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

WE COMPLETED

WE HELD

We trained

We completed

our first Market Rent Scheme
of 22 units aimed at families
and sharers in October 2014.

a Youth Conference,
Customer Conference,
Fun and Feedback Day
and Pride of Eastlands
Awards with over 1000
customers involved.

our scrutiny panel in scrutiny
techniques and they have just
completed their first review
of access to services and
customer feedback.

the first five-year cycle of
external painting across all
of Eastlands Estates.

WE LET

WE WORKED

47.52 % of our properties
to BME customers,
making sure our lettings
are fair and reflect the
communities in which we work.

WE WORKED
with customers to access
extra benefits and grants
totalling over £1.2million.

WE SUPPORTED
victims and witnesses of crime and
ASB, providing advice, equipment
and reassurance to reduce fear and
potential further criminality.

to our customers,
your communities and
your organisation

SOURCED ACCESS
to free training for staff
and customers to the
value of £3500 providing
benefits to staff and the
community.

ASB: Our
neighbourhood
wardens carried
out:
• 554 reassurance visits
• 368 hours of community
activities
• 573 response calls
• 925 rents visits
• 559 enviro reports
• 633 security items were
given out.

What a difference
a year makes

WE WORKED
with 73 of our
disabled customers
to successfully claim
disability type benefits
such as Employment
and Support
Allowance, Disability
Living Allowance and
Personal Independence
Payment totalling over
£240,000.

WELCOME
It’s been a year of big changes for Eastlands Homes
as we wished a fond farewell to our CEO Sheila Doran
on her retirement in February after nearly 10 years
leading the team.

in partnership with The Oasis Centre
supporting their work on food
poverty and health and wellbeing,
education and budgeting through
the delivery of 12 cookery classes.
We have also supported their
Christmas Sale and Get Ready for
Winter Campaign and attending
the centre to offer advice and
information to service users. Our
work with The Oasis Centre resulted
in winning the prestigious national
award from the Institute of Money
Advisers for best partnership.

We've held
regular meetings of our Board, either
as the full Board or in one of its
Committees (Audit and Risk, 		
Governance, Operations).
		
They were especially
		
concerned to make sure
that customers receive the services
they need and those that were
promised. They looked at how the
best value could be delivered in all
areas of our work for the benefit of
customers and the business as a
whole. Another priority for the Board
was to make sure that we have plans
to deal with risks for our business
and for our customers.

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 maintained
and improved performance in most areas during
the year, which is good to report.

At the same time we looked forward to an
exciting new partnership with City South Manchester.
The Board, staff and involved customers have been
Looking ahead, our focus as ever will be on
working hard to make sure that the new organisation, maintaining high quality services for you and
One Manchester, will be even stronger and ensure that your community.
your interests remain at the heart of what we do.
David Williams, Interim Chief Executive

Tenant involvement and empowerment
This is how we work with you and
deal with your complaints
Over the last year we have:
• Launched a volunteer programme for
customers.
• Helped 75 more people with literacy support
and won a national award for the programme.
• Continued to work with our youth forum on a
variety of initiatives.
• Created a digital Hub at the Anson Community
House which has led to a number of digital
projects.
• Delivered mental wellbeing training for over 20
customers.
• Recruited 12 Green Champions and delivered
a variety of green projects.
• Continued to support service improvement
groups and local TARAs.
• Trained our scrutiny panel in scrutiny techniques
and they have just completed their first review of
access to services and customer feedback.
How we plan to improve next year:
• We will support a further 50 people with literacy.
• We will help another 25 people into volunteer
positions.
• We will deliver at least four further mental
wellbeing courses for customers.

Our Scrutiny Panel will:
• Ensure the agreed recommendations from their
first review are implemented to ensure we are
continually exceeding the access standard.
• Complete two further reviews based on
priorities for the business.
• Participate in complaints appeal panels.
• Have a further round of recruitment to
continually strengthen the panel.
• Prepare an annual report to board.
Our Performance:

