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The Gateshead Housing Company
Working with Gateshead Council

RESOURCES COMMITTEE

24 February 2015

PRESENT:

Directors

John Hamilton (Chair)
Sheila Bouitieh
Elizabeth Bird

Robert Buckley
George Clark

Mick Davison

Tracy Harrison

Advisers

Jon Mallen-Beadle Managing Director

Neil Bouch Director of Customers and Communities

Natalie Hewitt Head of Corporate Services

Jennifer Aston Support Services Manager

Louise Taylor Involvement and Diversity Manager

Debbie Taylor Support Officer

Apologies

Kathryn Ferdinand

36 TRACY HARRISON
Tracy Harrison was welcomed to her first meeting of the committee since being
appointed onto the Board as an Independent Director.

37 MINUTES
The minutes of the last meeting of the committee held on 4 November 2014 were
approved as a correct record.

38 MATTERS ARISING — HEALTH AND SAFETY UPDATE
The committee had been provided with a response to the queries raised at the
last meeting in relation to fire alarm tests.

39 BUDGET 2015/16

Following the submission of the Company’s management fee paper and
subsequent meetings, the Council has agreed to pay the Company fees totalling
£32.759 million for the 2015/16 financial year, consisting of £13.485 million for
the management fee and £19.274 million for the repairs fee.
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The management fee for 2015/16 has increased from the £30.561 million agreed
in 2014/15. The Council agreed to pay the additional management fee to cover
the 2.2% pay award to employees, additional posts to prepare and manage the
impacts of welfare reform and universal credit, costs associated with the
extension of the repairs contract, an increased painting programme and other
specific budget pressures.

Additional management fee has been agreed in relation to additional posts
required to manage and mitigate the impact of universal credit, to manage the
extension of the repairs contract and also to extend the temporary posts in
relation voids that were approved at a previous committee. Approval is required
by the committee to recruit to these additional posts and extend the temporary
posts agreed previously for an additional year.

A statement showing the proposed balanced budget for 2015/16 together with,
for comparison purposes, the 2014/15 annual budget was submitted.

The committee asked why there was an inflationary 7.5% increase in electricity
charges based on advice from the Council. It was agreed that a response would
be provided to the committee as soon as possible.

RESOLVED - (i) That the Board be recommended to approve the revenue
and repairs budgets for 2015/16, subject to formal
confirmation of the fees by the Council.

(i) That the committee receive further updates about any
subsequent changes to the budget.

(i)  That the extension of the temporary posts agreed as part
of the 2015/16 management fee agreement be approved.

(iv)  That the committee place on record its thanks to all
employees involved in receiving such a positive report.

VALUE FOR MONEY STRATEGY

A Value for Money (VFM) Strategy 2012-15 was approved by the Board on 20
March 2013.

An updated Strategy has been developed with the Value for Money and
Environmental Management Service Improvement Group (SIG).

The Strategy has been produced to detail how VFM is defined and how this links
in to the regulatory framework as set out by the Homes and Communities Agency
(HCA).

The Strategy details the Company’s approach to meeting VFM and how that is
embedded in the Company’s culture.

It was noted that the stock condition survey would be a key part of value for
money moving forward and would be included in a future VFM Strategy.

RESOLVED — That the Board be recommended to approve the updated VFM
Strategy, which are attached at Appendix A to these minutes.
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SOCIAL MEDIA POLICY

The Company has successfully used social media for some time to engage
tenants and stakeholders through the Communications Team in a controlled
environment. However, it is aware that many of its employees regularly use
social network sites such as Facebook, Twitter, Instagram and Myspace outside
the direct control of the organisation.

A Social Media Policy has been developed to provide guidance on personal use
of social media in work and outside of work. A copy of the Policy was submitted.

The Policy applies to all employees and Board Members of the Company and
Keelman Homes.

RESOLVED - (i) That the Board be recommended to approve the Social
Media Policy, which are attached at Appendix B to these
minutes.

(i) That the Policy be reviewed annually.

(i)  That the committee receive updates on progress.
DATE AND TIME OF MEETINGS 2015/16
RESOLVED — That the following schedule of meetings in 2015/16: -

Tuesday, 5 May 2015 at 2pm

Tuesday, 8 September 2015 at 2pm
Tuesday, 3 November 2015 at 2pm
Tuesday, 23 February 2016 at 2pm

MANAGEMENT ACCOUNTS - THIRD QUARTER 2014/15

The committee received an update on the management accounts for the third
quarter of the financial year 2014/15.

The Management Accounts Revenue shows a surplus for the third quarter of
£419,000. This is due to an increase in income from properties owned by TGHC,
slippage on vacant posts, one off credits for communal gas supplies and
overhead budgets where spend will not be realised until later in the year.

The £402,000 under spend on employee costs is mainly due to slippage on
vacant posts.

The overhead costs are under budget by £81,000 to the third quarter. This is
mainly due to one off credits received in relation to communal gas supplies and
budgets that are traditionally not spent until later in the year.

It is being forecasted that overheads with come in £259,000 over budget for the
year due to increased costs being incurred at Keelman Homes, prior to it being
handed back to the landlord, and a full year charge being made for the Civic
Centre (when budgets were based on eight months).
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A one-off contribution to the Credit Union of £30,000 has also been requested in
relation to assisting with set up costs of the new premises in Gateshead Town
Centre and support to TGHC in preparation for the implementation of universal
credit.

