




4 5

Welcome	to	the	YHN	annual	
report	for	2010/11.		

This year we thought we would do something 
a little different. Six members of the Board are 
YHN tenants and we have included some of their 
views across the page about how we’ve done 
over the last year. Indeed, the entire report has 
been produced in consultation with tenants; some 
months ago we held a focus group with a number 
of tenants to fi nd out what they wanted to see 
in the report and how they’d like it to look. We 
hope that you fi nd the resulting report interesting, 
eye-catching and informative. We’ve kept some of 
the same headings as last year’s to make it easy for 
you to compare the two. You will also notice that 
the fi nancial accounts aren’t featured in this year’s 
report.  If you do want to take a look at them, you 
will fi nd them on our website alongside our other 
strategies, plans and reports.

Value for money continues to be high on our 
agenda, particularly in light of government funding 
cuts. We recognise that we need to continue 

to make savings. 
Successfully delivering 
our Value for 
Money Strategy will 
enable us to deliver 
excellent services in an 
economic, effi cient and 
effective way so we 
can keep on providing 
sustainable, good quality and desirable homes, and 
contribute towards improving local communities.

Times may be tough but we are clear that good 
customer service is even more important when 
resources are relatively scarce.  We have worked 
hard to improve this through our Customer 
Service Learning Framework and Customer Service 
Strategy which is evident by our achievement of 
81% satisfaction with the overall housing service. 

So, after what has been another productive year, 
it gives me pleasure to present another annual 
report. I hope you fi nd it as positive and interesting 
to read as it has been to produce it…

Paul	Dutton: “I joined the Board 
as a tenant member in January 
2011. I wanted to get involved 
because I naturally take a longer-
term view of things and have a 

keen interest in housing so I thought I would be a 
good fi t. I still think so several months in. I have been 
involved in many decisions, all of which have been 
made after careful consideration and I have been 
impressed with the venture that YHN’s furniture 
service is making into freight services at their 
warehouse in Newburn. Developments like this keep 
the organisation moving in the right direction. 

“My role is primarily to ensure that YHN’s core 
values are honoured, but all board members 
bring their individual experiences and contribute 
according to their strengths. Being a tenant allows 
me to bring a different perspective to meetings, 
which sometimes helps to redirect discussions.  
I believe my comments are listened to and 
respectfully considered. 

In the future I would like to see YHN embrace 
technology and improve our position through 
effectively putting staff’s good ideas into practice.” 

Lisa	Doherty: “I’m very new to 
the Board, having joined in April 
2011 after responding to an 
advert I saw in YHN’s newsletter. 
I haven’t been involved in 
anything major outside board 

and committee meetings yet, but I have been very 
impressed with YHN so far. 

“Being a tenant I feel I can get across how the 
strategic decisions being made will impact on the 
people who rent homes from YHN.  So I try and 
affect those decisions in a way that will benefi t 
tenants across the city. I would like to see YHN 
retain the positive attitude I have felt around the 
place and continue to grow and develop in a 
positive and proactive way.”

John	Reid: “I joined the YHN 
Board as a tenant member back 
in September 2007. I wanted 
to get involved because of the 
other volunteer work that I do. 
I work with carers, older people 

and those with disabilities, so being on the Board 
gives me a good platform to raise issues that affect 
tenants and others in the city. I am also a member 
of the Audit and Customer and Service Delivery 
Committees and I am grateful to have this chance 
at YHN.

“I’ve enjoyed several away days including visits 
to new build sites – the bungalows in Kenton are 
a real credit to YHN – as is the NFS warehouse 
in Newburn where the new training and 

development centre is located. The away days give 
all the board members a chance to get to know 
one another better and gain more knowledge 
about the organisation.

“YHN has an excellent Chair and Chief Executive 
who work well together at board meetings to deal 
with issues before decisions are made. It would 
perhaps be good to have more young board 
members though!

“I would like to see YHN continue to provide 
excellent services, improve our ranking with 
Stonewall, build more new homes for future 
citizens young and old, and become the best in 
North East England.”

Welcome from the Board

Steve Murphy
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2010 saw a signifi cant amount of work around the 
plans for a Community Trust in Byker. The Housing 
Minister Grant Shapps endorsed the proposals 
when he made a very positive visit to the Estate in 
March 2011. I am delighted that tenants voted in 
favour of the Trust in July 2011 and that so many 
of them engaged with the process. However, the 
hard work starts here, as they say. We are pleased 
to be able to support the transfer of the 1600 or 
so homes by the end of March 2012 and help with 
setting up and supporting the Trust in its infancy. 
There is a lot to do, but it’s a very exciting time for 
the tenants of the Estate as well as everyone at 
YHN and the City Council. 

Other good news for Byker came with the 
renovation of Bolam Coyne – a scheme of 17 
properties with a drawbridge entrance which 
had been empty and derelict for over ten years. 
Grant funding from the Homes and Communities 
Agency (HCA) and English Heritage now means 
this challenging and innovative project is nearing 
completion. 

This year we formalised management 
arrangements with Palatine Beds, the City Council’s 
supported employment business, and it is now part 
of YHN. Palatine was responsible for some very 
positive media coverage in the year, some of which 
was from places such as the USA and the Middle 
East, when they attempted a world record mattress 
topple in October. More than 400 volunteers 
took part in the event at the NFS warehouse in 
Newburn. Although they narrowly missed the 
record lots of people from the community had a lot 

of fun, including the Lord Mayor! 

2010 saw some noteable successes in helping 
tenants into work. We created 65 Future Jobs Fund 
opportunities, giving long term unemployed young 
people the skills, experience and training to help 
them move into permanent work. 60% of those 
in stage one secured jobs after their programme 
fi nished. 

It hasn’t all been good news. In March the 
government contract with the North East 
Contracting Consortium for Asylum Support 
(NECCAS) was not renewed and we lost our award 
winning Asylum Seekers Unit. The service had 
been running for 10 years so it was a blow to YHN 
staff who had worked so hard to provide such a 
comprehensive support network to many asylum 
seekers, and of course to the clients themselves. I 
believe that we made a huge difference to people 
seeking asylum in Newcastle, and to the cultural 
landscape of the city in general. 

It has of course been business as usual in providing 
our many other support services across the city. 