13/14

14/15

Satisfied views were taken into
account

78%*

76%

Calls answered

96.3%

96.3%

Contacts resolved at first
contact

83.81% 85.96%

Number of stage 1 complaints

198

193

Number of stage 2 complaints

33

39

Satisfied with the handling of
the complaint

64.2%

65.8%

Your home
This is how we make sure your homes
are safe and kept to a good standard
Over the last year we have:
• Made sure all our properties met the Decent Homes
Standard as at 31 March 2015.
• Improved the energy efficiency of our homes, helping to
reduce fuel poverty by reducing customer’s energy bills.
• Fitted a number of properties in Gorton/Longsight and
Levenshulme with new roofs and external insulation.
• Provided more enjoyable open green spaces and also
improved security by renewing fencing and providing
driveways and additional parking areas.
• Our contractor, Continental Landscapes, achieved a
cutting cycle average of 12 days.
• Inspected and maintained over 800 trees in Ardwick
and Gorton
• Completed the first five-year cycle of external painting
across all of Eastlands Estates.
• Dealt with repairs to standard voids in an average of 11
calendar days, minimising rent loss and ensuring that
properties were not left empty for any longer than was
essential.
• Serviced 100% of all gas appliances during the year.
• Replaced communal lighting with LED lighting, which
considerably reduces energy consumption.
• Installed external wall insulation to 123 homes, helping
to reduce fuel bills, which is in addition to internal
insulation to a number of homes.
• Begun the Electrical Periodic Inspection programme
(five-year cycle).
• Completed our first Market Rent Scheme of 22 units
aimed at families and sharers in October 2014.

How we plan to improve next year:
• Continue with the theme of energy efficiency and
tackling fuel poverty.
• Carry out a project to install cavity wall insulation to
properties in the Gorton and Rusholme areas, part of
which will be externally funded.
• Upgrade the heating system in one of our sheltered
schemes.
• Continue our Electrical Periodic Inspection programme.
• Aim to visit and maintain 824 trees in Beswick, Ancoats
and Clayton.
• Return to the estates in Clayton and Beswick that we
originally painted in 2009 to maintain the upkeep of
those properties.
• Our Gas team will continue with their training
programme and aim to carry out more work in-house,
including carrying out servicing to commercial boilers
and maintaining the solar panels on the multi-story
blocks, rather than sub contracting the work out.
Our Performance:

13/14

14/15

Properties with a valid gas certificate 100%

100%

Average number of repairs per
property

3.2

4.2

Average SAP rating

73.2

72.3

Satisfied with the most recent repair

96.95% 98.37%

Emergency repairs completed within 99.95% 99.93%
three hours
Urgent repairs completed
within five working days

99.46% 99.39%

Routine repairs completed within 10
working days

99.75% 99.60%

Tenancy
This is how we make sure lettings are fair and
we make the best use of our properties
Over the last year we have:
• Achieved lets to working households of 40.38%
against a target of 45%. The target was not
achieved but performance improved on the
previous year by 3.17%.
• Achieved a tenancy sustainability result
of 87.36% against a target of 86%.
• Let 47.52 % of our properties to BME
customers, making sure our lettings are fair and
reflect the communities in which we work.
• Carried out affordability assessments to ensure
our new customers are able to afford the
running costs of their new homes.

• We will be reviewing a number of policies
including allocations, tenancy and starter
tenancy policies.
• We will also be reviewing our lettable standard.

How we plan to improve next year:
• In 2015/16 we are letting to the bedroom
standard to all new customers to prevent
financial hardship for customers in receipt of
housing benefit and subject to the “bedroom
tax” shortfall in housing benefit.
• We will continue to assess customers to ensure
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.
• We are looking at the various letting age
restrictions across all of our stock with a view to
increasing accessibility to more sections of the
community.

Our Performance:

13/14

14/15

Satisfied with vfm of rent

86%*

83%

Rent collected

99.37% 99.08%

Average relet time in days

12.41

10.2

Number of tenancy
terminations
Tenancy turnover

539

403

n/a

5.15%

Rent void loss

0.67%

0.75%

Neighbourhood and community
This is how we keep your
neighbourhoods safe and clean
Over the last year we have:
• Continued to raise awareness of how to
report incidents of ASB and crime including
hate crime and domestic abuse.
• Supported victims and witnesses of crime
and ASB, providing advice equipment and
reassurance to reduce fear and potential
further criminality.
• Used the NH warden service to deliver
crime prevention messages and educated
communities on the impact of crime
and ASB.
• Supported 84 people through our early
intervention scheme.
• Introduced new ways of working to ensure
that wardens could spend more time
patrolling and supporting our communities.
• Introduced a safeguarding register which
will capture all immediate safeguarding
referrals and these will then be reported
to operations board.
• Embedded vulnerability policy and
safeguarding procedures into service.