At the year end, it is being forecasted that the revenue budget will have a surplus
of £113,000 overall.

The overall position for repairs at the end of the third quarter is an under spend of
£740,000. Although the position at the end of the third quarter would suggest
that spend is reducing since last year, there are still some areas of concern
within the budget and it is currently being forecasted to be overspent by
£356,000 by the end of the financial year.

RESOLVED - (i) That the committee’s is satisfied with the financial
management of the revenue and repairs budgets for the
third quarter of the 2014/15 financial year.

(i) That the one-off contribution of £30,000 to the Credit
Union be approved.

(i)  That the committee place on record its thanks for a very
detailed report and the good work on the part of officers.

(Note: Mick Davison declared an interest in this matter due his involvement with
the Credit Union and withdrew from the room during consideration of this item

only).

SICKNESS ABSENCE AND HR UPDATE

The committee received an update on general HR initiatives and developments
from April to December 2014, including sickness absence and learning and
development activity.

The total sickness absence for the period equates to 6.26 days per person,
compared to 5.52 days for the same period last year, which is an increase of
11.82%.

Short term absence is defined as a period of less than 15 working days in
duration and long term absence is greater than 15 days in duration. Short term
absence for the period was 2.67 days per person and long term absence was
3.59 days. This compares with 2.14 days short term absence and 3.38 days long
term absence for the same period last year. This represents an increase of
19.85% in short term absence and an increase of 5.85% in long term absence.

The biggest cause of absence for the period was stress related with 491.50 days
lost compared to 373 days lost last year. This is an increase of 24.11%.

270.05 days of stress related absence was reported as non work related stress.

This equates to 54.94% as non-work related absence and 45.06% work related
absence.
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Of the 491.50 days lost to stress related absence, this equated to 20 employees,
12 of which reported non-work related stress and eight reported work related
stress.

Post operation related absence was 461.20 days for the period, compared to 516
days for the same period last year. This equates to a 10.62% decrease.

The Company has held 24 short term sickness review meetings during the period
which resulted in three first written cautions and one final written caution being
issued and two existing cautions being issued. 17 long term absence review
meetings were held in line with procedure two during the period.

In February 2014, the Company headquarters co-located in Gateshead Council’s
Civic Centre. The co-location has meant that there are some difficulties in
delivering the same service in the new location. The most pressing concern is
room availability and confidentiality to deliver the two weekly occupational health
appointments and delivery of wellbeing initiatives.

Gateshead Council offer occupational health referral and review with slot in
appointments with a qualified Doctor, OH nurse or counsellor. Several meetings
have been held with the Council to consider sharing services. Whilst it is difficult
to compare like with like, it is considered that efficiencies to be gained if the
Council provides a comparable service to Service Medical. The cost of the
Council’s service provision is £9.70 per employee (c. £3,113.70 for 321
employees) to include physiotherapy, which is a reduction on the cost per
employee for Service Medical.

The Company has discussed the importance of close working relationships with
the Council to help it develop individual and companywide solutions and
initiatives which may fall outside of a service level agreement. The Council is
supportive of the Company’s approach and have confirmed they will do all they
can to work with it on this aspect of activity.

Options for the service include remaining with the current provider Service
Medical and to manage the concerns about room availability and confidentiality
or to appoint Gateshead Council to provide an occupational health and wellbeing
service which would result in an overall efficiency saving.

Having considered the difficulties with the current service provision, it is proposed
that Gateshead Council be appointed to deliver an Occupational Health service
as part of a Service Level Agreement (SLA).

The committee also received details of other initiatives and developments, work
life balance, investigation and disciplinary, grievances, bullying and harassment,
probity, recruitment, the Childcare Scheme and learning and development
activity.

RESOLVED - (i) That the committee is satisfied with the update on
sickness absence and HR developments.

(i) That Gateshead Council be appointed to deliver
Occupational Health Services in an SLA with effect from 1
March 2015 for a period of 12 months and to receive
updates on progress.
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HEALTH AND SAFETY UPDATE

The committee received a report on the following health and safety activities for
the period October to December 2014: -

e Partners activity

Accident reporting

Asbestos management

Fire safety management

Legionella Control

Fire alarm systems and sprinkler system
Emergency lighting

Non domestic gas boilers

Bin chute fire shut off tests and inspections
Lightning protection inspection

Lift maintenance

Company construction related activities
Health and Safety Legislation changes

At the July 2014 Board Meeting, a number of proposals relating to the future
delivery of health and safety were approved. An action plan was developed to
monitor progress against the proposals and an updated action plan was
submitted.

Reference was made to the five activations of the fire alarm at Regent Court. It
was noted that the kitchens face out onto the corridors and smoke from these
can sometimes set off the fire alarm in the corridors.

The committee asked if the information in future updates could be consistent and
relate to the same reporting period.

RESOLVED — That the committee is satisfied with the update on health and
safety activities for the period October to December 2014.

EQUALITY AND DIVERSITY — UPDATE

The committee received a summary of equality and diversity work within the
Company in the third quarter of 2014/15.

The Company continues to collect a range of information from customers to
understand the communities it is working in and ensure that it can plan services
effectively.