• Customer Inspectors helped to review our 
Housing Anti-Social Behaviour and Enforcement 
Team (HASBET) resulting in a range of 
improvements. 

• 800 tenants helped us decide what our new 
local offers should be. These run alongside 
our service standards and ensure we comply 
with new Tenant Services Authority (TSA) 
requirements. They are a set of measurable 
commitments between YHN and our customers 
to ensure we deliver the services they said were 
important to them. They are another way for us 
to continually monitor our performance based 
on customers’ priorities.

• We ranked 50th in the Stonewall Workplace 
Equality Index - great news for YHN staff and 
customers who are lesbian, gay or bisexual.

• Our fi rst corporate Customer Service Excellence 
accreditation was testament to our push for 
better customer services for all our customers. 

• We held our second staff awards scheme which 
recognised the hard work of our staff during 
the past two years. Almost half of all staff got 
involved in some way.

• Great strides were made with other Tyne and Wear 
ALMOs in moving towards a regional lettings 
service. This will complement the allocations policy 
we have been developing with the City Council.  

• We completed 65 new build properties and 
started on site with another 98 including:

• Bungalows for older people at Afton Way, 
Kenton and Greenford Road, Walker.

• Our fi rst ever supported accommodation for 
young families at Jubilee Court, Gosforth.

• Two separate schemes for people with 
learning disabilities – Fossway, Walker and 
Napier Street, Shieldfi eld. 

Despite the loss of funding for our Modern Homes 
Programme and two construction partners going 
into administration during projects, we continued 
to make good progress with the programme and 
customer satisfaction remained high. We:

• completed 4,309 internal and external packages 
to individual homes. 24,405 homes have now 
been made decent since the programme began. 

• refurbished blocks at Riverside Dene, including 
extensive landscaping work, with residents 
moving back into their new-look homes.

• achieved around £150,000 savings by reviewing 
our adaptations policy.

• achieved further value for money by using new 
contractors through the greater buying power of 
North East Procurement (NEP). 

I seem to say this every year but the future really 
does hold some challenges for us. Not least:

• delivering our 30 year Business Plan for investing 
in services and maintaining our assets under 
the new self fi nancing regime for the Housing 
Revenue Account.

• expanding our income generating services 
so that we can protect our existing frontline 
services.

• delivering, with Leazes Homes, 144 much 
needed, affordable homes for which the HCA 
will make £3.8m of grant aid available. 

I will resist the temptation to forecast doom and 
gloom as can be so easy to do at times like these, 
but can reassure you that YHN is still about seizing 
opportunities, looking for alternative ways of doing 
things and making positive things happen. We are 
in a strong position to continue providing excellent 
services to you. We will continue to consult with 
you on the things that are important to you and 
to support our communities in the widest possible 
way. We will not be taking our foot off the pedal as 
we face the many challenges in the coming years. 

John	Lee
Chief Executive, Your Homes Newcastle

Chief Executive’s round up

It’s	been	another	busy	year	
here	at	YHN.	We	haven’t	
rested	on	our	laurels	or	shied	
away	from	diffi	cult	decisions	
and	have	been	able	to	meet	
our	high	standards	across	
all	aspects	of	the	business.	
We	have	even	picked	up	the	
pace	with	some	of	our	bigger	
projects.		
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	 What	have	we	done	during	
2010/11?

Demand for social housing in Newcastle remains 
very high, with 9,882 new registrations to Your 
Choice Homes in the year. At 31st March 2011 
9,571 customers were registered and able to bid 
for properties.

Earlier in the year the Council agreed a new 
Allocations and Lettings Policy so we have been 
busy with this. We think the new policy will work 
much better and help those people in the greatest 
need fi nd a home.

We’ve advertised 38 new build properties 
including family homes, bungalows and specialist 
accommodation. We’ve tried, through what we 
call local lettings plans, to fi nd suitable people for 
that new accommodation because that helps us 
free up other accommodation. So for bungalow 
accommodation we’ve encouraged people who 
are in family homes that are bigger than they need, 
to move into those properties, as this frees up 
properties that we can then let to families.

One of the key issues we have is the limited 
amount of available accommodation in the city. 
We don’t have many properties available compared 
to the number of people on our waiting lists.  
But what we have worked hard to do this year 
is increase the number of properties we have 
available from other landlords who advertise 
through the scheme. In 2010/11 we let 343
homes for Registered Social Landlords, compared
to 234 in 2009/10.

 

	 Was	customer	involvement	a	factor	
in	this	work,	and	if	so,	how?

Customers have been quite heavily involved 
in reviewing the lettings policy because all of 
the changes came about through things that 
customers had told us they’d like to see. Some of 
the key things we’re changing are things like the 
eligibility criteria for some of our houses to take 
account of different family make up and family 
situations. 

We’ve also done some more practical sessions with 
tenants around the development of the IT system 
that we will be introducing. We wanted to make 
sure that applicants found it user friendly and had 
all the information they needed. We had some 
really positive feedback from that. 

There has been a number of other things that 
we’ve done as a result of customer feedback. The 
allocations process is really important so we’re 
always looking at ways to improve the time it takes 
to relet properties. We noticed that customers 
were only bidding within the fi rst few days of a six 
day advert cycle so we reduced the cycle to three 
days.

 

	 What	difference	has	this	made	to	
customers	and	the	service?

By advertising more types of properties, including 
new build it’s helped people move to properties 
that are more suitable to their needs and more 
sustainable for them. This has tied in with the work 
of the adaptations team, where instead of simply 
adapting a property, we’ve looked at whether 
moving to more suitable accommodation is a 
better solution. This has also helped to make more 
family housing available. 

Reducing the property advertising cycle has been 
a success and is complementing the work that 
our Housing Management staff are doing to get 
people moved into properties a lot quicker and 
make the process a bit smoother. The cost of 
getting a void property ready 
to let is now £1,360.13. It was 
£1,442.26 in 2009/10. 

John Urwin is Housing Needs 
Manager/Your Choice Homes.

National standard: Tenancy
“Letting homes in a fair, transparent and effi cient way whilst considering the housing needs 
and aspirations of tenants and potential tenants.” 

