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1. Introduction  
 
Value for money is a requirement for any successful organisation as it enables 
the delivery of high quality services, provides more choice and ensures needs 
and priorities are met.  Successfully embracing value for money enables us to 
provide better homes, better services and contribute towards better 
neighbourhoods.  
 
Since our establishment we have focused on providing excellent customer 
services in a cost effective way.  We have done this through numerous value for 
money initiatives and a commitment to embedding value for money throughout 
the organisation.  In 2008 we were inspected and awarded three stars by the 
Audit Commission.  This achievement resulted in an award of £346 million to 
meet the costs of making our homes decent.  Our commitment to value for 
money has continued to develop since this award as we recognise our 
responsibility to spend it in a way which benefits our customers, and their 
communities, as much as possible.  
 
Past spending reviews have significantly reduced the rate of growth in public 
expenditure.  Specifically, the most recent review carried out in October 2010 
outlines a national reduction in local authority funding by 27% over the next four 
years.  Although we are waiting to understand the full implications and impacts of 
this reduction, we expect the level of efficiency savings required to increase.  
These factors continue to contribute towards our need to ensure that we are 
spending the money we have in the most efficient way and making savings where 
possible.   
 
This strategy builds upon the previous YHN Efficiency Strategy by setting out our 
approach to delivering value for money over the next four years.  The preceding 
strategy enabled us to develop a comprehensive approach to value for money, 
however a formal review has identified gaps in this approach.  The action needed 
to fill these gaps and further improve our approach is addressed within this 
document.  To inform the strategy we have also carried out a benchmarking 
activity to enable us to understand and learn from what other comparable 
organisations are doing in regards to value for money. 
 
Successful delivery of this strategy will enable us to achieve our overall targets 
for value for money gains (outlined in section 3.3) and contribute towards 
Newcastle City Councils (NCC) efficiency savings.  Ultimately this will enable us 
to deliver better services, better housing and improved neighbourhoods.    
 

1.1 Scope of strategy 
 
This strategy has been set over a four year period to coincide with the lifespan of 
our current business strategy.  
 
The document outlines how the whole organisation will deliver value for money to 
all customers, stakeholders and partners through optimising the efficiency and 
effectiveness of all services.  
 
Our services can be grouped into three main categories.  These are:  

 
1. Customer facing and back office services;  
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2. Services provided through Service Level Agreements with Newcastle City 
Council; and  

3. Services provided through agreements and contracts with external service 
providers.   

 

1.2 Purpose of the strategy 
  

This strategy does not detail all value for money activity which is taking place 
across the organisation as much of this is everyday work.  It is the purpose of this 
strategy to build upon what has already been achieved and fill any gaps 
identified.  The document outlines our priority areas of work in regards to value 
for money and how we will improve and develop our current methods. 
 

1.3 Impact of the strategy  
 
We are confident that the implementation of this strategy will have a positive 
impact upon the economy, efficiency and effectiveness of our services and 
ultimately the organisation as a whole.  
 
For our customers  
 

·  Extended and improved services which customers need and want  
·  Increased satisfaction with our services  
·  Better homes and communities  
·  Better provision than that offered by other organisations 
·  Increased empowerment  
·  Equal access to services  
 

For YHN  
 
·  More efficient back office functions  
·  Efficient procurement procedures 
·  Increased staff productivity  
·  Improved processes to measure, report and monitor our value for money 

activity 
·  Increased customer involvement productivity   
·  Increased quantity and quality of services  
·  Maximised efficiency savings 

 

1.4 Links with our organisational mission and 
strategic objectives 

  
 Our Value for Money Strategy outlines how we will meet out organisational 

strategic objectives through continuing to embed and develop our approach to 
value for money.  Our mission is to be the best housing provider in the North 
East.  We will achieve this by investing in: 

  
• Support and care to communities 
• Three star excellent services 
• A quality workforce 
• Refurbishing and building homes  
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1.5 Our core values  
  

In November 2009, following consultation with staff, Board and customers, our 
new core values were agreed.  They are: 
 

• Accountability  – acting openly and taking responsibility 
• Integrity  – acting fairly and honestly 
• Passion  – working positively with enthusiasm 
• Respect  – treating everyone with care and professionalism 
• Forward thinking  – proactively seeking improvements and solutions 

 
Our core values are at the heart of the business, and are the principles and 
standards that influence the way we work and behave.  They make a difference 
by giving us a sense of pride and belonging at work, and show we care and are 
committed to people and the work we do.  Our core values are what will help us 
to achieve our organisational objectives.  
 

2.  Our Value for Money Strategy vision  
 

2.1 Our vision  
 

We have developed a vision which sets out what we aim to achieve through our 
Value for Money Strategy by 2014.  Our overall vision for ensuring value for 
money across the organisation is:  

 
‘To deliver excellent services in an economic, effi cient and effective way 
which will enable the provision of sustainable, goo d quality and desirable 
homes and contribute towards improving local commun ities’.  
 

3.  Background  
  

3.1  What is value for money?  
 
Value for money is about doing more for the same amount.  It is about raising 
productivity whilst increasing effectiveness.  For YHN it is about enabling us to 
deliver the highest quality possible at the lowest possible price.  Ultimately, 
becoming a more efficient organisation and achieving our organisational 
objectives.  
 
Value for money is not about implementing cuts or reducing expenditure. 
Similarly, it has no impact upon our management fee level.  These areas of 
business are higher level financial issues which are addressed within the YHN 
Finance Strategy.  
 
Our new Finance Strategy is currently being developed.  The strategy will ensure 
that through effective management our financial position will be robust and 
sustainable, and resources will be prioritised to facilitate the achievement of our 
strategic objectives whilst ensuring value for money.  The successful delivery of 
the YHN Value for Money Strategy is imperative to the successful delivery of the 
YHN Finance Strategy. 
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Outcomes  Outputs  

Value for Money is defined as the relationship between economy, efficiency and 
effectiveness: 
 

·  Economy is the price paid for providing a service e.g. the weekly wage 
paid to maintenance operatives or the rent per square metre for office 
accommodation. 

 
·  Efficiency is a measure of productivity, how much is received for what is 

put in and is associated with the process and delivery of procurement. 
 

·  Effectiveness is a measure of the impact achieved, can be quantitative 
or qualitative, and is associated with outcomes for customers. 

 
Value for money is high when there is an optimum balance between all three i.e. 
relatively low costs, high productivity and successful outcomes.  
 
The diagram of the value for money framework below clearly demonstrates the 
relationship between improving economy, efficiency and effectiveness, including 
considerations of both cost and of quality.  
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
 
 
 
To achieve value for money we must therefore ensure that we are: 
 

·  Economic – purchase, sell and deliver services at the right price 
·  Efficient  - purchase, sell and deliver services in the right way 
·  Effective – achieve the desired excellent outcomes   

 

3.2  How is value for money measured?  
 

Value for money is measured through value for money gains.  Value for money 
gains is the total gains made from the following six activities:  

 
1. Reduced inputs for the same or improved outputs 
2. Reduced unit costs to meet increased demand for service 
3. Increased demand for services and better income collection  

Value for Money 

Economy Effectiveness Efficiency 

Costs (£) Inputs  

Qualitative  

Quantitative  



 9 

4. Reallocation of inputs from a low priority to a high priority area so that overall 
service effectiveness for a particular client group improves 

5. Asset optimisation and the sale of surplus, formerly operational assets  
6. Compensating for the impact of inflation 

 

3.3 What are we trying to achieve?  
 
At present we aim to achieve 3% annual efficiency savings as outlined by the 
2007 Comprehensive Spending Review.  The latest spending review was 
announced in October 2010, following which, although we are currently unaware 
of the precise figures, we expect the required efficiency savings to increase 
significantly.  However, until these figures are announced we will continue to work 
towards achieving the current target of 3%.  
 