In the latest assessment of Customer Service Excellence, the Company's
approach to customer insight and using this information to shape and target
service delivery was highlighted as an area of strength.

The Board received, at its meeting in November 2014, information from the Let’s
Get Digital Survey which provided information about the access a sample of
TGHC tenants and leaseholders have to online services.

Following on from this survey, the Company has commissioned a customer
insight project to look at information across all its tenants and leaseholders to
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develop a better picture of how ready customers will be to access online services
and in particular to be able to apply for Universal Credit when this is rolled out.

The Company is due to receive the report of this work in mid-February, the
results of which will be reported to a future meeting of this committee.

In the last quarter, the Company began the refresh of all employees’ equality and
diversity e-learning.

The company recently received the results of this year’s Stonewall Workplace
Equality Index which measures how LGBT inclusive organisations are. The
framework for the index was revised this year which has seen the Company fall
in the index, scoring 79 out of 200 this year, compared to 128 out of 200 last
year. Whilst this may seem like a significant drop, this has been discussed with
the Stonewall Workplace contact who has confirmed that following the update of
the framework this has happened across the majority of organisations submitting
information.

A meeting has been set up with Stonewall to get specific feedback about the
Company’s submission and identify an action plan to improve for 2015/16.
Further information will be brought to a future meeting of this committee.

The Company has continued to work with partner organisations to promote
equality issues within the community.

Following development of the Company'’s five year plan, it will be working with
tenants and leaseholders to develop its Equality and Inclusion Strategy.

The Company has held initial discussions with a local organisation Tyne Trans
about how it may be able to work together to understand some of the issues that
affect its trans tenants and deal with issues effectively.

RESOLVED — That the committee is satisfied with the equality and diversity
activity carried out in the third quarter of 2014/15.

DATE AND TIME OF NEXT MEETING

The next meeting of the committee will be held on Tuesday, 5 May 2015 at 2pm
at Gateshead Civic Centre.

EXCLUSION OF THE PRESS AND PUBLIC
RESOLVED — That the press and public be excluded from the meeting during
consideration of the remaining business in accordance with the

indicated categories of the Company’s Access to Information
Rules.
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Appendix A

Value for Money Strategy
Welcome

At The Gateshead Housing Company we are committed to providing high-quality
services, especially those that offer best value, to our customers.

The company has developed a revised Value for Money (VFM) strategy. The strategy
will underpin the company’s values and ensure that housing services provided in
Gateshead are efficient, effective and economical.

Our approach to VFM is based on working with customers, colleagues and partners to
challenge how we deliver services, how we can improve them and how we can achieve
the best possible price for services and goods procured.

The Homes and Communities Agency’s framework for social housing has a specific
VFM standard. While ALMOs are not regulated through this standard, we consider the
standard to provide best practice. The standard states that organisations should
articulate and deliver a comprehensive and strategic approach to achieving VFM in
meeting their organisation’s objectives.

The housing company’s approach to achieving this standard and producing this strategy
has been developed with customers and sets out our aims.

Paul Foy Jon Mallen-Beadle
Board Chair Managing Director
(Pic) (Pic)

Introduction

The Gateshead Housing Company (TGHC) is an arms-length management organisation
(ALMO) working with Gateshead Council to deliver services to tenants and leaseholders
who reside in Council properties within the borough.

Since the company was created in 2004 we have aimed to provide excellent housing
services that are economical, efficient and effective to all our customers.

Our vision
To provide excellent homes and housing services
Our mission statement

To work in partnership with residents and the community to create homes and
neighbourhoods that meet the aspirations of the people of Gateshead

Our values

We will achieve this by:
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Being a listening and learning organisation

Being honest, accountable and transparent

Being motivated, trained and committed

Being customer focused, innovative and professional
Caring and respecting, embracing equality

A commitment to all our employees.

The Homes and Communities Agency

The Homes and Communities Agency (HCA) became the social housing regulator in
April 2012. The HCA's role was identified within the Localism Act 2011, and the
Secretary of State directed specific standards for it.

The HCA produced ‘The regulatory framework for social housing in England’. Under this
framework the regulator has distinct roles in relation to economic and consumer
regulations. Economic regulation applies to private registered-housing providers in
isolation and is a proactive form of regulation. Consumer regulation is a more reactive
form of regulation and is applicable to all registered housing providers.

Economic standards are:

¢ Value for Money
e Governance and Financial viability
e Rent.

Consumer standards are:

Tenant Involvement and Empowerment
Home

Tenancy

Neighbourhood and Community

The VFM standard stipulates:

Registered housing providers shall articulate and deliver a comprehensive and strategic
approach to achieving VFM in meeting their organisation’s objectives. Their boards
must maintain a robust assessment of the performance of all their assets and resources
(including financial, social and environment returns). This will take into account the
interests of and commitments to stakeholders, and be available to them in a way that is
transparent and accessible. This means managing their resources economically,
efficiently and effectively to provide quality services and homes, and planning for and
delivering ongoing improvements in VFM.

Registered providers shall:

e Have a robust approach to making decisions on the use of resources to deliver the
provider’s objectives, including an understanding of the trade-offs and opportunity
costs of its decisions

e Understand the return on its assets, and have a strategy for optimising the future
return on assets — including rigorous appraisal for all potential options for improving
value for money, including the potential benefits in alternative delivery models —
measured against the organisation’s purpose and objectives
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e Have performance management and scrutiny functions which are effective at driving
and delivering improved value for money performance

e Understand the costs and outcomes of delivering specific services and which
underlying factors influence these costs and how they do so.