1

2

3Your	Choice	Homes

During the course of the year we let 2,732 YHN homes and 343 Registered Social Landlord homes. This 
includes sheltered accommodation, young people’s supported fl ats and a Registered Social Landlord new 
build extra care scheme. These were made up of:

Empty	properties	
at	end	of	
2010/11

General	needs

210

		Sheltered
Housing

25

Key	performance	indicators

	 2009/10	 2010/11	 2010/11		
	 actual	 target	 actual

Average relet 23 21 19.14
times for YHN days days days
homes:

Of these, 983 properties were let to people with a 
priority status. Priority status is given to people who 
are in urgent and immediate need to move because 
their home or current housing situation is having a 
signifi cant, negative impact on them.

At the end of 2010/11 we had just 235 empty 
properties - 210 for general needs and 25 sheltered 
units.

	 YHN	 RSL

Bungalows 149 47

Flats 1,610 202

Houses 877 89

Maisonettes   96 5

Average	bids	per	property	type

YHN
Sheltered bedsit 3

Older people’s bungalow 14

Three storey two bedroom fl at  25

High rise one bedroom fl at 30

Multi storey two bedroom fl at 30

Two bedroom house 78

Three bedroom house 67

Registered	Social	Landlord	(RSL)
Sheltered fl at 5

Bedsit 29

Bungalow 69

One bedroom fl at 44

Multi storey two bedroom fl at 63

Two bedroom house 46

Two bedroom maisonette 22
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	 What	have	we	done	during	2010/11?

We’ve continued to make progress on our Modern 
Homes Programme and saw increased customer 
satisfaction during 2010/11 on both internal and 
external projects.

Although we did not meet our 2010/11 target 
for the number of homes made decent, customer 
satisfaction with the programme remained high. 
The dip in performance was as a result of the loss 
of two contractors during projects and a loss of 
funding for the programme. We have since taken 
steps to overcome these issues. 

Through consultation with tenants we identifi ed 
that the tenant liaison function was a priority for 
them and that our staff should carry out that role 
on our capital projects. We are now successfully 
delivering this role for one of our construction 
partners. This has resulted in improved customer 
satisfaction.  Due to the success of this we are now 
looking to introduce this method of working with 
some of our other partners.

Working in partnership with other teams at YHN, 
particularly our Assets and Programming team, and 
colleagues at the City Council, we have delivered 
lots of successful projects. We are particularly proud 
of the work carried out on the Pottery Bank estate.  
This is a 1930’s estate which has undergone some 
huge changes, including a fi rst phase of innovative 
external and environmental improvements. We 
have supported the City Council in their retrofi t 
pilot which has transformed a pair of semi-
detached properties, with one of these properties 
achieving passive housing standards (making it 
90% more energy effi cient than a normal home). 
Part of this project involved creating community 
engagement opportunities and saw the local 
community getting involved in an arts development 
project. The mosaic plaques they designed are now 
a key feature on the estate. 

Other key projects have been the delivery of 
extensions and reconfi gurations to homes on St 
Anthony’s Road to improve space standards, and 
the start of a pilot project working in partnership 
with the City Council and EAGA to deliver 
photovoltaic’s (solar panels) to 300 properties across 
the city.

	 Was	customer	involvement	a	factor	
in	this	work?	If	so,	how?

Customer feedback is really important to help us 
improve our services.

Customers continue to feed back on their 

experience of the Modern Homes work. During 
2010/11 poor customer feedback led to one of our 
constructors not receiving further allocations of 
work.

Customers also gave us feedback during the 
development of our new adaptations policy which 
was really helpful in terms of shaping our future 
service to better meet customers’ needs.

Our Relocation team worked closely with our 
Housing Management team in developing a 
rehousing plan for Riverside Dene.  The teams 
worked closely with local tenants to ensure 
neighbours, who wanted to, could remain living 
next door to each other. 

	 What	difference	has	the	team’s	work	
made	to	customers	and	the	service?

By collecting and acting on customer feedback 
we have continued to make improvements. We’ve 
now only got the highest performing constructors 
on our Modern Homes Programme.

By reviewing the adaptations policy the team has 
been able to achieve signifi cant effi ciency savings 
of around £40,000 per quarter. The new policy 
has enabled us to rehouse residents into more 
appropriate accommodation for their needs and 
has resulted in much better use of stock.

In terms of the retrofi t pilot and PV (photovoltaic) 
project, we are trying out new 
technologies which in turn are 
helping to reduce tenants’ bills 
and tackle fuel poverty in the city.

Jen Vinton is Head of Investment 
Delivery.

1

2

3

Key	performance	indicators

	 2009/10	 2010/11	 2010/11
	 actual	 target	 actual

Number of
properties made 6,137 6,869 3,134
decent:

Customer
satisfaction with 89% 85% 92%
internal packages:

Customer
satisfaction with 96% 93% 98%
external packages: 

Traditional	property	2008/09

Multi	storey	fl	at	2008/09

Traditional	property	2009/10

Multi	storey	fl	at	2009/10

Traditional	property	2010/11

Multi	storey	fl	at	2010/11

£16,790

£27,448

£12,993

£23,181

£12,041

£18,991

Average	cost	to	make	a	property	decent:

National standard: Homes (Modern Homes)
“Ensuring tenants’ homes meet the Decent Homes Standard by December 2011 and 
continue to meet this standard.”
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	 What	have	we	done	during	
2010/11?

Our work to develop the service is continuing to 
improve customer satisfaction, which has risen to 
96.35% in 2010/11 from 95% in 2009/10.

The number of complaints (1,245) in comparison 
to the volume of repairs (116,024) is minimal and 
formal complaints remain low (232 in 20010/11). 
We’ve made a big effort to capture informal 
complaints over the last couple of years, as they 
really help us improve the service.

But we don’t want to stand still. We’ve been 
reviewing the use of subcontractors that our 
repairs partner, City Build, have to use as they don’t 
carry out some internal work such as fl ooring, 
repairs to UPVC windows and doors. All the work 
is subcontracted, and subcontractors don’t always 
offer appointments. We’re now looking to offer 
appointments for all of the repairs carried out by 
these contractors.

