debit and will ensure that at least 10 working days notice is 	
		  given for any changes to payments during 2011/12.

	 Debt recovery:

	 •	We will contact 95% of customers within a maximum of 14 working days 	
		  of you being referred to the service during 2011/12, to discuss your 		
		  outstanding debt.

	 Team targets 

13	 •	Deliver rent increase notifications to tenants by the statutory deadline 	
		  5/03/2012.

13	 •	Charge approved rent and service charge levels from the first Monday in 	
		  April [02/04/2012].

2	 •	Increase the number of Direct Debit payers by 550 during 2011/12. 

	 The actions below contribute to achieving all of the above targets

	 Team actions 

2	 •	Carry out four targeted campaigns to promote direct debit payment 	
		  during 2011/12.

2	 •	Carry out four targeted campaigns to improve collection of FTA, 		
		  leaseholder and freeholder debt during 2011/12.

2	 •	Increase the number of users of online statements by 25% during 		
		  2011/12.
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Directorate: Finance & Resources  
Team: Right to Buy   

We provide tenants an affordable opportunity to become home owners by:

•	 Administering the Right to Buy process

•	 Providing statistical and management information to management teams in 
line with statutory requirements

•	 Providing general and specialist information and advice to internal and external 
customers

•	 Resolving conflicts that arise from the Right to Buy process

•	 Providing Right to Buy and technical property information

•	 Interpreting current legislation and developing procedures in line with this

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	 Wider Management Team Target

2	 •	Achieve 96% compliance with statutory timescales during 2011/12. 

	 Team targets

2	 •	Achieve customer satisfaction of 80% by 31/03/2012.

2	 •	Turn around 96% of property valuations within 10 days during 2011/12. 

	 Service standards

	 •	Where all information is available, we will send RTB2 notices to 96% of 	
		  customers within four weeks during 2011/12.

	 •	We will respond to 100% of customers who have sent us an initial notice 	
		  of delay form within one calendar month during 2011/12.

	 Equality and diversity targets 

	 •	No targets due 2011/12.

	 The actions below contribute to achieving all of the above targets

	 Team action 

2	 •	Review Property Services SLA by 31/03/2012. 
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Directorate: Finance & Resources  
Team: YHN IT   

•	 Operate a service desk to provide help and advice on the use of the Northgate 
housing management system and other IT systems

•	 Ensure that third party organisations (including Newcastle IT) with responsibility 
for second and third line support meet their obligations to our customers

•	 Provide support to YHN services in defining the requirements for changes to 
the service they receive from us

•	 Provide advice, project management and technical support for changes to 
the Northgate system and other IT services, and for the procurement and 
implementation of new IT services

•	 Support the testing of all system changes, prior to release

•	 Procure IT hardware and software, including inventory and licensing 
arrangements

•	 Manage upgrades and other infrastructure changes

•	 Administer Outlook accounts and control access to the network and shared 
folders

•	 Build and maintain standard reports from the Northgate system, and ad-hoc 
reports for individual services when needed

•	 Ensure that the Northgate system and other core IT services are available and fit 
for purpose

•	 Provide technical support to OD for the training of end-users in the use of the 
system

•	 Work with Newcastle IT and other suppliers to ensure that their services meet 
the needs of our customers

•	 Maintain appropriate levels of knowledge and skills through training and 
attendance at Northgate user groups and other events

•	 Monitor and manage elements of the IT service level agreement with  
Newcastle IT

•	 Develop the YHN IT Strategy and governance policies for IT-enabled change.

Key work areas:

	 The targets below are monitored on a quarterly basis through the service 	
	 plan monitoring programme

	  Top 20 and Wider Management Team target

2	 •	Deliver 84% of key milestones for major IT changes to agreed  

		  timescales during 2011/12. P

Ref

	 Wider Management Team target 

3	 •	Complete a programme to identify and deliver high priority functionality 	
		  for Sharepoint by 31/03/2012.

	 Service standards 

	 •	Service levels achieved for 85% of requests and incidents during 2011/12.

	 •	Change management: 82% of service and system changes delivered to 	
		  agreed timescale during 2011/12.

	 Team targets

2	 •	85% overall satisfaction from YHN services for 2011/12 (measured by 	
		  snapshot survey in January 2012).

2	 •	An average rating of “good” or better for individual service desk calls  
		  for at least 90% of survey responses during 2011/12.