A Registered Providers Board shall demonstrate to stakeholders how they are meeting
this standard. As part of that process, on an annual basis, they will publish a robust self-
assessment which sets out, in a way that is transparent and accessible to stakeholders,
how they are achieving VFM in delivering their purpose and objectives.

The assessment shall:

¢ Enable stakeholders to understand the return on assets measured against the
organisation’s objectives

e Set out the absolute and comparative costs of delivering specific services

e Evidence the value-for-money gains that have been and will be made and how these
have and will be realised over time.

While the VFM Standard will not be regulated by the HCA, as TGHC are not a
Registered Provider, the principles underlying the standard are considered best practice
by TGHC. By aiming to meet these principles, TGHC is able to demonstrate to
customers that the organisation is committed to providing services which are VFM.

How we aim to meet HCA standards

TGHC aims to meet HCA standards by providing excellent customer services to tenants
and leaseholders in Gateshead.

With help from our customers, we have developed service standards for the range of
services we provide. Our service standards are measured using monitoring systems
and satisfaction surveys. Performance results are reported to Service Improvement
Groups, Management Team, TGHC Board, Gateshead Council and customers via our
website and customer newsletters.

The Gateshead Housing Company Annual Report to Tenants and Leaseholders
A working group of tenants and leaseholders works with TGHC to develop an annual
report. The report covers the services we provide, what we have achieved in the
previous financial year, and our plans for the future.

The report also explains how we spend the money we receive from tenants’ rent and
leaseholder service charges and how we perform against some of our key performance
indicators and service standards.

The report is distributed to all customers and allows them to challenge our services and
performance and make suggestions on how we could further improve.

What is VFM?
Attaining VFM means obtaining the maximum benefit from goods and services acquired

and provided within available resources. It involves efficiency, effectiveness and
economy.
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Efficiency
This is a measure of productivity — how much you get out in relation to what you put in.
It is the efficiency of converting resources (inputs) into results (outputs).

Effectiveness
This measures the impact of obtaining value for money. It can be quantitative (the
amount of effectiveness) or qualitative (the value of effectiveness).

Economy
This is the price paid (the impact on people as well as actual money spent) for providing
a service at best value, taking price and quality into account.

VFM is embedded in the culture of TGHC and is a key objective in the Business and
Delivery Plans.

Many external drivers have supported the company’s philosophy to achieve VFM:

e Best Value — introduced in 1999 to ensure the delivery of quality services at the best
price

e Byatt Review — published in 2001, this set out key recommendations to align
procurement and best value

e Gershon Report — published in 2004, this focused on releasing resources to frontline
services by implementing robust procurement practices and supporting the efficiency
agenda.

It is more important than ever to ensure we secure value for money in our everyday
working practices, and with the introduction of the Localism Act 2011, there is a new
focus on VFM, patrticularly within the housing sector.

TGHC is funded by Gateshead Council to manage the housing stock in Gateshead. The
management fee is made up of a management element (approximately 42.3%) and a
repairs element (approximately 57.7%). The management fee is currently our main
source of income.

Securing additional resources will be increasingly important during the coming years as
budgets will become tighter. We must endeavour to manage effectively the aspirations
of our customers and ensure the future investment needs of the housing stock are met.

Embedding VFM within the culture of the housing company

TGHC has a strong commitment to VFM which is reflected in both the business plan
and the annual delivery plan. There is a strong culture of ‘do the right thing’ and ‘do
things right’ which helps ensure that the services we deliver to customers are efficient,
effective and economical.

VFM is a key driver in all of the services we deliver to customers and is an area that is
constantly monitored by the Board and committees. VFM implications are included in all
Board and committee reports, ensuring that all services consider VFM in the decisions
they take.

The Board and committees challenge officers of TGHC on the principles of VFM,

ensuring that this is considered in the decisions taken by senior officers on behalf of
members and also in the day-to-day work of TGHC.
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Annual management fee discussions with Gateshead Council outline the savings and
efficiency targets to be met. A 2% efficiency target was exceeded in 2013/14 with a
result of 4.31%. The efficiency saving was based on the company’s management fee
being reduced by 1.41% from the fee received in 2012/13, plus 2.9% (the RPI increase
during those 12 months, for which we did not receive any increase in management fee).

The 2014/15 efficiency target is set at 2% and was approved by customers and the
Board, and agreed with the Council.

Benchmarking

TGHC are members of the HouseMark benchmarking group, which helps social housing
landlords compare the costs of service delivery, resources and key performance
indicators across all areas of the business.

HouseMark conduct an annual benchmarking exercise to analyse all areas of the
business. This is used to identify high performing, low cost organisations from which
best practice and learning can be obtained.

Using the HouseMark results, TGHC have the ability to target those areas that are low
performance and high cost and make the appropriate improvements to achieve VFM.

Services are expected to use benchmarking information to reduce costs, improve
performance, learn from best practice, change procedures and processes to achieve or
enhance methods of working, and reduce unnecessary expenditure where appropriate.

The Value for Money and Environmental Management Service Improvement Group,
which is made up of tenants and leaseholders, was established to work with the housing
company to secure VFM in the housing services provided.