The table below shows the savings we aim to make over the next four years.  It 
demonstrates that on successful completion of the action plan (appendix 1) we 
will save a total of £4.661 million. 
 

 
The table below shows the level of savings for each organisational area to 
achieve on successful completion of the strategy. 
 

 
To monitor whether the target set out above is being achieved, NCC are required 
to report their efficiencies to the Department for Communities and Local 
Government (CLG).  Value for money gains made by YHN are included as part of 
NCC’s gains.   
 
 
 
 

Year 2010-11 2011-12 2012-13 2013-14 
Target savings £ 1.219m 1.183m 1.147m 1.113m 
Accumulative savings £   2.402m 3.549m 4.661m 

Organisational area  Target savings Accumulative 
savings £  

2010-11 £83,000  
2011-12 £81,000 £164,000 
2012-13 £78,000 £242,000 

Corporate overhead 

2013-14 £76,000 £318,000 
2010-11 £128,000  
2011-12 £124,000 £252,000 
2012-13 £120,000 £372,000 

Direct service delivery 
overhead 

2013-14 £116,000 £488,000 
2010-11 £1,008,000  
2011-12 £978,000 £1,986,000 
2012-13 £949,000 £2,935,000 

Service delivery 
functions 

2013-14 £920,000 £3,855,000 
Total savings by the 
end of 2014  

  £4,661,000 
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3.4 Our current approach to value for money 

Over the past few years value for money has been a priority for the organisation 
and has been inherent within all our operations.  To ensure we continue to 
improve our efficiency we currently:   
 
·  Benchmark ourselves against others through the HouseMark Performance 

Improvement Club to identify inefficiency.  
·  Make sure all staff are involved in identifying savings and efficiencies through 

our Business and Financial Planning Process, Team Brief process and Wider 
Management Team (WMT) meetings. 

·  Ask customers on an annual basis to identify potential efficiency savings 
through the Business and Financial Planning Process. 

·  Undertake regular analysis of all our suppliers to identify ways to reduce 
costs.    

·  Carry out regular service reviews of internal services.   
·  Review all Service Level Agreements with NCC. 
·  Consult with our customers to ensure efficiency savings are reinvested in 

services that they want. 
 
This approach is supported by a well established value for money culture across 
the organisation.  Our staff and managers are aware of our commitment to 
working efficiently at both a strategic and operational level, and involved in this 
process where possible.   
 
As part of our service improvement programme named ‘Improving on excellence’ 
we have set up a Value For Money Project Group who have been responsible for 
the development of this strategy and accompanying action plan.  The group’s 
purpose was to develop achievable yet challenging value for money targets and 
contribute towards ensuring they are achieved.  
 

3.5  Achievements so far 
 
Since we were set up in 2004 we have achieved a lot in regards to value for 
money and made significant efficiency savings.  We have continued to generate 
savings through: 
 

·  Developing and improving our procurement processes. 
·  Developing and improving working processes and practices. 
·  Reducing the number of empty properties. 
·  Reviewing Service Level Agreements with NCC. 
·  Efficiently managing our Modern Homes Investment Programme.  
 

All of the above has enabled us to achieve our target to contribute towards NCC’s 
efficiency targets.  They have also enabled us to make £2.4m revenue cashable 
efficiency savings and an additional £12.4m revenue and capital value for money 
savings since our establishment in 2004.   
 

3.6 What our customers have told us 
 

Delivering value for money is about delivering the services our customers need 
and want in the most cost effective way possible.  Therefore customer 
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consultation plays a significant role in our strategic approach to value for money. 
We have a strong customer involvement ethos across the organisation and are 
committed to ensuring that customers inform all our service improvement and 
policy/strategy development work on an ongoing basis.  
 
Finance survey  

 
To provide us with an insight as to whether customers feel they influence the way 
we spend money and if not, how we can develop to ensure they do, we carried 
out a survey.  The survey was carried out between April and August of this year 
and was completed by 50 respondents.  We acknowledge that the findings from 
this survey cannot be generalised due to the low sample number.  However they 
can be used to provide an insight and inform further consultation.  
 
Comments from tenants suggest that we need to: 
 

·  Increase involvement opportunities around how we spend money. 
·  Improve communications around how customers have informed money 

spending/saving decisions.   
 
The survey suggests that customers feel they are involved in decisions about 
spending money, however that the level of this involvement could be increased.  
It also suggests that we need to improve the way we communicate the outcomes 
of such consultation events. We feel that the actions would be better situated and 
more effectively monitored through the YHN Customer Involvement Strategy.  
Therefore, we have incorporated the following issues into the YHN Customer 
Involvement Strategy:  
 

·  Improving the customer aspect of our Business and Financial Planning 
process 

·  Giving customers the power to spend our efficiency savings 
·  Communicating the outcomes of customer involvement 

 

4. Context 
  

4.1    National drivers/legislation  
 

National driver 
 

The Local Government Act 1999 
 
The Local Government Act 1999 introduced the Best Value Duty which places a 
responsibility on local authorities to review all services over a 5 year cycle 
against a common review framework consisting of the 4 C’s – consult, compare, 
complete and challenge.  
 
 
Independent Review of Public Sector Efficiency: rel easing resources to the 

frontline (Gershon 2004)  
 
In 2004 Sir Peter Gershon was commissioned to carry out a review into the 
efficiency of public services.  The review identified the potential to make large 
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savings across a range of target areas including procurement, back office 
functions, transactional services, policy and regulation, and productive time. 
Gershon’s findings were taken forward through the 2004 and 2007 
Comprehensive Saving Reviews.  
 

 
Comprehensive Spending Review’s (CSR’s)  

 
The CSR of 2007 set out that Local Authorities were expected to achieve 3% 
efficiency savings across their social housing directorates over the forthcoming 
three year period.  We are yet to be informed as to the exact efficiency savings 
required as a result of the 2010 CSR.  However, we anticipate that they will be 
significant and we are aware that this strategy may need to be reviewed once 
the actual efficiency saving levels are realised.  
 

 
Regulatory framework for social housing  

 
The government have expressed that the regulatory framework, implemented by 
the Tenant Services Authority (TSA) in April 2010, is to continue until 
recommendations from the recent ‘Review of social housing’ are formalised. 
Regulatory functions are to be transferred from the TSA to the Homes and 
Communities Agency (HCA) by April 2012. 
 
The current framework outlines what we are expected to deliver in terms of 
Value for Money. For further information on our compliance with the framework 
please see our official report to the TSA 2009/10.  
 
The review also addressed the current inspection process. It is likely that in the 
future inspections will only be carried out on providers who have, or are at risk 
of, breaching the standards outlined within the regulatory framework.  
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4.2  Local drivers  
 

Our Value for Money Strategy has been developed to support a number of high level, local strategies and plans. The diagram below 
demonstrates how these documents are aligned:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
 
For further information on each document please click on the relevant link. 