We looked at correspondence that we send out 
to tenants. Regardless of the repair category we 
sent a letter, so even if it was a repair which would 
be carried out in 4 hours we still sent a letter 
which would arrive days afterwards. Following 
consultation with tenants and Newcastle Tenants’ 
Federation we’ve now changed our IT system 
so tenants are given the choice whether they 
want a letter or not. This has been really positive 
because it’s a common sense solution and is very 
environmentally friendly - reducing the amount of 
time and paper we use. 

 

	 Was	customer	involvement	a	factor	
in	this	work,	and	if	so,	how? 

Something really useful we’ve started doing is 
reviewing the customer experience of repairs and 
carrying out journey mapping to understand what 
should have happened where things have gone 
wrong. Journey mapping is where we look at each 
stage of a customer’s experience of reporting a 
repair. It is now part of the process for evaluating 
customer complaints for the Property Maintenance 
team.

One of our local offers was to publicise our 
working hours. Feedback from tenants suggested 
that the existing hours were suitable and nobody 
wanted later appointments, but it was more 
around publicity and availability of appointments. 

So we’ve already done some work around this 
to make customers aware of our hours and will 
continue this into next year. 

	 What	difference	has	this	made	to	
customers	and	the	service?

Giving customers the choice to have a letter 
sent to them has benefi tted both the service 
and customers. Customers no longer receive 
unnecessary correspondence and we have made 
effi ciency savings through using less paper and 
reducing staff time spent on sending them. This 
has the added bonus of contributing to our 
environmental sustainability strategy. 

The review of subcontractors will have a major 
impact on customers. As far as the customer 
experience of the service is concerned it’s a really 
exciting opportunity. Customers haven’t always 
been offered appointments on every occasion for 
repairs done by subcontractors but with the help 
of customer feedback we will now be able to offer 
appointments and customers will have just one 
point of contact. 

And by carrying out journey mapping – we’ve been 
able to make sure we’re not making the same 
mistakes over and over again so we’re not wasting 
time and money, and customers are receiving a 
better service. 

It’s early days for some of these initiatives but we 
hope to see improvements to the performance 
which in turn will benefi t all tenants.

What’s been really pleasing is that tenants have 
been heavily involved all the way through – 
through Newcastle Tenants’ Federation and the 
Customer Involvement team – and 
it’s just listening to what people 
are telling us and acting upon that 
to make improvements.

Ian Gallagher is Head of Property 
Maintenance.

 

1

2

3

	 2009/10	 2010/11	 2010/11		
	 actual	 target	 actual

Emergency: 99.79% 99.5% 99.81%
(within 4 hours)

Urgent:
(within 1, 3 or 7 99.53% 99% 99.45%
working days)

Routine:
(within 15 99.95% 99% 99.78%
working days)

	 2009/10	 2010/11	 2010/11		
	 actual	 target	 actual

Percentage of
repairs completed 99% 98% 98.40%
right fi rst time:

Customer
satisfaction with 95% 92% 96.35%
the repairs service:

Key	performance	indicators

Percentage of repairs completed within
the target timescale:

National standard: Homes (Repairs and maintenance)
“Registered providers shall ensure a prudent, planned approach to repairs and 
maintenance of homes and communal areas, which represents value for money.”
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	 What	have	we	done	during	
2010/11?

We’ve done lots of work this year as part of the 
Housing Management Review to establish what 
our customers’ priorities are. It was really clear 
that customers were interested in how estates are 
managed and who is responsible for delivering 
different services.   

Lots of work has been done to understand what 
staff workloads are on individual patches so that 
we can put in additional resources where they 
are most needed, to better respond to customers’ 
needs. 

Work has been carried out in partnership with 
the Probation Service on Community Payback – 
working with ex-offenders to help us look after 
our estates and carry out additional maintenance, 
including painting railings and improving 
shrub beds.  As part of this we’ve worked with 
Castington Young Offenders Institute – they’ve 
been growing plants for us which the Community 
Payback teams have then been planting. The 
offenders are really keen to be involved and it’s 
great to see the results of their work. 

In total the Community Payback volunteers carried 
out over 5,000 hours of labour, and other projects 
saw 55 hanging baskets and 16 Christmas trees 
installed at Sheltered Housing schemes. 

We’ve continued to carry out smaller estate 
improvements using our Housing Project Fund. 
Projects have ranged from fencing replacements to 
new lighting or improvements to communal areas; 
and some of those suggestions have come from 
tenants’ and residents’ groups. 

A really positive outcome from this year has been 
the success of the Community Environmental 
Assistants that we took on through the Future 
Jobs Fund. They’ve added lots of value to the 
housing management service and we’ve secured 
additional funding through Housing Project Fund 
and Ward Committees to keep some of them on 
for a few more months. They’ve had a particularly 
positive impact in areas where blocks are being 
demolished, in not just removing rubbish, but 
maintaining security of the blocks, especially where 
there are only one or two tenants still living there. 

 

	 Was	customer	involvement	a	factor	
in	this	work,	and	if	so,	how?

We’ve strengthened the work we’ve done with the 
Estate Standards Group. The tenants in the group 

have helped us agree a performance framework 
using a traffi c light system so that it’s now easier to 
identify areas for improvement on estates and to 
continually monitor them. 

Community clean ups have also been a really 
positive piece of work this year which have directly 
involved tenants. We organised a number of clean 
ups across the city using funding we were awarded 
through the 2010 You’ve Got the Power event. 
They brought housing staff and members of the 
local community together and really helped to tidy 
up estates, build relationships and generate a sense 
of pride amongst communities. 

	 What	difference	has	this	made	to	
customers	and	the	service?

The community clean ups gave staff the 
opportunity to get out and meet customers who 
they might not otherwise come into contact with. 
They gave customers the chance to contribute 
to improving the area in which they live and will 
hopefully continue to look after in future. 

We carried out 30 clean ups, fi lled over 90 skips 
which removed 744 cubic meters of waste from 
estates and 200 residents got involved.

Lots of the changes that were identifi ed during 
the review were things that customers told us 
were important to them. We used their feedback 
and much of this has gone into our service 
improvement plan such as looking at how we deal 
with out of hours calls. 

Having Community Environmental Assistants on 
site and monitoring security has meant that any 
remaining tenants in blocks that are being cleared 
have felt much more confi dent and happy to 
stay until their time came to move. It’s also really 
pleasing to report that some of the 
staff we took on through Future 
Jobs Fund have gone on to secure 
other positions with YHN.