	 Equality and Diversity targets

1	 •	Complete actions agreed by Management Team to give additional 		
		  support to older customers (or other groups who are statistically less 	
		  likely to have IT experience) who would like to use our online services	
 		  but lack confidence and/or knowledge by 31/03/2012.

1	 •	Provide communal PC’s with internet access in all sheltered housing units 	
		  by 31/03/2012.

	 The actions below contribute to achieving all of the above targets

	 Team actions

2	 •	Upgrade the existing Business Objects reporting platform to Business 	
		  Objects XI by 30/06/2011.

2	 •	Work with the business to evaluate and plan an upgrade to Northgate 	
		  Housing V6 by 30/06/2011.

3	 •	Implement automated leavers processing within Service-Now by 		
		  31/12/2011.

8	 •	Implement centralised power-saving technology for desktop PCs via 	
		  NCC technology (or document YHN approach if NCC technology not 	
		  available) by 31/03/2012.

2	 •	Create a baseline “first contact resolution” figure for all incidents and 	
		  service requests for the full year with a view to implementing as a new 	
		  target next year for 2012/3 by 31/03/2012.
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Glossary

Acronym

A

AGM

ALMO

ARCH

ASB

ASU

B

BME

C

CCAS

CEO

CHO

CRE

CCTV

CSE

D

DAPS

DHS

DWP

E

EINA

EPC

EHRC

F

FAMIS

FIP

FTA

Full description 

Annual General Meeting

Arms Length Management Organisation

Agencies against Racist Crime and 
Harassment

Anti-Social Behaviour

Asylum Seekers Unit

Black, Minority and Ethnic

Community Care Alarm Service

Chief Executive’s Office

Community Housing Office

Commission for Racial Equality

Closed Circuit Television

Customer Service Excellence

Disability Action Plans

Diagnostic Health Solutions

Department for Work and Pensions

Equalities Impact Needs Assessment

Energy Performance Certificate

Equality and Human Rights Commission

Financial Accounting and Management 
Information System

Family Intervention Project

Former Tenant Arrears
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Acronym

H

HASBET

 
HPF

HR

HRA

HQN

HCA

HB

HMR

I

IiP

IT

K

KPI

KLOE

L

LGB

LGBT

N

NCC

NEP

NFS

O

OCN

OD

OHS

Full description

Housing, Anti-Social Behaviour and 
Enforcement Team

Housing Project Fund

Human Resources

Housing Revenue Account

Housing Quality Network

Homes and Communities Agency

Housing Benefit

Housing Management Review

Investors in People

Information Technology

Key Performance Indicator

Key Lines of Enquiry

Lesbian, Gay, Bisexual

Lesbian, Gay, Bisexual and Transgender

Newcastle City Council

North East Procurement

Newcastle Furniture Service

Open College Network

Organisational Development

Occupational Health Service

Acronym

P

PAFF

PC

PEMS

POPS

PRI

R

RIPA

ROSPA

RTBAcronym

S

SIAG

SLA

SMT

SAP

SHEF

T

TSA

TARA

W

WMT

Y

YHN

YCH

YPS

Full description

Project Application for Funding

Personal Computer

Planned Environmental Maintenance 
Schemes

Purchase Order Processing System

Potential Risk Indicator

Regulation of Investigatory Powers Act

The Royal Society for the Prevention of 
Accidents

Right to Buy 

Strategic Independent Advisory Group

Service Level Agreement

Senior Management Team

Standards Assessment Procedure

Social Housing Equality Framework

Tenancy Services Authority

Tenant and Resident Association

Wider Management Team

Your Homes Newcastle

Your Choice Homes

Young Peoples Service
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Budget	 Base Budget	 Variation Base to Base Budget

	 2010-11	 2011-12

	 £	 £	 £	 % 
Expenditure	 127,838,800	 129,781,810	 1,943,010	 +1.5 
Income	 133,395,330cr	 130,932,100cr	 2,463,230	 +1.8

Surplus(cr)  	 5,556,530cr	 1,150,290cr	 4,406,240	 n/a

HRA 2011-12 Budget

4. 2011-12 HRA Base Budgets

Table 5

Increase in 2011-12 YHN Management Fee [see Table 3]	 -£885,600

Less	

	 Inflation 	 -£112,650 
	 Provisions including SSPH2, Pay award and N.I. increases	 -£399,910