Stepping Up - YHN Business Strategy (2009-2014)  
Our business strategy sets out the strategic direction we will take over the medium term in order to achieve our organisational strategic 

objectives. 

YHN Finance Strategy 2011-2014 (currently being dev eloped) 
Our finance strategy details how we will maintain a healthy financial position to enable us to achieve the medium and short term 

goals outlined within the YHN Business Strategy and annual delivery plan. 

YHN Corporate Procurement 
Strategy (2010-2014)  

 
This document supports the 

delivery of the finance strategy.  
 

YHN Value For Money Strategy 
(2010-2014)  

  
This document supports the 

delivery of the finance strategy.  

YHN Income Management 
Strategy (currently being 

developed)   
 

This document supports the 
delivery of the finance strategy.  

 

YHN annual Delivery Plan  
Our annual delivery plan sets out our business strategy milestones to be achieved during the current year. 
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5.  Our Value for Money priorities 
 

Our vision for our Value For Money Strategy is:  
 

‘To deliver excellent services in an economic, effi cient and effective way 
which will enable the provision of sustainable, goo d quality and desirable 
homes and contribute towards improving local commun ities’.  
 
In order to achieve this we have developed 4 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   

 

5.1  Priority one - continue to optimise the economy, 
efficiency and effectiveness of our services 
 

5.1.1 Review all services to ensure they are delivering best value  
 
Value for money is fundamental to improving upon excellence.  In April 2010 we 
implemented our new Service Improvement Programme (SIP) to ensure that the 
organisation is subjected to ongoing scrutiny and improvement.  Within the SIP a 
programme of best value service reviews has been established to optimise the 
economy, efficiency and effectiveness of our services.  
 
In order to carry out the reviews a Best Value Toolkit is being developed and is 
currently being piloted on the Leasehold Service review.  Once finalised it will 
enable us to look at all aspects of a service to ensure it is providing the right 
services at the right cost in the best possible way for customers.  
 
Once the toolkit pilot has been completed we will evaluate it and a final toolkit will 
be agreed.  This toolkit will then be used to complete the existing reviews outlined 
within the SIP.   
 

5.1.2  Implement time recording  
 
In order to ensure that our back office services are adding value to the 
organisation and effectively supporting the delivery of key customer facing 
services we will investigate the possibility of introducing a time recording system.  
This will better enable us to assess the total costs of services, their outcomes and 
therefore whether they are delivering value for money.  We will initially investigate 
the possibility of implementing the process across our Finance and Resource 
Directorate.  
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We are currently in the process of tendering for SharePoint, an IT system which 
provides a flexible set of tools designed to support collaboration, content 
management, business forms, portal/intranet/extranet sites, enterprise search 
and business intelligence/insight.  Once this system is installed we will run a mini 
programme of SharePoint based projects, one of which will be time recording.  
This will involve investigating the possibility of using SharePoint to manage our 
time recording process.  
 
If it is agreed that SharePoint will be used to manage time recording, we will 
investigate which services will be recorded and how the process will be monitored 
and reported, and then produce a business case to propose the implementation 
of this system.  If it is decided that SharePoint is not the best method to carry out 
time recording, we will investigate other off-the-shelf packages whilst considering 
the cost and expected benefits.   
 

5.1.3 Automating business processes/workflow 
 
Once SharePoint has been implemented we intend to use it for automation of 
business processes/workflows, including performance management.  This will 
reduce manual work, stationery cost and staff time spent on these processes.  
We also intend to use other automated workflows where the capability exists 
within current systems.  For example, the Northgate Task manager automatically 
carries out tasks which were originally carried out on a regular basis by Housing 
Management Staff.  Not only will this improve service efficiency but also customer 
service.  The details of this intention are outlined within our IT Strategy and our 
Customer Service Strategy.  
 

5.1.4 Customer Insight  
 
We have recently developed a YHN Customer Insight Policy which outlines our 
approach to ensuring we effectively collect and use customer insight to inform 
service improvement and policy development.  The document outlines the 
procedures we have in place to ensure: 
 

·  Any customer consultation carried out which is additional to that carried 
out by the Customer Involvement Team is meaningful and delivers value 
for money. 

·  Outcomes from the research programme are considered by managers, 
fed back to teams and action is taken where required to improve 
satisfaction.  

 
The procedures are currently being piloted and will be reviewed in April 2011. 
Details of the policy and procedures are outlined within the YHN Customer Insight 
Policy, and implementation is monitored through our Customer Service and 
Delivery Committee.  
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5.2  Priority two – Maximise opportunities to make 
efficiency savings through our procurement 
practices  
 
Since the creation of YHN significant progress has been made in the 
development of the procurement function and its role in delivering efficiency 
savings and increased value for money across the organisation. Key 
achievements/developments include: 
 
·  Completion of a number of major procurements including: 

-  Modern Homes programme framework  
-  Repairs and Maintenance  
-  Developer Framework.  

·  Creation of a dedicated procurement team. 
·  Implementation of contract database. 
·  Implementation of e-tendering system. 
·  Generation of procurement savings through: 

-  Increased membership of consortia and the use of framework 
agreements 

-  Greater use of corporate contracts in conjunction with Newcastle 
City Council 

-  Aggregation of spend to improve purchasing power 
-  More effective control of our needs and the specifications which 

has minimised contractor price rises. 
 
Procurement savings identified include: 
 
·  Decent Homes Programme £21m over 3 years 
·  Painting Programme £1m over 4 years 
·  Small Works £452k over 2 years 
·  Printing framework £140k over 2 years 
·  Provision and Installation of stair lifts £104k over 4 years 
·  Mobile phone contract £48k over 2 years 

 
5.2.1  Corporate Procurement Strategy  

 
The YHN Corporate Procurement Strategy (2010-2014) outlines how we will 
implement an effective and consistent approach to procurement to ensure that all 
our services are delivered from the most appropriate and economically 
advantageous source.  The new strategy builds upon what we have achieved 
already and attempts to develop our procurement service even further.  It is 
imperative that this strategy is delivered successfully if we are to achieve our 
desired approach to value for money, therefore we must ensure that the strategy 
action plan is reviewed on an annual basis to allow our procurement processes to 
be consistently reviewed and challenged.  
 
The YHN Procurement Strategy identifies specific actions which will enable 
efficiency savings through procurement.  However, to ensure that these actions 
are positively contributing towards value for money we need to develop and 
implement a process for measuring savings made specifically through 
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procurement.  This will enable us to identify the level of savings our procurement 
processes are generating.  
 

5.2.3  Shared Services  
 
The Transformational Government strategy published in November 2005 outlined 
encouraging a shared service approach to release efficiencies across 
organisations and support the delivery of services more focused on customer 
needs.  Sharing a service provides the opportunity to reduce waste and 
inefficiency by reorganising or reusing assets and sharing investments with 
others. 
 
Our previous strategy detailed how we would begin to investigate opportunities to 
share services with other organisations and this resulted in some preliminary 
research being carried out.  We will now build upon this investigative work and 
explore further the possibility to share services with other organisations.  We will 
do this by raising the issue through formal mechanisms such as the National and 
Northern ALMO Director of Finance meetings and informally through networking.   
 