Allison Hodgson is Head of 
Housing Management.

1
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	 2009/10	 2010/11	 2010/11		
	 actual	 target	 actual

Satisfaction with
overall housing 79% 81% 81%
service:

Key	performance	indicators

National standard: Neighbourhood and community
(Estate management)
“Keeping neighbourhoods and communal areas clean and safe, working in partnership 
with tenants and other providers where necessary.”
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	 What	have	we	done	during	
2010/11?

We were asked by the Home Offi ce to help 
develop national guidelines for practitioners such 
as social landlords and the police to help them deal 
with anti-social behaviour. This was really positive 
as it meant that people from Whitehall, pressure 
groups and other organisations had noticed the 
good work that we are doing. 

We were also involved in the development of 
the new Respect Charter which has replaced 
the Respect Agenda. The responsibility for the 
agenda was passed from the government to the 
Chartered Institute of Housing and YHN was 
one of the organisations chosen to take part in 
revising the standards. Again, great that other key 
organisations in the housing world are noticing 
what YHN is doing to help tackle anti-social 
behaviour. 

Having carried out a full review of our Housing 
Anti-Social Behaviour Team (HASBET) we have 
developed a new template for carrying out initial 
interviews with victims, so that we can create a 
mutually agreed action plan right at the start. This 
means that both YHN and the victim know what 
to expect and have something to refer back to 
throughout the case. 

We were also able to expand our Victim Support 
service thanks to funding received through the 
You’ve Got the Power event. It was one of a 
number of projects put forward for funding and 
tenants voted it as one of their top six, meaning 
that we received £13,000 to make the part 
time Victim Support Offi cer post full time for 12 
months. This has enabled us to be more victim 
focused in the way we work and offer more 
support to people suffering anti-social behaviour, 
and as a result we saw a 68% increase in the 
number of victims supported. 

 

	 Was	customer	involvement	a	factor	
in	this	work,	and	if	so,	how?

Very much so. As part of the service review we 
invited a group of customers to inspect the service 
which was a very rewarding experience. The 
inspectors looked at our procedures and then came 
up with some recommendations. 

One of the main things we’ve changed as a 
result is the way in which we prioritise anti-social 
behaviour so that it is more victim centred. 

The inspection also allowed us to make sure that 
the changes we made to the service were linked 
back to what tenants had told us. Part of the 
inspection involved a customer journey mapping 
exercise. We worked with a mixed group of 
tenants from different backgrounds to take them 
through the process of reporting and dealing with 
an anti-social behaviour case. 

The tenants were able to identify gaps and suggest 
common sense improvements which fi tted in with 
best practice. This mapping exercise was the key 
part of the service review for me. 

	 What	difference	has	this	made	to	
customers	and	the	service?

I think customers who were involved in the service 
inspection have a better understanding of how 
the team works and the issues we have to deal 
with on a daily basis.  The inspection was certainly 
benefi cial for both the team and the customers 
because customers were able to point out some 
common sense improvements to our processes 
which have allowed us to raise the standard of the 
service we provide. 

The You’ve Got the Power funding was really 
positive because it allowed us to make the Victim 
Support Offi cer full time which meant they were 
able to take on more cases and offer a dedicated 
service for victims.  This obviously had a knock on 
effect on customers who felt more confi dent that 
their case was going to be dealt with appropriately. 
Feedback suggested that those customers who had 
used the service would feel confi dent in reporting 
anti-social behaviour again. Satisfaction was up this 
year with 80% of people satisfi ed 
with the service and we’re hoping 
for even better next year.

Nick Dodgeon is Tenancy
Services Manager.
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	 2009/10	 2010/11	 2010/11		
	 actual	 target	 actual

Percentage of
tenants satisfi ed
with the landlord’s 68.3% 76% 79.4%
handling of anti-
social behaviour cases:

Percentage of
responses to anti-
social behaviour 99% 97% 100%
carried out within
the target timescale
(1, 3 or 5 days):

Key	performance	indicators

National standard: Neighbourhood and community
(Anti-social behaviour)
“Co-operating with relevant partners to help promote social, environmental and economic 
well being, and with other public agencies to prevent and tackle anti-social behaviour.” 
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	 What have we done during 
2010/11?

2010/11 was a busy year. We held 136 events and 
activities, including 27 service user workshops to 
get customer views on our services and 7 mystery 
shopping exercises. We also carried out 9 positive 
activities projects and generated £10,000 to fund 
these.

We held our first You’ve Got the Power event in 
August 2010. Customers got to decide how to 
spend £90,000, which we had saved during the 
year, across their top six projects out of a possible 
ten, each project receiving £15,000. 

We also carried out our first customer inspection. 
These allow customers to look at lots of different 
things from both a customer and staff perspective. 
We trialled it with HASBET in November and that 
was really successful, with lots of improvement 
actions coming out of it which have now been put 
in place. 

We introduced a customer training programme 
after carrying out a six month trial in 2009/10. The 
training includes things like mystery shopping and 
customer inspectors, but also involves training to 
help customers sustain tenancies such as basic DIY, 
managing your money and employability skills like 
CV writing and interview skills. 

We also reviewed our Customer Involvement 
strategy, developing four priority areas which will 
allow us to focus our work on the main things that 
customers said were important to them. And we 
looked at the make up of involved customers to 
see where we could get a wider range of people 
involved to reflect the wider customer population. 
This included looking at the kinds of support we 
offer customers to get involved, and looking at 
where we had gaps of involved customers like 
young people or LGBT (Lesbian, Gay, Bisexual, 
Transgender) customers.  

	 Was customer involvement a factor 
in this work, and if so, how?

Customers were at the heart of the You’ve Got the 
Power event as they chose the six winning projects. 
Customers who took part in the voting process felt 
really empowered that they had control over the 
decision on which projects would get the money, 
and these projects have had a massive impact 
across the city. 

Customers were also involved in the development 
of our local offers which sit alongside our existing 
service standards. We worked with around 800 
customers to decide what would go into them and 
will continue to work with customers to develop 
new local offers and monitor the ones that are in 
place. 