As part of the SIG work plan, they requested that Service Managers attend the
meetings to explain how VFM is being achieved in their service. The SIG have currently
received presentations from:

Neighbourhood Relations Team
Leaseholder Team
HomeRepairs

Multi Storey Housing Manager
Lettings Team

Presentations have been informative and well received by the SIG. Group members are
keen to promote the need to benchmark services and achieve VFM. Managers have
provided information on how Cost per Property (CPP) has increased or decreased when
comparing the current and previous financial year and information has been provided in
graph format to show cost savings progression and how this compares to KPI
performance.

The SIG acknowledge that some high performance attracts high cost however they are
keen to promote a move to reducing costs.

Examples of how services have achieved VFM through comparing with others are
included in Appendix 1.
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Performance

TGHC measures key performance indicators which are included in the delivery plan.
Performance results are scrutinised monthly by the Management Team and quarterly by
the Board.

Service Improvement Groups (SIGs), which consist of tenants and leaseholders,
scrutinise performance indicators relating to a service area, which allows customers to
directly feed back their opinions of performance to service managers and allow for
further service improvements.

Targets

Performance targets are set annually by service managers and, where possible,
consulted on with SIGs and the Council before they are approved by the Board. Targets
set are required to be challenging, meet SMART objectives and are developed using
HouseMark top quartile benchmarking results.

Performance reports are produced each month, detailing current performance results,
the performance position at the end of the previous financial year and the target being
aimed for in the current financial year.

Service managers have the ability to add commentary to the performance report. This
gives an opportunity to share how the performance result was achieved. Where
performance has increased or reduced, service managers can explain why and how we
will work to maintain or improve this in the future.

Performance indicator results are shared with customers via our customer newspaper
and SIGs.

At the end of each quarter the housing company’s website is updated with current
performance results that are most relevant to customers — such as repairs, rent
collection, anti-social behaviour and home improvements.

A quarterly performance report for all of our indicators, showing how all services are
performing, is also displayed on the website.

Budgets

Budgets are set using a zero-based budget approach, which means each year they are
developed from ‘zero’ and are not influenced by how much has or has not been spent in
the previous year.

Budgets are built up using the staffing structures and discussions are held with budget
holders to determine budgetary requirements.

Efficiency savings as well as customer priorities are highlighted and reflected in the
budgets. We produce monthly management accounts which enable budget holders to
manage spend, ensuring that they remain within budget. We also produce quarterly
management reports for Resources Committee, Board and Gateshead Council, which
allows for further scrutiny of the company’s financial management.

Annual financial statements are produced, which are externally audited to ensure that

they meet all requirements. Monitoring of financial statements and management
accounts allows for appropriate control that ensures efficiencies are maximised,
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allocated and redirected where appropriate to ensure a high level of customer service is
delivered.

Procurement

Effective procurement (or obtaining goods or services at the right price) helps TGHC
achieve its aims and objectives by delivering high-quality services which meet the
current and future needs of our customers and are based on VFM principles.

The company encourages competition and welcomes bids from new and established
suppliers. Contracts are awarded in terms of ‘VFM’ and, while the housing company
cannot discriminate in favour of locality, we are committed to supporting and
encouraging local businesses to compete for contracts.

TGHC does not award tenders for goods or services based solely on the lowest tender
received in terms of price. There is a commitment to procuring the best possible goods
and services at the best prices and quality possible by applying the VFM methodology
of efficiency, effectiveness and economy.

VFM and Environmental Management Service Improvement Group

Established in 2008, the group has grown and developed to meet the changing needs of
the organisation. The role of the volunteer group of tenants and leaseholders is to
independently review services within the housing company. This allows independent
scrutiny of the company by our customers with detailed challenge around expenditure
against budget (economy) and the efficiency and effectiveness of services via key
performance indicators.

In 2010, the company was awarded 1SO140001, the international standard for
environmental management. The award demonstrated that the housing company had a
robust system for monitoring, managing and reducing its impact on the local
environment. The SIG encompassed this role into their remit.

Following the company’s move to Gateshead Civic Centre the majority of the
environmental elements were no longer under the control of the organisation, with
utilities and waste disposal being organised by Gateshead Council. We have
maintained control of stationery ordering and the monitoring of CO2 emissions, and we
are committed to follow the environmental management principles developed since
2010 and values with this activity.

However, the cost to the organisation for external ISO14001 audits and re-accreditation
was considered excessive considering the small number of elements still under TGHC
control. It was agreed with the SIG and Board that TGHC should continue to follow the
ISO14001 principles but the organisation would not pursue reaccreditation. TGHC will
continue to share environmental updates with the SIG and employees through internal
communication methods. The SIG meets every two months and its annual work plan
sets out the work they will undertake during the year.

Group achievements include:
e Monitoring of the VFM Strategy
e Ensuring the Environmental Policy is being applied

e Scrutinising key performance and service standard indicators, highlighting areas of
development
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e Endorsing key performance and service-standard indicator targets for the
forthcoming financial year, including VFM, environmental and additional service
indicators throughout the organisation where appropriate

¢ Reviewing and examine quarterly budget spend

e Receiving employee VFM suggestions and approve for progression

e Scrutinising and challenging the VFM section within The Gateshead Housing
Company Annual Report to Tenant and Leaseholders

e Scrutinising the annual HouseMark benchmarking report

¢ ldentifying VFM SIG work plan suggestions for the forthcoming financial year

e Scrutinising and approving VFM being achieved in specific services within the
company.