5.2.4  Partnership working  
 
YHN has built up successful non commercial partnerships with a number of 
agencies and organisations.  These partnerships are valuable to the organisation 
as they enable us to pool our resources with other bodies and extract a range of 
benefits which will contribute towards achieving our strategic objectives.  Benefits 
include accessing new ideas and expertise, information sharing, funding 
opportunities and cost and risk sharing.  If managed effectively partnerships are a 
key tool to achieving value for money.  
 
In 2009 we published a partnership guidance document titled ‘Partnership – who, 
why and how?’ to guide staff through our approach to partnerships. Responsibility 
for managing the partnership register was designated to our Business Strategy 
Team (BST). The BST have recently carried out an audit of the partnerships 
listed on the register to ensure all partnerships were contributing to achieving our 
strategic objectives in a cost effective way.  To ensure that all partnerships 
continue to be efficient and effective we will develop and implement an annual 
review process. Once this process is developed and implemented, we will update 
the partnership guidance to reflect the changes and begin to publish information 
about our partnerships on the YHN internet for customers.  
 

5.2.5  Service Level Agreements  
 
We procure a number of services from NCC which are provided through Service 
Level Agreements (SLA’s).  A SLA is an agreement which outlines that we will 
pay the city council to deliver services not covered within their standard provision. 
We currently have 23 SLA’s, the details of which are outlined in appendix 3.  
 
In September 2010 it was agreed that, to increase the scrutiny of SLA 
performance, a formal yet simple monitoring system will be implemented. This 
system will be managed by the BST and result in the production of a quarterly 
SLA position statement and the implementation of a process to address issues of 
concern within the agreements.  
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It has been identified by the BST that not all SLA’s require regular review, rather 
the demand for review is based upon the SLA’s impact upon customer service 
and cost.  Additionally, some SLA’s are likely to have a greater impact upon our 
local offers in relation to the TSA neighbourhood and community standard.  
Therefore, all SLA’s need to be considered independently and a review 
programme developed.  A programme of SLA reviews for 2011/12 is to be agreed 
in January 2011 following consideration by YHN Management Team.   
 

5.2.6  Reduction in new build construction and costs  
 
Our new build programme enables us to contribute towards expanding the 
housing stock across the city by developing new council homes.  We constantly 
strive to ensure we deliver this programme in the most efficient way possible.   
 
We are aware of the potential to make significant savings through a reduction in 
our new build construction costs.  Savings can be achieved though modern 
methods of construction such as off-site assembly techniques.  Such techniques 
involve assembling the majority of a building off-site and then transporting it onto 
site to be built.  We will explore how we can use such methods of construction 
with key partners.  
 

5.3  Priority three - Strengthen our existing value for 
money culture 
 
There is a strong value for money culture throughout the organisation and we 
believe that our workforce is fully committed to contributing towards achieving our 
value for money aims.  A number of service specific processes are already in 
place to support this.  For example, to raise awareness of value for money issues 
in IT investment the IT Steering Group carry out an annual benefit assessment of 
all IT investment projects.  This is to ensure the projects have delivered the 
planned savings and benefits identified in the project initiation.  Additionally, we 
have a number of methods to ensure staff across the organisation are involved in 
our value for money approach.  
 

5.3.1  YHN’s Service Improvement Programme (SIP)  
 
The YHN Service Improvement Programme is chaired by our Chief Executive and 
co-ordinates a number of value for money projects.  These include key strategic 
initiatives and service reviews.  As part of the SIP the Value for Money Project 
Group brings together members of staff from across the organisation who all 
have an interest or specialised knowledge of value for money.  The project 
enables members of staff from across the organisation to be involved in our 
approach to value for money and their involvement in such groups will result in 
the dissemination of value for money across our services.  
 

5.3.2  Encourage staff to suggest innovative value for money 
initiatives  
 
Work carried out into the provision of benefits and recognition across YHN has 
identified that a staff suggestion scheme is required to enable staff to feel they 
have a valued input into service delivery and improvement.  Benchmarking has 
shown that many other comparable organisations have staff suggestion schemes 
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in place which are popular with staff and effectively contribute towards getting 
staff on board with specific initiatives.  
 
Including a value for money aspect into the scheme will help us to strengthen the 
value for money culture which already exists within the organisation.  It will 
provide staff with the opportunity to make one-off and instant suggestions about 
how they feel the organisation could make efficiency savings.  
 

5.3.3  Communicating value for money initiatives and achievements  
 
To achieve our value for money aims our staff must support us and be willingly 
part of a positive value for money culture throughout the organisation.  Key to this 
is ensuring staff are informed of:  
 

·  What we are trying to achieve (aims) 
·  Our approach to achieving these aims 
·  Whether we are achieving these aims 
·  How they have influenced our value for money outcomes.  

 
We currently have tools in place to promote this, however they require expansion 
if we want them to assist us in deepening our value for money culture.  
 
Staff are aware of value for money and the influence they can have on achieving 
efficiency savings.  However, to embed this further we will ensure that staff are 
updated on a regular basis as to our approach and any significant achievements.  
We will also ensure staff are informed of the outcomes of any value for money 
suggestions they have made or any actions they have taken.  This will be 
achieved by including Value for Money updates/achievements in our staff 
newsletter Rewind and creating a value for money webpage on the staff intranet.  
 
We have a Budget Monitoring Tool which is available to all budget holders.  This 
tool encourages a risk based approach to budget management and monitoring 
through the use of traffic light visual indicators.  The system enables budget 
holders to understand the limits of their expenditure, develop a projected spend 
amount and, at a glance, understand what amount of their budget is being spent 
on what areas of service.  We will continue to carry out an evaluation of this tool 
to ensure it is user friendly and achieving it’s objectives of raising staff awareness 
around value for money.  
 

5.3.4  Ensuring value for money is a key consideration by the YHN 
Board and Committees  
 
It is outlined above why a value for money culture is important and how we can 
improve and further deepen the culture which exists within the organisation. 
Additionally it is important our Board and committees, who have overall 
responsibility for the management of the organisation, are also included within 
this culture.  This will ensure that value for money is prioritised and continuously 
challenged.  
 
To ensure that our Board and committees are continuously informed about value 
for money implications the Board/committee report template requires authors to 
indicate the possible savings or any negative value for money implications which 
may occur as a result of the proposed development. 
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To further increase the involvement in and awareness of value for money to our 
Finance and Resource Committee we will report to them on the following areas: 
 

·  Report efficiency gains quarterly  
·  Report the implementation of this strategy and appended action plan 

annually. 
 
Our committees are key to ensuring that value for money is embedded 
throughout the organisation because they oversee and scrutinise all our 
significant service improvement and development initiatives.  Therefore, it is 
paramount that our committee members feel competent and comfortable in 
scrutinising issues from a value for money perspective.  To ensure this, and to 
update our committees as to our current approach to value for money, we will 
present value for money awareness sessions to all YHN committees.  
 

5.4 Priority four - Advance the way we measure, 
report and monitor value for money   
 
To inform this strategy we carried out a self assessment to highlight any gaps 
within our approach to value for money.  Many gaps identified have been 
addressed within the previous sections of this strategy.  However, a significant 
number of these gaps were related to our processes around measuring, reporting 
and monitoring our performance in regards to value for money.  
 
