What a difference
a year makes
Our Annual Report
for tenants 2014/15

We connected over 50 local residents
to HOME, the new theatre and cinema
venue at First Street. We are now working
on a calendar of activities which will
connect residents and community groups
across One Manchester neighbourhoods
to cheap theatre and cinema.

WE Let 231 homes
- 19 more than
the previous
year - and 63%
of our empty
homes were
accepted on the
first offer.

We secured 'social value' benefits resultING in
the full remodelling of the kitchen to the
community resource, WilL Griffiths Court, worth
£10,000. The new kitchen has greatly benefited
the local community as a range of events for
local residents have taken place.

What a difference
a year makes
to our tenants,
your communities and
your organisation

WE Carried out
joint inspections
of our
neighbourhoods
with residents.
We also
carried out
scored
inspections
with residents
at our 12
high-rise
blocks.

We helped 73
people into jobs.
252 of our customers engaged
with the youth network.
95% of those who took part found
our employment training helpful.

We worked with our customers to secure
benefit entitlements of £230,000, advised on
debt management and helped our customers
reduce rent arrears by £78,000.

WELCOME
Welcome to our Annual Report to Tenants,
the document we produce every year to tell
you about our key achievements, and to let
you know about what we’ve got planned for
the year ahead.
We’re looking forward to entering an exciting
new partnership with Eastlands Homes, in
April 2015. Our Board, staff and involved
customers have been working hard to
make sure that the new organisation, One
Manchester, will be even stronger, and we’ll
ensure that we keep your interests at the heart
of what we do.
Unfortunately the economic outlook remains
difficult and we will continue to support our
customers through a range of services aimed
at helping with employment and financial
advice, together with practical measures to
reduce costs.
In terms of our core services, we’re pleased
to report that key successes have included
giving one-to-one financial support to more
than 100 tenants as well as securing external
funding of over half a million pounds and help
make our stock more energy efficient.

This year also marked the completion of our
first new build development - 12 flagship family
homes in Moss Side available for affordable
rent. We also bought five properties, helping
owner occupiers unable to make their mortgage
repayments to remain in their own homes.
Housing associations are now facing some
real challenges but we are determined to
remain positive in our approach to meeting
the needs of our communities. We will need to
explore new ways of generating income which
can be reinvested into our communities, so
that we can continue to provide the homes
and support people need to succeed but this
will not change our purpose.

Dave Power,
Chief Executive.

Tenant involvement and empowerment
This is how we work with you and
deal with your complaints
Over the last year we have:

Our Performance:

13/14

14/15

• Continued our connection with the Royal
Exchange Theatre with our Culture Connect
project. 40 people took part in four trips to
see shows including ‘Around the World in 80
Days’ and ‘Little Shop of Horrors’.

Overall satisfaction with
customer service
Satisfaction with opportunity
to participate
Satisfaction with being kept
informed
Satisfaction that views are taken
into account
Calls answered

n/a

91.4%

91%

93.9%

Calls resolved first time

83%

81.4%

Stage 1 complaints

33

19

Stage 2 complaints

1

0

Average complaint response
time in days
Satisfaction with the handling of
the complaint

10.7

10.4

• Developed a group of 23 Cultural
Ambassadors who started work on our first
creative project with the Royal Exchange:
‘Photographic Party Time’.
• Taken part in 2014’s Pride Parade, with over
30 tenants helping to dress our float.
How we plan to improve next year:
• We’ll work to develop a new project aimed
at tackling isolation in multi-storey homes in
Hulme and Gorton.
• We are working with REEL Mcr on a Heritage
Lottery bid for a project on the most recent
regeneration of Hulme, from concrete estate
to a place of choice. This will be an oral
history project which will involve young people
interviewing older residents and former
residents. The young people involved will
learn filmmaking, project planning, research
and other skills which will result in a film
record of the project.

91.5% 93.7%
89.7% 90.9%
87.4% 86.7%

70.3% 85.7%

Your home
This is how we make sure your homes
are safe and kept to a good standard
Over the last year we have:
• Completed Grounds Maintenance on our open
space and communal gardens.
• Gas serviced 100% of our properties, and all have
been issued with a valid gas safety certificate.
• Continued domestic electrical testing on a
five-year cycle, with work being undertaken
by subcontractors.
• Completed a pilot property MOT scheme
in March 2015.
• Insulated and refurbished 84 walk up flats on
the Loxford estate in Hulme. Built in 1952, an
unusual method of construction meant they were
difficult to heat in winter. We carried out cavity
and external wall insulation which has significantly
reduced heat loss and customer heating bills.
• Improved the energy efficiency of our homes
helping to reduce fuel poverty by reducing
customer’s energy bills.
• Identified 800 properties with poorly
insulated and obstructed cavities, in order
to correct this we have extracted the old cavity
wall insulation / debris and have re-blown the
cleaned cavities with modern high performance
cavity wall insulation. Customers properties
now stay warmer for longer due to significantly
reducing heat loss through the external walls.

