YHN Business Strategy 2009-2014

“Stepping Up- Improving on excellence in challenging times” (pic Steve Murphy Chair) 
This year we are celebrating the fifth anniversary of Your Homes Newcastle and we are extremely proud of what we have achieved since April 2004. 

Through our modern homes programme 16,000 council homes in Newcastle now reach the Government's Decent Homes standard and many more homes have now been improved. 

We were the first housing organisation in the North East to receive a 3 star rating with excellent prospects for improvement from the Audit Commission.

Many of our most important services have received Charter Mark and Customer Service Excellence awards which shows our on-going commitment to ensuring we deliver you the very best in customer services.   

We have also built up a wide range of quality support and care services which shows that we not only provide homes but that we are also committed to helping people manage their tenancies and improving life chances.

In 2009 we completed our first newly built affordable homes through our partnership with Newcastle City Council, housing developers and the Homes and Communities Agency. We look forward to building many more much needed new homes over the coming years.    

We have also made a number of improvements across our services over the past five years which have helped raise the profile of council housing as a positive choice for customers.  We will not let that slip and must continue to get better at what we do and to make sure that people know about it. 

Going forward we will need to work hard to meet the ‘excellent prospects for improvement' part of our inspection rating; however we know this is not going to be easy. We are facing some challenging times in the years ahead. We already know what some of these challenges will be: on-going pressure to deliver value for money services in light of the economic recession, increasing demand for the homes we manage, and how we can continue to provide additional homes in the current climate whilst not forgetting the increasing financial difficulties faced by many of our customers.  

Over the next five years we will work hard to secure a viable future for our organisation by building on the excellent standards we have already achieved, gaining new business, exploring alternative ways of working and making the most of the funding we have. Our new business strategy explains how we intend to do this and this summary has been produced to highlight the key points.   

We all have an important part to play in ensuring the on-going success of Your Homes Newcastle, whether staff, board members, partners or our customers. Our business strategy shows how we will work together to step up to the challenges we face and 
improve on the excellent standards which we have set. 
Our mission statement and strategic objectives continue to accurately reflect our business priorities. Over the next 5 years we will be working hard to achieve them. 

Your Homes Newcastle intends to be the best housing provider in the North East. We will achieve this by investing in:

Support and care to communities 
We will build upon our strengths in the provision of support and care and aim to be amongst the best providers in the country.  We will aim to improve the services we already provide and expand our range where there is a positive benefit to both our existing and future customers.       
“Using the experience we have gained in the provision of supported accommodation we will create much needed facilities for young people with children and for people with learning disabilities”
Three star excellent service
The Audit Commission inspection in 2008 found that we are delivering excellent services with excellent prospects for improvement however there is still plenty of work to be done. We are committed to driving up our standards even further and making sure that the services we provide meet the needs of our customers.
 
“We will work harder and smarter than before with our customers helping to define, design and improve the services we provide.”

A quality workforce
Our workforce are our most valuable resource and key to the on-going success of our organisation. Over the coming years we will be introducing a new People Strategy which will increase our focus on not just what we do but also the way in which we do it. Our newly launched core values, will be firmly embedded into our culture and will be apparent in all our interactions with customers.             
“We will continue to invest in our workforce to ensure that they can not only meet customer expectations but where possible exceed them” 
Refurbishing and building homes
We will ensure that all the housing we provide is of a decent standard and meets the needs of a 21st century population. Once the modern homes programme has been completed we will continue to invest in our properties and the surrounding environment to ensure that the standards we have reached are maintained. We will be continuing with our exciting house building programme to provide much needed new homes for the local population. 
“… housing that meets 21st century expectations and local needs”
Our vision for Your Homes Newcastle in 2014

Support and care to communities
· Our support and care services will be amongst the best in the country. We will have achieved the customer service excellence standard and all our supporting people funded services will have achieved 100% Level ‘A’s in our Quality Assessment frameworks    

· Young parents and people with learning disabilities will be able to access high quality accommodation through our purpose designed supported housing schemes

· We will be managing mixed income communities in which residents are financially included. Residents will have direct access, through us, to the information and support that they need to help them to access education, training and employment  

3 star excellent services

· Our customers will be accessing excellent services at whatever time they want in a way that meets their individual needs. We will know who our customers are and will be tailoring our services to respond to this. It will be clear that ‘Every Customer Matters’ 

· We will have achieved Level 3-‘Excellent’ against the Equality Framework for Local Government

· We will be recognised as a top performing housing organisation by the Tenant Services Authority regulatory framework. We will be one of the top performing housing organisations in the country   
  A quality workforce   
· We will have achieved the gold standard for the North East Better Health at Work Award

· As an Investor in People organisation we will be an Employer of Choice in the North East
· We will be an organisation which recognises that ‘people perform better when they can be themselves’ and we will be in the top 100 of Stonewall’s workplace equality index

· The health and well-being of our employees will be at the heart of our new People Strategy. Motivated, happy and healthy employees will result in increased performance
· Our staff will have access to their own purpose-built learning and development centre
Refurbishing and building Homes

· All of our residents will be enjoying well-managed, well-maintained homes that have been brought up to the decent homes standard
· As an Arms Length Management Organisation (ALMO) that owns it’s own property we will be making a real contribution to the city’s housing strategy. We will have built at least 200 new affordable homes across Newcastle. These will include family homes, homes for older people and supported housing
· Through a private sector leasing project we will be able to directly offer our customers a wider range of affordable housing choices
Glossary of terms
Arms Length Management Organisation (ALMO) – a not for profit company set up by the Local authority to manage and improve all or part of their housing stock

Audit commission- an independent public body which inspects local authorities and housing organisations on behalf of the Government to ensure that public money is spent well
Charter Mark/Customer Service Excellence Award- The Charter Mark was an award demonstrating the achievement of national standard for excellence in customer service in United Kingdom public sector organisations. Introduced in 1991, it was replaced in 2008 by Customer Service Excellence standard, with the last issued Charter Mark expiring in 2011

Investor in People- a national standard that sets a level of good practice for improving an organisations progress through its people
Mission statement – is a brief description of what the purpose of a company is and guides our actions  
Quality Assessment Framework- sets the standards which are expected in the delivery of Supporting People funded services e.g. YHN’s advice and support services and Young Peoples Services. Achieving Level A’s means that the services that are being delivered are excellent and this level is associated with providers who are leaders in their field. 
Strategic objectives-  what we want to achieve  
Stonewall Workplace Equality Index- The Workplace Equality Index is an annual survey designed to measure equality in the workplace for lesbian, gay and bisexual (LGB) people. Participating organisations demonstrate their work with supplementary evidence and are then ranked against other organisations according to their performance.  

Tenant Service Authority - is the new regulator for affordable housing in England. Its responsibility will be expanded to regulate local authority housing and ALMO’s from April 2010. Their goal is to work with landlords and tenants to improve services for existing and prospective tenants.