By training some customer inspectors and getting 
them involved in the HASBET review, it gave them 
the opportunity to really see what happens within 
the service and suggest areas for improvement to 
benefit both customers and YHN. As the inspection 
was so successful, we’ve now agreed that for front 
line service reviews, a customer inspection will be a 
set part of every one. 

When holding our first LGBT consultation event 
we learnt quite a lot about how and where to 
provide information for customers from those 
communities and we were able to tell them about 
the opportunities they have to tell us what they 
think.

	 What difference has this work made 
to customers and the service?

The You’ve Got the Power event benefitted the 
customers who were involved in the event itself 
as well as the residents of the estates where the 
money was spent. It also had a positive effect for 
the team, who engaged with 80 new residents and 
saw increased satisfaction from customers. 

We’ve seen some really positive outcomes from 
the training programme where people have gone 
on to find employment, and some have gone on 
to get further qualifications and are looking to set 
up their own businesses! These things support our 
employability and financial inclusion strategies, as 
tenants that get back into work have more money 
to successfully maintain their tenancies. 

Working with customers to decide what went into 
the local offers not only gave them the opportunity 
to be involved in monitoring our services, but has 
also helped to give the Customer 
Involvement team some focus for 
the coming year.

Louise Horsefield is Lead Customer 
Involvement Officer.
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Key performance indicators

	 2009/10	 2010/11	 2010/11	
	 actual	 target	 actual

Satisfaction with 
involvement 
services from	 77.4%	 89%	 96% 
involved 
customers:

2008/09

2009/10

2010/11

1,000

1,200

1,172

Number of involved tenants

In 2010/11 we carried out an exercise to update 
our records so that we now only have people on 
our database who are actively involved.

National standard: Tenant involvement and
empowerment
“Offering a wide range of involvement opportunities and consulting with customers, 
enabling them to influence policies and services and assess our performance against the Tenant 
Services Authority standards.” 
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Value for money is not about making cuts. It is 
about providing the same level of service for less, 
or a better service for the same amount. Value for 
money is important across the whole organisation 
and over the last few years we’ve had a target 
to achieve 3% effi ciencies per year.  We have 
done well with this; between 2008 and 2011 we 
saved £3.2m in revenue and £23.1m from our 
capital programme primarily through procurement 
activities both by the Procurement Team and the 
organisation as a whole. A huge success!

We have a number of strategies in place to help 
us achieve our targets. We recently reviewed 
our Value for Money Strategy which builds on 
our previous Effi ciency Strategy and sets out our 
approach to delivering value for money over the 
next few years. Although we continue to make 
signifi cant effi ciencies we recognise that we need 
to do more. 

Our new Finance Strategy will set out the fi nancial 
models needed to allow us to deliver our Business 
Strategy which gives an overview of the direction 
of our organisation over the next fi ve years. It sets 
out what our organisational mission and strategic 
objectives are, how we will achieve them and what 
this will mean for our customers. The strategy will 
enable us to sustain a healthy fi nancial position 
which will ultimately allow us to continue to 
provide the best possible services for you.

Alongside this is our Income Management Strategy 
which sets out how we will maximise the money 
received through our income streams such as rent, 
rechargeable works and our furniture service.

We have a number of initiatives in place to deal 
with the changing fi nancial environment which 
include:

• looking at areas where we can generate income.

• carrying out procurement activities to bring out 
further effi ciencies with contractors and other 
suppliers.

• continuing our business and fi nancial planning 
exercises with staff and customers to identify 
where we can make savings across the business 
as well as improving services to customers. 

We also carry out regular service reviews of 
internal services, review service level agreements 
with Newcastle City Council and make sure we 
consult with you to make sure effi ciency savings 
are reinvested in the services you want. 

We continue to build on our success with numbers 
of voids (empty properties) - by the end of 
2010/11 we’d almost halved our voids fi gure from 
two years ago - and through our latest Housing 
Management Review have looked at where we 
can reduce outlets whilst ensuring customers still 
receive the best possible services in the areas most 
important to them. 

The government’s Comprehensive Spending 
Review means a reduction in funding so our level 
of effi ciency savings must increase. We are well 
placed to continue to provide you excellent quality 
services that offer value for money. 

Tenancy	services: This includes our Housing Offi ces, 
Concierge Service, Leasehold team, Newcastle 
Furniture Service.  The fi gures also include costs 
related to Grounds Maintenance, District and Group 
Heating schemes, and a specialist Customer Service 
and Improvement team that works with staff to 
ensure that they give the best possible service to 
customers.

Property	maintenance: Maintenance and 
improvement of homes.

Care	services: Support services for older and 
vulnerable customers.  Includes Sheltered Housing, 
Mobile Wardens, Homeless Accommodation, Asylum 
Seekers Unit, Young People’s Service, and our Advice 
and Support team.

Other	management	costs:	Sometimes termed 
‘back offi ce services’ this fi gure includes staff and 
structural costs associated with the provision of 
services for our staff.  This includes teams that make 
up our Directorates for Finance and Resources (such 
as Finance, IT) and Business Development (such as 
Organisational Development, Customer Involvement). 
These teams support our customer facing services.

Investment	and	loan	charges: Interest payable on 
loans and investment income.

Renewal	charges:	These costs refl ect the reduction 
in value of HRA properties and equipment due to use.

Reserves:	Provisions we’ve made for future years’ 
expenditure - to cover potential shortfalls in funding 
for our Modern Homes programme, for example.

How	we	spent	your	money	on
behalf	of	Newcastle	City	Council	and

Your	Homes	Newcastle

YHN Tenancy Services; 
£12.8m

YHN Care 
Services; 
£5.3m

Other 
Management 
Costs; 
£25.8m

Investment & Loan 
Charges; £27.4m

Renewal 
Charges; 
£19.8m

Debt 
Repayment; 
£3.1m (2.4%)

YHN Property 
Maintenance; 
£27.1m

Reserves; 
£6.7m

5.2% 10%

4.1%

20.2%

21.4%

15.5%

21.2

National standard: Value for money
“Planning how we manage our resources to provide cost-effective, effi cient, quality services 
and homes to meet tenants’ and potential tenants’ needs. Demonstrating how spending 
has been prioritised, how value for money has been achieved and plans and priorities for 
future value for money activities.”