TGHC Suggests

The Company has a VFM employee suggestion scheme, where suggestions to provide
more efficient, effective and economical ways of working can be submitted.

The suggestions are reviewed by the relevant service manager to determine whether
the suggestion can be implemented before being reviewed by the SIG.

The service managers and SIG must be convinced that the suggestion is likely to save
money or create more efficient and/or effective ways of working before it is investigated
or implemented.

To ensure that suggestions are appropriate and meet the “three Es” of efficiency,
effectiveness and economy, in broad terms they must:

e Improve a process to increase productivity or improve quality of our services

e Add value by generating efficiencies, saving time, energy or reducing
bureaucracy/cost

e Improve public relations, in particular with those customers who may be directly
affected by our activities

¢ Improve the working environment.

Achievements

As a result of increased employee knowledge and ownership of achieving VFM within
services it has been recognised that VFM is being achieved throughout the
organisation. Appendix 2 highlights some of the examples of how we have achieved
VEM.

Applying VFM

Employees have a good understanding of the VFM principles of economy, efficiency
and effectiveness. As previously mentioned the VFM principles are imbedded in the
procurement and budget monitoring process.

The Board and Committees are involved in making decisions that affect the lives of local
people who receive the housing services we deliver in Gateshead. During the
governance reporting process, officers are required to explain if there are any VFM
implications in reports offered for consideration. This is an opportunity for officers to
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explain how they are saving money or making a process or service more efficient or
effective.

Securing VFM

TGHC is committed to continuing to achieve VFM and this will be driven through the
HCA standard and the annual SIG work plan.

Keys areas include:

e Supporting the SIG

e Service managers attending and presenting to the SIG how they have achieved
VFM in their service and future saving plans

e Continuing to encourage employees to apply the “three Es” of efficiency,
effectiveness and economy in their working role

e Considering best practice within the housing sector, including the HCA standards.

The housing company has a VFM policy statement (Appendix 3) which highlights the
key drivers within the housing company.

VFM Champion

The SIG identified the requirement to have a VFM Champion within the organisation.
The champion needs to vigorously support the VFM principles and promote with
customers, employees, Management Team, Board, partners and Gateshead Council.

It has been identified that the Head of Corporate Service should take on this role to
achieve a seamless approach to securing VFM in the decisions made and the services
delivered.

Conclusion

VFM is evident throughout the Company. Challenging efficiency and performance
targets is imbedded within the organisation and the ongoing aim of all employees and
customers.

Despite the company’s success in achieving VFM, further improvements can always be
made through operational and service improvement plans that ultimately link to the
company delivery plans and Gateshead Council’'s overall housing strategy.

Our aim for the life of the strategy is to continually achieve and progress towards

ensuring the VFM principles of efficiency, effectiveness and economy in the housing
services we provide and the services and goods we procure.
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Appendix 1

Neighbourhood Relations Team

Dispersed Accommodation

e Cost of providing a week of dispersed accommodation for 2012/13 £234.60 per
household, £123.79 per household for 2013/14

Leasehold Team

e Low cost per property £160 (2013/14) and high performance 73% (2013/14) = VFM
is being achieved

e TGHC are the highest performer for Service charges collected as a percentage of
charges due 99.36% (2013/14)

HomeRepairs

e Average Repairs Costs reduced from £128 in 2013/14 to £89.18 in 2014/15
e Appointments kept increased from 93.7% in 2013/14 to 97.1% in 2014/15

e Demonstrating VFM

Multi story Blocks
e Overall reduction of £148,436.00 in 2013/14 made up from: -
0 Concierge Service Review & introduction of Residential Caretaker Service
0 Reduced cleaning costs from Gateshead Council’'s Local Environmental Services
0 Review of Multi Storey Team structure
o0 Reduction in communal gas charges (Priory & Warwick Court)

Lettings Team

e CPP of direct lets has reduced from £34 in 2012/13 to £32 in 2013/14

e Percentage of properties being accepted on first offer has increased from 38% in
2012/13 to 44% in 2013/14, demonstrating we are providing a service right first time
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Appendix 2

Grounds Maintenance Service Agreement 2014/15

The Grounds Maintenance contract for 2014/15 of £1,480,000 remains the same as for
2013/14. In addition, the inspection of play areas and minor maintenance associated
with play items are included in this budget.

This also includes a 2014/15 budget of £277,750 to enable LES to deliver tree
maintenance on land managed by the company, as well as any exceptional items of
responsive maintenance identified by the partnership.

Antisocial Behaviour Performance Update 2013/14

204 security measures were completed for 114 victims of domestic abuse. This equates
to 40% of domestic-abuse cases which were investigated. The average cost per
security repair is £72.37.

The provision of security measures for victims who have been personally targeted
allows these vulnerable customers to remain in their homes. This alleviates subsequent
costs, such as the provision of temporary accommodation, which would arise if they
wished to be rehoused.

Multi—-Storey Management — Year End Update 2013/14

Caretakers carry out a range of small repair tasks in communal areas of multi-storey
blocks as part of their existing role, which saves the housing company the cost of going
through the repairs contractor. During 2013/14, they carried out a total of 1,707 repair
tasks: the value of this work based on existing Schedule of Rate codes is £12,513.