We carry out benchmarking through various HouseMark Performance 
Improvement Clubs.  The purpose of these clubs is to provide information to 
housing providers, which can used to self assess the efficiency of organisations 
and to judge whether services provide value for money.  Membership within these 
clubs enables us to consider the cost and quality of our services internally and in 
comparison to the services of other providers.  This information is available on an 
ongoing basis via the HouseMark website and annually through a range of 
reports.  In the past we have used this information to inform our approach to 
value for money, however this has been an informal and undocumented process.  
We need to develop upon this and fully utilise the information we can extract from 
this facility to directly inform our approach to value for money.  
 

5.4.1  Extending our benchmarking activities  
 
Although the benchmarking information we receive through these clubs is 
extremely useful, it is only a comparison of specific areas of the organisation.  We 
do not currently have the methods in place to compare all areas of our business 
and therefore cannot guarantee that we are delivering value for money across all 
service areas.  In order to ensure that all our services, both back office and 
customer facing, are delivering value for money and contributing towards our 
overall efficiency targets, we need to benchmark non core areas.  
 
We also we need to extend our current use of key ratios.  A key ratio is the 
comparison of two numbers which enables a measure of cost.  For example, a 
key ratio is ‘office costs per employee’.  Using this key ratio would entail taking 
the ‘office cost’ and dividing it by the driver which is the number of employees.  
This would enable us to understand how much each employee costs in regards 
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to office expenditure.  Each ratio is calculated, to an agreed definition, by the 
Business Strategy Team and the relevant service. 
 
We currently have a range of key ratios for value for money. However, through 
the value for money self assessment carried out to inform this strategy it has 
been identified that these are limited at present. Therefore, we need to expand 
them in order to carry out in depth and meaningful benchmarking and ultimately 
develop our understanding of our performance.  In order to meet the 
recommended minimum our range of key ratios needs to be expanded to include:  
 

·  Number of properties per current arrears full time equivalent (FTE) 
·  Cost per £1000 of former and current arrears collected 
·  Number of properties per FTE (appropriate staff groupings)  
·  Caseload analyses for each of the key HM areas, e.g., cost per ASB case 
·  Number of properties per maintenance surveyor (FTE) 
·  FTE involved in management of maintenance as a proportion of total 

repairs costs and as a cost per property. 
·  Split of housing management staff/FTE between income/rents, 

estate/tenancy management, Anti Social Behaviour (ASB) activity, 
caretaking/minor repairs, customer involvement, Customer Relationship 
Management (CRM) and customer access/call centres, etc 

·  CRM and call centre data compared to costs of operation 
 
Once these key ratios have been developed we will meet the recommended 
minimum.  However, we will go further than this and develop an extensive range 
of key ratios which will enable us to maximise the benefits of benchmarking and 
develop an in depth understanding of our performance.  
 
In response to the two gaps identified above we will carry out a benchmarking 
activity to look at the key ratios used by other organisations and identify new 
ratios.  We will then expand our current methods of benchmarking to enable us to 
utilise these ratios and expand our current benchmarking activities.  
 

5.4.2  Improving our reporting  
 
We currently report our costs to Finance and Resource Committee on a quarterly 
basis, however these reports are basic and do not provide an analysis of our 
costs against our performance.  Similarly we report our efficiency savings to NCC 
however this process does not involve scrutinising our performance.  The way we 
report at present does not provide the opportunity for our value for money 
activities to be scrutinised, or for any detrimental impact of efficiency savings to 
be identified and addressed and then monitored.  
 
To address this we will review our current value for money reporting and 
monitoring practices.  This review will entail considering: 
 

·  What information should be used to inform our reporting.  
·  Who we will report on value for money to.  
·  How any required actions identified through this reporting process will be 

monitored.  
 
This review will enable those scrutinising our reports to ensure that our efficiency 
savings have not had a detrimental effect on the services we provide and the 
overall achievement of the organisations strategic objectives.  
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5.4.3  Efficiency record  

 
We have a well developed efficiency record which provides an extensive amount 
of information in regards to our costs and savings and is used to report our 
efficiency savings to NCC.  However to ensure that this is developed as far as 
possible and therefore delivering it’s purpose to the full potential, we will 
benchmark it against other examples of good practice and sector studies.  Once 
we have made this comparison we will take action on what we have learnt and 
then evaluate the impact these improvements have upon our services.  
 

6.  Equality and diversity  
 

We are committed to delivering our services to people who need them, without 
harassment, victimisation or discriminating against any customer, client or service 
user.  We aim to treat all customers in a professional manner, with courtesy and 
respect.  This strategy will therefore be applied equally to all customers 
regardless of race, disability, gender, age, sexual orientation and religion or 
belief. 
  
We are also committed to ensuring that the policy does not have a negative 
impact upon the work carried out by any staff member due to their race, disability, 
gender, sexual orientation, religion or belief or age.  Special requirements will be 
provided to enable all members of staff to carry out their duties outlined within the 
strategy efficiently and effectively.  
 
An Equality Impact Needs Assessment (EINA) has been conducted on this 
strategy to enable us to evaluate the impact of its practices and ensure they do 
not negatively impact upon any individual.  The EINA can be accessed at:  
http://www.yhn.org.uk/about_us/equality_and_diversity_at_yhn/eina.aspx.  
 

7. Implementation and monitoring of the 
strategy  
 

7.1  Implementation  
 
The action plan details the officers responsible for completing each action within 
the strategy action plan.       
 
Overall responsibility of this strategy and ensuring that the action plan is 
completed sits with our Head of Finance.      
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7.2  Monitoring  
 
The implementation of this strategy will be monitored through the following 
methods:  
 
 
Finance and Resources Committee 

The committee will review progress 
made against the strategy on a 6 
monthly basis.  They will also agree 
any strategy/action plan updates or 
reviews.  

 
Programme Board  

The board will review progress made 
against the action plan on a monthly 
basis.  

   

8.  Review          
 
We will formally review this strategy in December 2014; however as it is a living 
document it will be reviewed and amended in the interim period as necessary.  
The action plan will be reviewed and updated on an annual basis.  
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Appendix 1.  

Value for Money Strategy action plan 
 
Priority one - Continue to optimise the economy, efficiency and effectiveness of our 
services 
 
Ref What we want to achieve How we will do this Res ponsibility  By when 
1.1  The most efficient services 

possible.  
 
 
 
 
   

Complete service review pilot and finalise Best 
Value Toolkit. 
 
Carry out all service reviews scheduled within the 
YHN Service Improvement Programme to agreed 
timescales up until 2013/14. 
 
Investigate possible methods to be used to 
implement time recording for Finance and 
Resources Directorate. Business case to be 
presented to Management Team proposing: 
 

·  What system is to be used 
·  Which services will use the system  
·  How the results will be monitored and 

reported.  
 

Head of Business 
Strategy 
 
Programme Board and 
relevant project leads 
 
 
Head of Finance/ Head 
of IT 
 

March 2011 
 
 
December 2014  
 
 
 
March 2012 
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Priority two – Ensure we maximise opportunities to make efficiency savings through our 
procurement practices  
 
Ref What we want to achieve How we will do this Res ponsibility  By when 
2.1  
 

An effective strategic approach 
to procurement.  
 