There have been 768 ASB cases,
these include:
•2
 14 noise cases
•1
 7 hate incidents
•1
 06 domestic abuse incidents
•1
 98 tenancy warnings
•2
 3 legal actions
How we plan to improve next year:
•T
 o keep our communities looking clean and
tidy our NHW service will work with MCC to
support the effective enforcement of litter,
dog fouling and graffiti.
•W
 e’ll be reviewing our ASB policy to ensure
it’s fit for purpose.
•W
 e’re also going to look at joint working
initiatives to enable us to deliver support
and work to resolve ASB.
Our Performance:

13/14

14/15

Satisfied with the neighbourhood 83%
as a place to live
Number of new ASB cases
896

79%

Satisfied with how ASB case
was handled

94.1%

91%

*2013/14 results relate to most recent
STAR survey, conducted in 2012/13.

849

Rent This is how we
help you pay your rent
Over the last year we have:
• Collected just under £32million in rent and service
charges. Rent arrears owed to Eastlands Homes from
current customers increased by just under £8,000.
• Served 1,317 Notices of Seeking Possession,
obtained 108 Court Orders and evicted 25
customers for non-payment of rent.
• Helped customers obtain Discretionary Housing
Payments (DHP’s) from Manchester City Council
with 696 customers being awarded over £260,000.
• Had an increase in demand for our debt advice
service and helped 116 customers with a total debt
of just over £350,000.
How we plan to improve next year:
• We will restructure the way that we work and put
more emphasis and support in place for early
intervention and pre tenancy support to help
customers as soon as we think there may be
a problem.
• We will look at the ways in which we communicate
with customers. We plan to send more text
messages, increase the use of social media and
reword some of our rent letters making more use
of plain English, use less jargon and include a visual
representation on some of our letters.
• We are looking to extend the use of outreach
locations such as community houses and libraries.
• We plan to provide more support to customers who
are affected by welfare reform changes such as the
changes to disability benefits, the increasing use of
sanctions to benefits.
• We will continue to look at the way that rent is
calculated and is made as transparent as possible
by distinguishing between rent and service charges.

Governance and financial
viability This is how we make
sure we are cost effective and
efficient
Over the last year we have:
• The Board spent time looking at the future for
Eastlands Homes, how it could best deliver its
services and make a positive impact for the
benefit of its communities and the residents
of Manchester as a whole. Discussions were
held with the Board of City South Manchester,
exploring how a better deal might be created
for our communities by working together to
deliver an enhanced future, and to create
improved opportunities, and we started to
work towards establishing a partnership.
How we plan to improve next year:
• Next year the Board will be working hard to
make sure that the new partnership works
well for our communities and that the planned
opportunities and improvements are delivered.

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
offer good value for money for our customers.
This means making our services as efficient and
effective as possible, reducing and making the
most of what we spend, reducing waste, and
maximising our income through rent collection
and finding other sources of money, such as
external grants and funding.
Over the last year we have:
• Retendered our community alarm provider
saving £58,000 and retained the same service
at the reduced cost.
• Renegotiated some of our ICT support
contracts saving £61,000.
• Used student placement on projects
rather than employ temporary staff saving
£6,000 and supporting a local partner
organisation and providing opportunities
for local students.
• Provided savings to customer bills with
the fitting of LEDs to the region of £2000.

Where our money comes from 2014/15
Rents

31,540,000

Service charges

1,288,000

Loan drawdown

6,850,000

Gap funding

0

Other
Total turnover

427,000
40,105,000

Where your money went 2014/15
Investment programme

16,840,000

Repairs and maintenance

6,329,000

Interest on loans

4,869,000

Management costs

9,666,000

Other
Total turnover

2,353,000
40,057,000

How to contact us:
Eastlands Homes Partnership Limited
Eastlands House
Victoria Street, Openshaw
Manchester M11 2NX
Tel: 0161 274 2390
www.eastlandshomes.co.uk
eastline@eastlandshomes.co.uk
/Eastlandshomes
@eastlandshomes