The service will continue to explore opportunities to maximise VFM. One area identified
is to provide new floor-cleaning equipment in the larger blocks that will produce time-
efficiency savings. The time saved will allow caretakers to undertake additional tasks.

Decommissioning of Keelman House

Additional work carried out by the company’s Administration Team has resulted in a
substantial reduction from the initial forecast of dilapidations submitted by the Landlord.
Subsequently a £49,000 saving has been agreed with the Landlord’s representative.

Due to the lease at Keelman House ending early the company saved £23,480.17 for
National Non Direct Rates (NNDR).

Tenant and Leaseholder Annual Report 2013/14

The HCA Regulatory Framework sets out an expectation that landlords will work with
their tenants and leaseholders to follow the principles of co-regulation. This involves
providing opportunities to shape and scrutinise our services and holds us to account for
our performance and service delivery.

A working group of tenants, leaseholders and members of the Involvement and
Communications Teams met regularly to produce an annual report to customers.
Service managers produced position statements for each service area which provided
information on:

e Overview of the way the service is delivered, including structure of the teams
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e How the service has performed in the current financial year, including any
performance information
e Areas of positive practice, including any external validation or reviews.

In 2014/15 the report was produced as a reduced version compared to previous years
to minimise production costs. This was issued with the tenant newspaper to ensure that
it reaches all tenants and leaseholders without additional postage costs.

Rent Arrears Monitoring and Prevention - 2013/14

Towards the end of 2013/14, the rent and income service began working with an
organisation called Energy Angels. The primary function of Energy Angels is to speak to
any new tenants at the point of signup to arrange their utility suppliers. They offer a
price-comparison service to ensure tenants are signed up with the cheapest supplier,
therefore reducing tenants’ outgoings and increasing their disposable income. This
service is also offered to existing tenants and employees.

In the first two full months since the rollout of this service 50 new tenants have been
through the process, saving around £100 each per year.
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Appendix 3

The Gateshead Housing Company
Value for Money Policy Statement

Our commitment to economy, efficiency and effectiveness

The Gateshead Housing Company provides and supports services to local communities
in the borough of Gateshead. We manage nearly 20,000 properties on behalf of
Gateshead Council, Keelman Homes and Thirteen.

A large part of our service is delivered on our behalf by partner organisations and we
recognise the importance of these organisations in helping us to achieve VFM.

Vision
Our vision is to provide excellent homes and housing services. We will achieve this by
being honest, accountable and transparent.

Commitment

We are committed to promoting efficient and effective ways of working. Sustainable
development is a cornerstone of our business strategy and we will actively seek to
participate in the implementation of local initiatives.

Objectives

We have an established programme to review and monitor our expenditure and to
enable us to scrutinise our initiatives. We have a Service Improvement Group made up
of customers and officers. The role of this volunteer group of tenants and leaseholders
is to independently review services within the housing company. This allows
independent scrutiny of the company by our customers with detailed challenge around
expenditure against budget (economy) and the efficiency and effectiveness of services
via key service standards and performance indicators.

Our objectives include:

e The promotion of VFM principles

e Encouraging economic awareness of our employees and customers

e Creation, maintenance and promotion of economic, efficient and effective
purchasing principles in our business activities and for the benefit of our customers

e Minimising waste from our business operations

e Extending efficiency principles to our Repairs and Maintenance partners and in any
new development

e Seeking effective opportunities to improve the condition of our housing stock and
their immediate surroundings.

Jon Mallen-Beadle
Managing Director
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Appendix B

The Gateshead Housing Company
Working with Gateshead Council

Social Media Policy

D Aims and objectives

This policy is intended to help staff make appropriate decisions about the use of social
Media

We aim:

e to establish clear rules on personal usage of social media at work

e to outline our policy on using social media for promoting our business

e to remind you that monitoring is taking place

e toinform you that what you say on social media sites, in and outside of your
working time, is not private and that we will not tolerate comments which bring the
company, the council, its employees, its customers and stakeholders into
disrepute or which infringe our bullying and harassment policy or code of conduct

e to outline the company’s policy on using social media for recruitment practices

e to explain the possible consequences of policy breaches

D What we mean by social media

Social media means:

e social networking sites such as Facebook, Google+, Twitter and Myspace, Tumblr,
Pinterest, Instagram etc.

e professional networking sites such as LinkedIn, Yammer etc.

¢ online chat rooms and forums, blogs, and other social media such as YouTube
and Flickr.

The above list is not exhaustive.
D Who this policy applies to
This policy applies to all employees and Board members of The Gateshead Housing

Company and Keelman Homes. This includes casual and agency workers and
volunteers who are collectively referred to as employees in this policy
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All employees are expected to comply with this policy at all times to protect the
privacy, confidentiality, and interests of our company and our services, employees,
partners, customers and competitors.

| Using social media to promote our business

The Communication Team are responsible for the use of social media, advising on

campaigns, projects and initiatives and taking overall responsibility for social media
content that is generated by The Gateshead Housing Company. If your job involves
using social media for business purposes, e.g. communications and marketing, you
must stay within the following parameters:

o You should always seek approval from your manager for each communication

o You should always identify yourself by name and role. There may be occasions
when this is not possible and the named department is deemed appropriate.