 

Review Procurement Strategy actions on an 
annual basis. 
 
 
 
Establish methodology for measuring 
procurement savings. 

Finance Manager – 
Procurements and 
payments  
 
 
Finance Manager – 
Procurements and 
payments 

Nov 2011 
Nov 2012 
Nov 2013  
Nov 2014 
 
March 2011 

2.2 Maximised use of shared 
services where appropriate.   

Investigate opportunities for shared services 
through formal mechanisms such as National 
and Northern ALMO Director of Finance 
meetings and informally through networking.  
 

Head of Finance  March 2011 

2.3  Partnerships which 
demonstrate value for money. 
 

Implement an annual partnership review 
programme to ensure resources contributed are 
worth the outcomes achieved and savings can be 
demonstrated.  
 
Update and re-launch the YHN partnership 
guidance document. 
 
 
Publish information for tenants about our 
partnerships and how they benefit tenants on the 
YHN internet.  

Lead Performance 
Management and Policy 
Officer  
 
 
Lead Performance 
Management and Policy 
Officer 
 
Lead Performance 
Management and Policy 
Officer 

April 2011  
 
 
 
 
April 2011 
 
 
 
April 2011 

2.4  An effective SLA monitoring 
and review programme.  

Produce a SLA position statement to be 
presented to Management Team on a quarterly 
basis.  
 
Incorporate proposals for a new SLA review 
programme (to include who is responsible for co-
ordinating reviews) into the next quarterly SLA 
position statement and agree a way forward.  
 

Head of Business 
Strategy  
 
 
Head of Business 
Strategy 

Quarterly until 
December 2014  
 
 
January 2011 
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2.5 Reduction in new build 
construction costs 

Explore modern methods of construction with key 
partners. 

Head of Business 
Strategy 
 

March 2011 
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Priority three – Strengthen our existing value for money culture 
 
Ref What we want to achieve How we will do this Res ponsibility  By when 
3.1 A workforce which supports 

and encourages value for 
money throughout the 
organisation.   
 
 
 

Incorporate value for money into the YHN staff 
suggestion scheme and ensure value for money 
initiatives information is included within the 
scheme material.    
 
We will include Value for Money 
achievements/updates through an article in at 
least one Rewind newsletter each year.   
 
Create a value for money webpage on the staff 
intranet.  
 
Carry out an evaluation of the Budget Monitoring 
Tool to ensure it is user friendly and achieving it’s 
objectives of raising staff awareness around 
value for money. 

Human Resources 
Manager/Head of 
Finance 
 
 
Head of Finance/Lead 
Communications Officer  
 
 
Head of Finance/Lead 
Communications Officer  
 
Head of Finance  
 

April 2011  
 
 
 
 
December 2011 
 
 
 
June 2011 
 
 
June 2011 

3.2 Skilled and informed Board and 
Committee members who can 
challenge our approach to value 
for money. 

Deliver value for money awareness raising 
sessions to all YHN committees.  
 
Report efficiency gains quarterly to Finance and 
Resource Committee.  
 
Report the implementation of this strategy and 
progress against appended action plan to 
Finance and Resource Committee six monthly. 

Head of Finance 
 
 
Head of Finance 
 
 
Head of Finance 
 

March 2011 
 
 
December 2012 
 
 
December 2012 
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Priority four – Advance the way we measure, report and monitor value for money   
 

 
Ref What we want to achieve How we will do this Res ponsibility  By when 
4.1 Improved value for money 

measuring methods.  
 
 

Implement a process to ensure outcomes from 
the HouseMark Annual core benchmarking 
exercise directly inform our approach to value for 
money.  
 
Carry out a benchmarking activity to look at the 
key ratios used by other organisations. Begin to 
measure additional ratios identified.  
 
 
Expand key ratios to include:  
 

·  Number of properties per current arrears 
full time equivalent (FTE) 

·  Cost per £1000 of former and current 
arrears collected 

·  Number of properties per FTE 
(appropriate staff groupings)  

·  Caseload analyses for each of the key 
HM areas, e.g., cost per ASB case 

·  Number of properties per maintenance 
surveyor (FTE) 

·  FTE involved in management of 
maintenance as a proportion of total 
repairs costs and as a cost per property. 

·  CRM and call centre data compared to 
costs of operation 

 
Investigate expanding key ratios to include: 
 

·  Split of housing management staff/FTE 
between income/rents, estate/tenancy 
management, Anti Social Behaviour 
(ASB) activity, caretaking/minor repairs, 

Head of Finance/ Lead 
Performance 
Management and Policy 
Officer 
 
Head of Finance/ Lead 
Performance 
Management and Policy 
Officer 
 
Head of Finance/ Lead 
Performance 
Management and Policy 
Officer 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Head of Finance/ Lead 
Performance 
Management and Policy 
Officer 
 
 
 

September 2011 
 
 
 
 
March 2011 
 
 
 
 
March 2011 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
September 2012 
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customer involvement, Customer 
Relationship Management (CRM) and 
customer access/call centres, etc 

 
Investigate opportunities to extend benchmarking 
across services not currently measured. 
 
 

 
 
 
 
Head of Finance/ Lead 
Performance 
Management and Policy 
Officer 

 
 
 
 
March 2013 
 
 
 
 

4.2 Effective value for money 
reporting.  

Review our current value for money reporting 
practices. Specifically this will include:  
 

·  Reviewing our efficiency reporting against 
sector studies, best practice examples 
and consider grouping efficiency 
information to include management, 
maintenance, back office and capital 
major works. 

·  Ensuring efficiency reports reflect the 
financial and corporate strategy of the 
organisation. 

·  Developing our use of financial 
benchmark information to ensure that it is 
integrated within financial reporting.  

 
Identify a method to compare our efficiency 
record and consider best practice. 
 
Use the identified method to carry out a 
comparison and identify actions to be taken.  
 

Head of Finance/ Lead 
Performance 
Management and Policy 
Officer 
 
 
 
 
 
 
 
 
 
 
 
 
Head of Finance  
 
 
Head of Finance 

June 2011 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
June 2011 
 
 
August 2011 
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Appendix 2  

Service Level Agreements (SLA’s) with Newcastle City Council  
 

SLA/ Directorate 
Work covered (summary)  Lead 

Officers 
YHN/NCC 

Value(£) 

Democratic Services 
 
Chief Executive 
 
 

 
Support for our committees, including: agenda preparation and report distribution to 
committee members, attendance at committee meetings and production of minutes and 
action lists. 

Maureen 
Dickson 
 
Ian Poll 

8,690 

Internal Audit  
 
 
Finance and Resources 
 

NCC Internal Audit Service provide: 
·  Review and appraisal of the adequacy, suitability and reliability of internal controls and 

management information, and reports to YHN Management Team  
·  Advice on the adequacy of internal controls including when there are systems changes / 

developments. 
·  Advice and guidance on the effectiveness and efficiency of systems. 
·  Contributing to safeguarding assets and interests from fraud, corruption and waste. 
·  Contributing to risk control through identification and evaluation.  
·  Monitoring adherence to internal rules, regulations and legislation. 
 

John Lee 
 
 
Phil Slater 
 
 
 
 

66,940 

Income 
 
Finance and Resources  

 
Provision by Exchequer Services of a complete sundry cash administration service ensuring 
weekly reconciliation of monies, forwarding to bank and prompt allocation to budget codes. 
 