Total:
£128m
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How we did in 2010/11

We collect a large amount of performance 
information to tell us and others how well we 
do, compared to what we set out to achieve 
and in comparison to other organisations. The 
information is used to celebrate success and to 
identify areas where we need to do better.

Some performance indicators are set by the 
government, while others are our own, designed 
to show whether we are doing what is right for 
our priorities.

You will notice that we have included our 
performance results throughout the report as well 
as on this page.

In 2010/11 we exceeded targets including:

•	 average relet times for YHN homes

•	 satisfaction with internal and external Modern 
Homes packages, and

•	 percentage of repairs completed within target 
timescale. 

We need to improve in some areas including:

•	 number of homes made decent.

Although we did not meet our 2010/11 target 
for the number of homes made decent, customer 
satisfaction with the programme remained high. 
The dip in performance was as a result of the loss 
of two contractors during projects and a loss of 
funding for the programme. We have since taken 
steps to overcome these issues. 

Local offers

One of the ways we monitor performance is through local offers. They are a set of measurable 
commitments between YHN and our customers to ensure we deliver the services they said were important 
to them. During 2010/11 we worked with tenants to develop our first set of local offers.  Local offers help 
us to tailor our services to what tenants have told us are their priorities. We have local offers for a number 
of services (Concierge, Customer Involvement, HASBET, Housing Management, Investment Delivery/
Modern Homes Programme, Property Maintenance/Repairs service, Sheltered Housing).

Tenants are also involved in checking our performance against the local offers to make sure we are doing 
what we promised to do. We will report our performance against the offers on a regular basis. 

Performance www.yhn.org.uk

Key performance indicators

	 2009/10	 2010/11	 2010/11	
	 actual	 target	 actual

Number of days	 10.11	 9.6	 8.14
sickness (per full	 days	 days	 days
time employee):

Net rent arrears:

	 2009/10	 2010/11	 2010/11	
	 actual	 target	 actual

£2,076,388.18	 £1,900,000	 £1,795,070.89

Formal

Formal

Formal

Informal

Informal

Informal

909

638

663

2315

2881

3610

Number of complaints:

2008/	
2009

2009/	
2010

2010/	
2011

51%

58%

54%

Satisfaction with handling of complaints:

2008/	
2009

2009/	
2010

2010/	
2011

	 What have we done during 
2010/11?

This year teams within our support and care services 
have provided support to 1600 customers and have 
successfully generated £3.7 million of income for 
tenants. Most of this is making sure people are 
getting access to the right Housing Benefit and 
income support. Some of this will go directly to the 
customer, whilst the majority will be paid into our 
rent account to clear rent arrears. 

Weekly drop in sessions at Newcastle City Library 
have given people who are in the city centre, or 
who work in the city centre, access to advice - 
meaning we’re providing services to employed as 
well as unemployed people. The sessions offer the 
same information and advice that is provided by 
staff in Community Housing Offices, but offer a 
more convenient time and location for people to 
access it.

In partnership with the Customer Involvement 
team we’ve set up and run Managing your Money 
training sessions. During the year we had over 50 
people attend. The course covers:

•	 How to budget well 
•	 Bank and savings accounts 
•	 How to avoid getting into debt or how to get out 

of it 
•	 Practical tips to make sense of your money and 

take control of your finances.

And we referred 134 people into the Energy Centre 
for advice on switching fuel suppliers and about 
fuel debts to help reduce fuel poverty, particularly 
amongst our vulnerable customers. 

At Christmas we also set up a partnership with 
FareShare. FareShare is a not for profit organisation 
that aims to help vulnerable people by distributing 
surplus food from the food and drink industry, 
which would otherwise be thrown away. We 
provide them with storage space at our furniture 
warehouse in Newburn, in return for food items 
such as pasta, rice and tinned foods that we then 
distribute to our vulnerable customer groups. We’re 
currently running a pilot with the Young People’s 
Service, carrying out monthly deliveries to some of 
our young people who are struggling financially or 
struggling to maintain their tenancy. 

We also refurbished our supported accommodation 
flats in Kenton to provide more suitable 
accommodation for 16 young people and make 
better use of the space.

In December 2010 our Community Care Alarm 
Service (CCAS) achieved the Telecare Services 
Association Code of Practice 2009. YHN was the 
first organisation in the UK to be accredited against 
all parts of the Code of Practice 2009 – a huge 
achievement for the CCAS Team.

	 Was customer involvement a factor 
in this work, and if so, how?

We have introduced weekly drop in sessions after 
customers at our service user focus groups told us 
they would be helpful.

And the Managing your Money training sessions 
were also the result of customer feedback. Many 
new tenants told us that when they began their 
tenancy they didn’t know how to manage a 
budget. We created these basic sessions to help 
people manage their money and therefore better 
manage their tenancy. 

	 What difference has the team’s work 
made to customers and the service?

Generating £3.7 million of income has had an 
impact on both the business and to customers. It 
has helped us reduce our rent arrears by helping 
people access Housing Benefit which has come 
directly to us, whilst customers have also received 
income through other benefits which have helped 
them to sustain their tenancy and become more 
financially stable. 

Our partnership with FareShare is providing 
much needed food supplies to some of our most 
vulnerable customer groups who may be struggling 
to set up and maintain a successful tenancy. It has 
also helped to prolong the life of the FareShare 
organisation, which, without our support may not 
have been able to continue operating in the North 
East. 

And refurbishing the North Kenton flats has made 
a huge difference to the young people staying 
there. As a result of their feedback they now live in 
a more attractive, spacious place 
where they can learn how to live 
independently before moving to 
their own accommodation.

Martyn Burn is Head of Support 
and Care.

Focus on: Support and Care

1

3

2

We’ve made a huge effort to encourage customers to 
give us feedback and this is reflected in the number 
of complaints we received during the year. This in 
turn helps us to improve the services we provide. Staff 
have also got better at recording complaints which 
has further contributed to this figure.
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Management structureHow we run ourselves

Your Homes Newcastle Board

www.yhn.org.ukwww.yhn.org.uk

We are run by a board of 19 people made up of six tenants, six council nominees and six independent 
people and an independent Chair.   