How we plan to improve next year:
• The Grounds Maintenance Team will move onto
their winter programme in October and will also
continue work for St Mary’s school and the
Big Life group. The tree programme includes
planned work across all neighbourhoods
during 2015/16 – the team will also be tackling
Japanese knotweed treatment in house.
• The Repairs Team will continue to undertake the
voids and reactive repairs, also including work
on any properties not completed under the
decent homes programmes and acquisitions
including mortgage rescue. In addition the
team will be completing handyman repairs for
tenants/ leaseholders.
• The CSM gas team plans to start to undertake
Gas Servicing in-house, generating a saving on
the current arrangement. Electrical periodic /
domestic testing will continue on a five-year cycle.
Our Performance:

13/14

14/15

Properties with a valid gas certificate 100%

100%

Average number of repairs
per property
Average SAP rating

3.4

3.5

74

76

Satisfied with the most recent repair 96.8% 99%
Satisfied with our lettable standard

96%

93.3%

Average standard void
turnaround time in days

9.8

9.6

Tenancy, lettings and rent
This is how we allocate our properties to new
tenants and how we set and collect rent
Over the last year we have:

How we plan to improve next year:

• Let 60.3% of new tenancies to either
part-time or full-time working households.

•W
 e will be reviewing a number of policies
including allocations, tenancy and starter
tenancy policies.

• Continued to allocate most of our homes
through Manchester Move’s ‘choice based
lettings’ scheme. In 2014/15 there were
21,478 individual bids for 220 City South
properties advertised – an average of 98 bids
per property.
• Collected 99.6% of the rent due to us.
• Given one-to-one financial support to more
than 100 tenants, via our Money Mentors to
help them manage their finances and deal
with debt.

•W
 e will also be reviewing our lettable
standard.
• We
 will continue to assess customers to
ensure that they can afford their new homes
and give advice and assistance where
appropriate.
• We
 are increasing our tenancy support offer
for customers in order to improve tenancy
sustainability.
Our Performance:

13/14

Satisfied with vfm of rent

88.3% 94%

Rent collected

100%

99.6%

• Worked with other landlords in Manchester
to invest in Smarterbuys – the scheme
that offers tenants household goods with
affordable weekly payments.

Average relet time in days

22

20.9

115

99

• Assisted 159 of our tenants, via our
Money Mentors.

Average number of bids per
property
Number of rent evictions

19

24

Number of tenancy terminations

216

229

Tenancy turnover

5.03% 5.3%

Rent void loss

0.5%

• Trained even more of our staff to give detailed
financial support to residents to help them
with benefits, debts and budgeting.

14/15

0.53%

Neighbourhood and community
This is how we keep your
neighbourhoods safe and clean
Over the last year we have:

How we plan to improve next year:

• Worked with MCC to deal with issues of
flytipping and dumping. Regular clean-up
events and litter picks were held.

•W
 e will review and develop walkabouts/
inspections to ensure they deliver real
change.

• Introduced new collection arrangements in
some of our neighbourhoods, including the
removal of black bins, replacing them with
collection points.

•W
 e will introduce neighbourhood champions
and teams and develop Neighbourhood Plans
to deliver change and improvement.

• Worked closely with partners to tackle ASB.
We’ve carried out ‘report in confidence’
events across the neighbourhoods - getting
people to be confident about reporting issues
to the right agency. A good example of
working closely with partners is the ongoing
Moss Side joint approach to providing
outreach youth workers in Moss Side, funded
by CSM, Mosscare, GMP, Manchester
Academy and MCC.
• Embedded vulnerability policy and
safeguarding procedures into service.
• Introduced a new system for monitoring
safeguarding cases.

•W
 e will further develop partnership working
to deliver effective improvement for VFM.
•W
 e will continue to roll out ‘report in
confidence’ across all areas.
Our Performance:

13/14

14/15

Satisfied with neighbourhood as 83%
a place to live
Number of new ASB cases
393

94%
324

Number of ASB evictions

1

3

Satisfied with how ASB case
handled

95%

87.7%

Value for money
This is how we make sure we
are cost effective and efficient
A key consideration in all areas of our work is to
projects and help make our stock more
offer good value for money for our customers.
energy efficient.
This means making our services as efficient and • W
 orked with our customers to secure benefit
effective as possible, reducing and making the
entitlements of £230,000, advised on debt
most of what we spend, reducing waste, and
management and helped our customers
maximising our income through rent collection
reduce rent arrears by £78,000.
and finding other sources of money, such as
• Secured in-kind benefits from our partners and
external grants and funding.
suppliers of over £36,000. This took the form
City South is required by our regulator to produce
of things like free of charge courses and college
an annual Value For Money Self Assessment.
assessments and opportunities to pursue
We’ll be putting a summarised version of that
qualifications and attend training events.
report on our website later in the year so all
Money received 2014/15
tenants can see what we’re doing to offer our
customers more value for money. We’ll also be
Lettings to tenants (including
18,023,000
providing more regular updates on this through
rents and service charges)
our tenant newsletter and website.
Over the last year we have:
• Completed gas servicing using our in-house
team, saving £37,000.
• Undertook repairs work for other community
groups, generating around £22,000 for the
Trust.
• Set up City South Developments Ltd in order
to save VAT on new-build development fees.
In 2014/15 this amounted to £178,000.
• Secured Eco funding of over half a million
pounds to subsidise our improvement

Other housing activities
145,000
(including leaseholder charges)
Other activities (including
1,066,000
grants)
Total turnover
19,234,000
Money spent 2014/15
Managing and improving our
homes
Other activities

12,143,000

One off adjustments
Total costs

463,000
14,584,000

1,978,000

How to contact us:
City South Manchester
Turing House
Archway
Manchester M15 5RL
Tel: 0161 227 1234
www.citysouthmanchester.co.uk
info@citysouthmanchester.co.uk
/CSMHousingTrust
@CSMHousingTrust
/city-south-manchester-housing-trust