Anne Crute 
 
David Mitchell 

175,990 

Cashiering 
 
Finance and Resources 
 

·  Provision of a customer facing cashiering service at specified locations. 
·  Payments and enquiries about payments made by tenants and leaseholders which relate 

to any service provided by YHN. 

Anne Crute 
 
Mandy Rudd 

 
398,800 

Information Technology 
 
 
 
 
 
 
 
 
Finance and Resources 
 

Provision of ICT Services, including: 
·  Support/advice for ICT developments and strategic planning; 
·  Management of ICT assets including maintenance of an IT Inventory and Corporate 

Refresh Programme; 
·  Advice on procurement of ICT equipment, software&services; 
·  Maintaining accurate records to ensure licensing compliance; 
·  Provision, support and maintenance of: 
o Network links to enable access to the corporate network; 
o Local area network and desktop/peripheral devices; 
·  Networked, file and print servers that underlie the network; 
·  Support and maintenance of the desktop infrastructure;  
·  Support for the definition of business requirements; 

Geof 
Ellingham 
 
 
 
 
Brian Bolton 

932,360 
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·  Design, development and implementation of in-house IT business applications; 
·  Provision, support and maintenance of both in-house and 3rd party IT business 

applications; 
·  Implementation of Application and Database Environments for hosting IT business 

applications; 
·  Provision, support and maintenance of: 
o Application and Database Environments; 
o Corporate Enablers; 
o Internet and Intranet access to clients desktop estate; 
o Email & Archiving and Calendar service; 
o website hosting infrastructure to enable the client to publish their own content on 

internet/other channels; 
o Corporate Telephony infrastructure. 
·  Provision and regular testing of appropriate and agreed IT Service Continuity and 

Disaster Recovery plans and capabilities. 
 

Employee Admin. 
services (HR) 
 
Finance and Resources 
 

·  Professional advice on HR admin, payroll and pensions. 
·  Advice on SAP and Managers Self Service. 
·  Variations and payments including timesheet, expenses and car mileage entry. 
·  Compliance with HMRC, employment legislation and policies and procedures.  
·  Administration of the LGPS. 
 

Sandie 
Dickson 
 
Paula Saul 

81,076 

Energy 
 
 
 
 
Finance and Resources 
 

Provision by The Energy Centre of a utilities procurement service for gas, electricity and 
water for identified premises, including: 
·  Amalgamation of utility consumption from YHN premises with those of NCC through 

NEPO to result in VFM procurement: 
·  Implementation of flexible purchasing utility contracts; 
·  Market testing to ensure NEPO are providing VFM; 
·  Checking/ recording utility cost/consumption, with reports/advice on any errors/anomalies 

(over 200sites); 
·  Development/ implementation of electronic billing 
·  Provision of advice and support to tenants  
·  Supporting the capital programme 
·  Strategic level support on the housing strategy, Newcastle Plan, Affordable Warmth 

Strategy Energy Strategy etc 
·  Providing staff and tenant training  
·  YHN involvement in development of the city energy strategy and approach to community 

heating/ESCO.  
·  Advice on consultant/contractor appointment. 
·  Advice on new build projects. Ensuring changes in energy legislation are brought to the 

attention of YHN.   
·  Undertaking domestic and/or commercial energy audits  

Chris 
Nicholson 
 
 
 
Kate 
Coulthard 

119,802 
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Corporate Business 
Management 
 
 
 
 
Finance and Resources 
 

·  Uploading and maintaining contracts within the Purchase Order Processing system 
(POPs) that are procured by YHN. 

·  Creating and amending suppliers on POPS in a database. 
·  Ordering consolidation via POPs for contracted items.  
·  Quarterly YHN and HRA spend analysis/cost trends data. 
·  Providing licence/support for Pro Contract. 
·  Providing advice/guidance/training for POPS and upgrades. 
·  Providing procurement support, information, updates and advice on national, regional 

and internal procurement 
·  Providing access to the latest ‘Harmonised Documents’. 
·  Retrospective rebates on YHN contracts or the HRA credited annually to  accounts 

retrospectively  
 

Chris 
Nicholson 
 
 
Rhondda 
Eagle 

38,200 

Legal Services 
 
 
 
 
Finance and Resources 
 

·  Legal advice and assistance, either verbally and/or in writing.  
·  Drafting and/or settling of all contractual and other legal documentation required, 

including conveyancing documentation   
·  Conduct of necessary civil and criminal litigation and representation and advocacy before 

Courts or Tribunal.  
·  Interpretation of and advice on Acts of Parliament, Bills, subordinate legislation and 

Government circulars.  
·  Provision of training, instruction or guidance to YHN staff on legal matters as agreed with 

YHN. 
·  Attending to YHN’s requirements generally, including attendance at meetings and 

carrying out negotiations;  
·  Correspondence with solicitors and obtaining further advice or assistance from Counsel 

as required.  
 

Paul Hickey 
 
 
Yvonne 
Donaldson 

298,010 

 
 
Property 1 (RTB) 
 
Finance and Resources  

 
RTB Valuations and associated activities are provided through a full time staff resource 
based in Property Services. 
 
The SLA consists of fixed costs and variable charges depending upon the throughput of 
valuations. Detail of volume is monitored on a weekly basis by the Right to Buy Team. 
 

 
Paul Hickey 
 
 
Mark Lloyd 

94,470 

Property 2 
(acquisitions/disposals) 
 
 
Finance and Resources 
 

Management, Acquisitions and Disposals and associated activities are provided through a full 
time staff resource based in Property Services. Services include: 
·  Aerials-assess new installation, renewals and removal proposals. 
·  Rating-advise upon and undertake appeals against rating valuations. 
·  Offices- management, acquisition and disposal (rent review and renewals). 
·  Acquisition of former council houses. 
·  Disposal of Garden Land and Encroachment. 

 
Paul Hickey 
 
 
Mark Lloyd 

 
 
 
134,100 
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·  Tyneside Flats-disposal of freehold, sale of loft space. 
 

Health & Safety 
 
 
 
 
 
 
Finance and Resources 
 

SLA covers cost of senior H&S officer based at YHN House, seconded from NCC.  
Services include: 
·  Implementing a programme of H&S and fire safety audits. 
·  Advising managers on implications of any changes to H&S and fire safety legislation and 

good practice. 
·  Regularly reviewing YHN H&S and fire safety standards, procedures, risk assessments 

and implementation systems, 
·  Providing day to day H&S advice to managers & employees. 
·  Assisting YHN managers to ensure that H&S of tenants is not put at risk from R&M or 

construction work. 
·  Investigating accidents, incidents & dangerous occurrences. 
·  Reporting accidents under RIDDOR to HSE. 
·  Producing, maintaining/evaluating accident/incident statistics. 
·  Liaising with Insurance/loss adjusters about civil claims. 
·  Assisting in identification of training needs and delivery. 
·  Attending H&S committee meetings. 
·  Liaising with TU Safety Reps, HSE and Fire Authority. 
·  Contractor Vetting & Monitoring. 

Paul Hickey 
 
 
 
 
Peter Jesson 

56,290 

Design and Engineering 
 
 
 
 
 
Business  

City Design will act as Lead Technical Representative (Cost Consultant with additional duties 
assigned by Client Representative under PPC 200) for the Modern Homes Programme.  
 