The Board meets every six weeks and is responsible for:

•	setting our vision and our strategic objectives and agreeing how we deliver services

•	setting the budget each year and making sure that we spend it wisely

•	agreeing improvements to services and homes

•	monitoring all of our work to make sure that we meet our objectives.

The Board has five committees: 

•	Audit

•	Customer and Service Delivery 

•	Finance and Resources 

•	Performance 

•	Remuneration.  

Each of the three groups on the board are 
represented on the committees.  We have 
appointed an external person to Chair our 
Audit Committee to bring an independent, 
objective approach to make sure that our 
practices and processes are efficient and 
effective.

Our current Board members are:

During the year we have had a number of changes to our board membership.  Since April 2010 the 
following members have left the Board and we would like to thank them for their contributions to YHN: 

Veronica Dunn, Bill Drury, Gordon Knox, Jim McLaughlin, Mike Lynch, Mary McMahon, Bob Renton. 

We have also welcomed the following members to the Board:

Lisa Doherty, Paul Dutton, Matthew Myers, George Pattison, Julie Purvis, Elaine Snaith, John Stokel-Walker, 
Jacqueline Turner. 

Steve Murphy (Chair) Bill Bowman Judith Common Roger Harral Rob Higgins Gerry Keating

Julie Purvis Jacqueline TurnerElaine SnaithJohn James ReidGeorge Pattison

Ammar Mirza Matthew MyersPaul DuttonLisa Doherty

John Stokel-WalkerNitin Shukla David Slesenger Lynn Stephenson 

John Lee
Chief Executive

•	 Communications
•	 Equality and Diversity
•	 Governance and Board 

Support
•	 Management Support

•	 Assets and Programming
•	 Business Strategy
•	 Investment Delivery
•	 Organisational 

Development
•	 Customer Involvement
•	 Development and 

Procurement

•	 Citywide Services

•	 Housing Management

•	 Property Maintenance

•	 Support and Care

•	 Business Services

•	 Finance (Business 
Support; Income; 
Revenue)

•	 Right to Buy
•	 Central Administration
•	 Information Technology
•	 Human Resources 
•	 Customer Service and 

Improvement

Neil Scott	
Director of Tenancy 

Services

Ross Atkinson	
Director of Finance and 
Resources and Company 

Secretary

Sheila Breslin	
Assistant Chief Executive 
and Director of Business



26 27

Mon Tue Wed Thur Fri Sat Sun Mon Tue Wed Thur Fri Sat Sun Mon Tue Wed Thur Fri Sat Sun

Mon Tue Wed Thur Fri Sat Sun Mon Tue Wed Thur Fri Sat Sun

Mon Tue Wed Thur Fri Sat Sun

Mon Tue Wed Thur Fri Sat Sun Mon Tue Wed Thur Fri Sat Sun Mon Tue Wed Thur Fri Sat Sun

Mon Tue Wed Thur Fri Sat Sun

Mon Tue Wed Thur Fri Sat Sun

Mon Tue Wed Thur Fri Sat Sun

29 30 31 1 2 3 4 26 27 28 29 30 1 2 31 1 2 3 4 5 6

28 29 30 1 2 3 4 30 31 1 2 3 4 5

26 27 28 1 2 3 4

28 29 30 31 1 2 3 25 26 27 28 29 30 1 30 31 1 2 3 4 5

26 27 28 29 30 31 1

26 27 28 29 30 31 1

30 1 2 3 4 5 6

5 6 7 8 9 10 11 3 4 5 6 7 8 9 7 8 9 10 11 12 13

5 6 7 8 9 10 11 6 7 8 9 10 11 12

5 6 7 8 9 10 11

4 5 6 7 8 9 10 2 3 4 5 6 7 8 6 7 8 9 10 11 12

2 3 4 5 6 7 8

2 3 4 5 6 7 8

7 8 9 10 11 12 13

12 13 14 15 16 17 18 10 11 12 13 14 15 16 14 15 16 17 18 19 20

12 13 14 15 16 17 18 13 14 15 16 17 18 19

12 13 14 15 16 17 18

11 12 13 14 15 16 17 9 10 11 12 13 14 15 13 14 15 16 17 18 19

9 10 11 12 13 14 15

9 10 11 12 13 14 15

14 15 16 17 18 19 20

19 20 21 22 23 24 25 17 18 19 20 21 22 23 21 22 23 24 25 26 27

19 20 21 22 23 24 25 20 21 22 23 24 25 26

19 20 21 22 23 24 25

18 19 20 21 22 23 24 16 17 18 19 20 21 22 20 21 22 23 24 25 26

16 17 18 19 20 21 22

16 17 18 19 20 21 22

21 22 23 24 25 26 27

26 27 28 29 30 1 2 24 25 26 27 28 29 30
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30 1 2 3 4 5 6
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September 2011 October 2011 November 2011

December 2011 February 2012

March 2012

June 2012 July 2012 August 2012

April 2012

January 2012

May 2012

Meetings key

Board and Committee calendar September 2011 to August 2012

Board

Audit Committee

Customer and Service Delivery Committee

Finance and Resources Committee

Performance Committee

Please note: meeting dates can change.

This year tenants were involved in creating our annual report. We want to know what you think about how 
it looks, the length and the general content. We’d be grateful if you could spend a few minutes answering 
the questions below and sending this page back to us freepost at:

Annual Report feedback, Your Homes Newcastle, FREEPOST NAT22311, Newcastle upon Tyne, NE7 7LX. 

Thank you

Annual Report feedback www.yhn.org.uk

The design

What did you think of the design of the report? 

	 Very good 	 Good 	 Ok 	 Bad 	 Very bad 

If you liked the design, what about it did you like? 

	 Photos 	 Colours 	 Page layout 	 Other 

If you didn’t like the design, please tell us why: 

The length

How did you find the length of the report? 

	 Too short 	 Just right 	 Too long 

If you thought it was too short, what did you think was missing? 

If you thought it was too long, what did you think should be left out in future? 

General content

Did you find the annual report informative? 

	 Yes 	 No 	 Somewhat 

Did you read all of the report or pick out just the bits you were interested in? If you didn’t read all of the 
report, why not? 

 

Do you think the report will help you compare our performance with that of other similar organisations? 

	 Yes 	 No 

If no, why not? 
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