Adjusted Management Fee Decrease [-4.4%]	 -£1,398,160

Management Fee: External Factors

Table 4 below details factors affecting the Management Fee

Table 4

Appendix 3

YHN 2009-10 Budget Position

	 Base Budget	 Revised Estimate	   Variation from Base budget

	 £	 £	 £	 % 

	 31,624,190	 30,126,520	 -1,497,670	 -4.7%

Budget	 Base Budget	 Probable 	 Variation from 
		  Estimate	 Base Budget

	 £	 £	 £	 % 
Expenditure	 127,838,800	 127,968,320	 129,520	 +0.03 
Income	 133,395,330cr	 129,223,020cr	 4,172,310	 +3.1

Surplus(cr)  	 5,556,530cr	 1,254,700cr	 4,301,830	 n/a

HRA 2010-11 Budget Position

2. 2010-11 HRA Revised Budgets  

YHN and HRA Budgets for 2010-11 and 2011-12

The net expenditure shown in Table 1 is funded by a HRA Management Fee.                                                                                                          

1. 2009-10 YHN Revised Budget 

Summary of Latest Budget Position

Table 1

Table 2

YHN 2011-12 Budget

	 Base Budget	
Variation Base to Base budget

	 2010-11	 2011-12	

	 £	 £	 £	 % 

	 31,624,190	 30,738,590	 -885,600	 -2.8%

Table 3

3. 2011-12 YHN Base Budgets

The net expenditure shown in Table 3 is funded by a HRA Management Fee 
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	 Prop	 Est	 Programme Estate	 PCKG	 Prog year	 Estate 		
	 Type	 Ref 	 Name	      	 Internal	 Total	

	 Trads	 106	 PITT STREET/DIANA STREET (CPA S 1 & 2)	 I	 2011/12	 39

	 Trads	 206	 ARTHURS HILL REDEVPT/NEW MILLS	 I	 2011/12	 120

	 Trads	 207	 ARTHURS HILL REDEVPT/NEW MILLS	 I	 2011/12	 211

	 Trads	 310	 BLAKELAW/COWGATE	 I	 2011/12	 34

	 Trads	 311	 COWGATE 1920s		  I	 2011/12	 203

	 Trads	 422	 HOLLYWOOD AVENUE	 I	 2011/12	 35

	 Trads	 507	 HILLHEADS ESTATE	 I	 2011/12	 22

	 Trads	 508	 HILLHEADS ESTATE MID RISE	 I	 2011/12	 77

	 Trads	 534	 THROCKLEY NORTHSIDE	 I	 2011/12	 225

	 Non Trads	 547	 WEST DENTON CDA SOUTH (C-E ROADS)	 I	 2011/12	 266 
				    NO FINES

	 Non Trads	 564	 WEST DENTON DORRANS	 I	 2011/12	 73

	 Multis	 610	 ADDISON GRAFTON MULTIS	 I	 2011/12	 177

	 Trads	 635	 CHURCHWALK DEVELOPMENT	 I	 2011/12	 31

	 Multis	 638	 CHURCHWALK / ST ANTHONYS	 I	 2011/12	 355 
				    HOUSE MULTIS

	 Trads	 670	 WALKER ROAD/RODNEY STREET BYKER	 I	 2011/12	 16

	 Non Trads	 680	 WAVERDALE		  I	 2011/12	 50

	 Non Trads	 707	 BENTON LODGE NOFINE HOUSES	 I	 2011/12	 19

	 Non Trads	 712	 BENTON LODGE BISF	 I	 2011/12	 18

	 Trads	 713	 BENTON LODGE/BENTON PARK ROAD/	 I	 2011/12	 33 
				    NEWTON PARK

Appendix 4
2011/12 Modern Homes Programme - new starts

(Internal Packages)

(Internal Packages)							           2004

	 Prop	 Est	 Programme Estate	 PCKG	 Prog year	 Estate 		
	 Type	 Ref 	 Name	      	 Internal	 Total	

	 Non Trads	 321	 FAWDON NO FINES MID RISE	 E	 2011/12	 102

	 Multis	 638	 CHURCHWALK / ST ANTHONYS HOUSE	 E	 2011/12	 355 
				    MULTIS

	 Trads	 669.2	 POTTERY BANK 1936 (Phase 2)	 E	 2011/12	 153

(External Packages)

(External Packages)							            610

Total Packages							           2614

NB: This programme does not include schemes from the 2010/11 programme that will carry 
over in to 2011/12.
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For more 
information 
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