Provide Design and Technical Services for: 
Annual painting programme 
Adaptations programme  
 

Jen Vinton 
 
 
John 
Henderson 

(155,780) 
See notes 

Building Cleaning 
 
 
 
 
 
Tenancy Services  

 
Specified cleaning services to be provided in: 
 
·  YHN Office Accommodation. 
 
·  YHN Sheltered Accommodation. 
 
·  Communal Areas in YHN High Rise Blocks of Flats. 
 
·  YHN Toilets, Wash Areas and Showers. 
 
·  YHN Low Rise Blocks of Flats. 

Helen Garbutt 
 
 
 
Steve Boon 

883,560 

Grounds Maintenance 
 
 

 
Grounds maintenance service to all YHN managed landscaped areas, including:  
·  Grass management; 

Trevor Healy 
 
 

2,548,000 
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Tenancy Services  

·  Shrub bed maintenance; 
·  Rose bed maintenance; 
·  Formal bedding areas; 
·  Arboriculture/Plantation;  
·  Street Weed control; 
·  Hedges; and 
·  Litter Picking. 
 

Alistair Dewar 

Pest Control 
 
 
Tenancy Services  

 
Provision by Neighbourhood Services of a professional pest control service to YHN 
properties and sheltered accommodation. 
 
This service seeks to tackle pest infestation problems, and covers inspection, risk 
assessment and treatment as required.  
 

Joanne Raffo 
 
 
Jim Forster 

151,000 

Security - Void Alarms 
 
 
 
 
Tenancy Services  

Neighbourhood services provide an average of 100 void alarms, distributed from a central 
point. 
 
Installation will take place within 4 hours of request. 
Removal of units will be completed within 24 hours. 
Ad hoc patrol service to be offered. 

The service includes all client liaison, survey and activation reports, installations, weekly 
activation reports, monitoring alarm response and de-installation of alarm units. 

Joanne Raffo 
 
 
Paul Ash 

133,189 

Street Cleansing 
 
 
 
 
 
Tenancy Services  

Covers a range of environmental services to improve environment of council housing estates. 
These services are additional to services provided by the City Council to all residents of 
Newcastle,  paid for through council tax. The services provided may be varied by agreement, 
based on changed YHN operational requirements   
 
Services provided, include the following: 
·  Street Cleansing on specified estates 
·  Regular planned work by Neighbourhood Response Teams 
·  Graffiti Removal 
·  Estate Cleaning Initiatives/Events 
·  Attendance at YHN meetings or other activities that address tenant concerns about 

estate environment issues. 
·  Miscellaneous work- covers ‘one-off’ requests for work. 
 

Michael 
Morris 
 
 
Alistair Dewar 

437,530 

Street Wardens 
 
 
 
 

Provision of a street warden service to YHN, targeted at: 
·  Reducing environmental crime/criminal damage 
·  Reducing anti social behaviour 
·  Reducing fear of crime 
Main wardens tasks are:  

Michael 
Morris 
 
 
 

679,000 
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Tenancy Services  

·  Local enforcement-issuing fixed penalty notices for littering etc, 
·  Issuing letters advising residents of consequences of activities that cause environment 

crime, including being part of YHN graded response, asb, information on ABA and ASBO 
targets. 

·  Reporting to YHN and the Police breaches in ASBO’s and ABA’s and attending court as 
professional witnesses. 

·  Intelligence gathering – having a requirement to visit key locations on a regular basis – 
this would include YHN community housing offices, community assets in YHN areas and 
other locations as agreed with YHN. 

·  Leading on specific initiatives,eg campaigns to raise awareness and enforce – issues 
would include graffiti, fly tipping, litter etc. 

·  Signposting tenants to other agencies as appropriate. 
·  Developing a junior wardens scheme in identified key schools across the City that serve 

YHN communities.  
 

Alistair Dewar 

 
 
 
 
 
 
Welfare Rights Service 
 
 
Tenancy Services  

Money Matters Service 
·  A debt consultancy helpline during office hours for Advice and Support Workers to use to 

advise clients about debt issues; 
·  Providing a one day course in Basic Money Advice to all new ASW’s and any ASW’s who 

wish to be updated; 
·  Providing training about debt advice to Advice/Support Team  
·  Providing casework for clients who need debt advice in accordance with a referral 

process; and 
·  Facilitating a six monthly meeting for ASWs to discuss any new developments around 

debt or money advice. 
TIP Service 
·  Fair access to TIP training courses on benefits and tax credits for the Advice and Support 

Team. 
·  Use of the Advice Line from 9.30-12.00 every day for all ASW’s to receive specialist 

advice and guidance on benefit problems; 
·  Provision of the Lisson Grove benefit programmes; 
·  Provision of benefit bulletins 
·  Inclusion of the Advice and Support Service in the ‘Where to get advice in Newcastle’ 

brochure. 
·  Access to the Welfare Rights Web Site 

 
 
 
 
 
 
 
Susanne 
Halliwell 
 
 
 
Neil Munslow 

 
 
 
 
 
 
96,820 

Highways 
 
 
Tenancy Services  

There are 2 key areas covered by the SLA:-  
 
Inspection and assessment of streets; 
  
Maintenance of streets 
 
This covers all un-adopted roads, footpaths and parking areas on housing land.  

Dave Crow 
 
 
Mick Murphy 

130,092 

Transport This covers the following services provided by City Transport: David Riding 166,788 
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Tenancy Services  

·  Procuring vehicles. 
·  Facilitating disposal/ return of vehicles and plant. 
·  Facilitating purchase/disposal of vehicles purchased by YHN. 
·  Carrying out weekend servicing on all large goods vehicles as well as smaller vehicles 

used by CCAS. 
·  Administering hired vehicles and plant. 
·  Providing a training/support package as and when required.  
·  Informing appointed bodies as per legal requirement about motor insurance 
  

 
 
Peter Morton 

Complaints 
 
 
 
 
 
 
 
Tenancy Services  

·  Using NCC IT system to record/monitor step three corporate complaints and 
Ombudsman cases. 

·  IT system-Respond software and ensure that information is passed to YHN to log the 
complaint. 

·  Advice on step three and Ombudsman complaints. 
·  IT Support-to ensure NCC have access to the Northgate link. 
·  Step two complaints-receiving and passing on complaints/ advice to complainants 

wanting to access the procedure. 
·  Step three complaints-undertaking detailed investigation of YHN complaints at Review 

stage. 
·  Ombudsman-co-ordination of information. Analysing draft responses and making 

provisional decisions. Taking action to publish Ombudsman Reports when necessary. 
·  Satisfaction forms sent to all closed complaints at step two. 
·  Corporate complaints Officer Group – co-ordination of Officer Group for Directorates/ 

partners 

Linda Gray 
 
 
Kath Tait 

22,785 

Notes: 
 
·  The figure for the design SLA is for revenue costs only. Capital costs (normally around £2,400,000) have not yet been agreed for 2010/11   
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Appendix 3 

YHN Efficiency summary  
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Appendix 4  

 
Responsive repairs and void works costs benchmarkin g summary  
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Appendix 5  

Major works and cyclical maintenance costs benchmar king summary  
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