. You should not contravene our equal opportunities or bullying and harassment
policies, make comments which may harm the reputation of the company, its
employees, customers and stakeholders or divulge confidential information

o You should not use the company logo and marketing material unless specifically
authorised to do so

o You should always correct any mistakes immediately you become aware of them
. You should not say anything about a third party which might be defamatory

. You should not promote your own personal views or opinions when using social
media for work purposes

D Use of company equipment for personal social media activities

If you use our company equipment, including computers, laptops, ipads and
smartphones to access social media during your working hours or outside your
working hours you must not access any inappropriate or offensive websites (detailed
rules can be found in our ICT Security Policy) and you must comply with the rules on
responsible content set out below.

o Monitoring

We log and audit the use of company computers, laptops, ipads and smartphones,
including email, internet and other computer use. Auditing software has been installed
to monitor which internet sites you visit. We will look at the content of what you have
posted or uploaded where we have good reason to do so. We do this in order to
investigate and detect unauthorised use of our equipment in breach of our policies,
including social media use. For further details of how we monitor and the purpose of
monitoring, see our ICT Security Policy.
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Employees should be aware that where the use of social media websites (whether or
not accessed for work purposes) that result in breaches of this policy found, action
may be taken under our Disciplinary Procedure

We reserve the right to restrict or prevent access to certain social media websites.

Monitoring is only carried out to the extent permitted or as required by law and as
necessary and justifiable for business purposes.

D Use of your own equipment to access social media sites whilst you are at
work

You must not use your own equipment (e.g. your mobile phone, iPad etc.) to access

social media for personal use during working time. Please restrict usage to breaks
and time outside working hours.

Q Posting responsible content on social media sites

When using social media sites you are operating in a public space and your conduct
may have serious repercussions for the company, its employees, its customers,
stakeholders and other affiliates.

You should comply with the following basic rules whenever you are using social media
sites whether using our equipment or your own equipment both in and out of work:

Do:

e Say ‘I’ rather than ‘we’ in any context where you might be construed as talking
about our organisation, even if you have not named us.

e Remember that conversations between ‘friends’ on Facebook are not truly private
and can still have the potential to cause damage.

e State that the views you are expressing are your personal ones, not those of the
company, in any situation where you disclose that you are an employee of the
company or where this could be inferred.

e Report to HR if you see anything on a social media site that indicates that a
colleague may have breached this policy

e Use our whistleblowing procedure to raise any issues of malpractice — this is the
appropriate channel for raising issues in the first instance, not social media sites.

Do not:

e Make comments which could damage the reputation of the company, the council
or its employees.

e Make comments which could damage the company’s relationships with the council
its customers, stakeholders and other affiliates.

59



¢ Use social media to insult, embarrass or offend a colleague, customer, supplier or
any other relevant stakeholder.

e Use social media to bully or harass or discriminate against any colleague in a way
which contravenes our bullying and harassment policy.

¢ Comment on any sensitive business-related topics for example potential site
closures or acquisitions or the company’s financial performance.

e Post comments or pictures which are inconsistent with the requirements of your
role or the image it requires you to project.

e Post pictures of yourself wearing company uniform unless this projects a positive
image of the company

e Use a company e-mail address to register on social media sites unless authorised
to do so

¢ Divulge confidential information about our business or our customers or suppliers

e Do not upload, post, forward or post a link to any abusive, obscene, discriminatory,
harassing, derogatory or defamatory content

Remember that comments posted on social networking sites may be difficult or
impossible to remove and can remain in the public domain. Comments and posts may
also be taken out of context.

Q Recruitment

Human Resources, line managers or any other employees should not conduct
searches on social media sites to vet prospective employees.

9 Breaches of this policy

All employees are responsible for their own compliance with this policy and should
ensure that they take the time to read and understand it. Any breach of this policy
should be reported to HR. Any breach of this policy will be taken seriously and may
lead to disciplinary action. In serious cases, such as posting material which could
damage the company’s reputation, or which amounts to bullying and harassment or
the disclosure of confidential information, this could include dismissal under our
disciplinary procedure.

You must remove any material posted in breach of this policy upon our request.
You must co-operate to the fullest extent possible in any investigation into suspected
breaches of this policy. This may include handing over any relevant passwords in

situations where they are required in order to investigate a suspected breach.

If the effect or meaning of any part of this policy is unclear you should seek clarification
from Human Resources.
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Breach of this policy may be dealt with under our Disciplinary Procedure and, in
serious cases, may be treated as gross misconduct leading to summary dismissal.

Any member of staff who feels that they have been harassed or bullied, or are

offended by material posted or uploaded by a colleague onto a social media website
should inform their line manager or the human resources department.

@ status of this policy and new instructions

This policy does not give contractual rights to individual employees. The company
reserves the right to alter any of its terms at any time although we will notify you in
writing of any changes.

This policy is supplemented by additional instructions from the ICT department about
how you use our ICT systems. It is very important that you comply with any such
instructions.

Q Links to other policies

Before using work-related social media you must have regard to this policy and other
relevant policies:

ICT Security Policy

Equal Opportunities Policy
Disciplinary policy

Bullying and Harassment Policy
Whistleblowing Policy

Communications Strategy (Draft)
| Policy Review

This policy will be reviewed annually or earlier as required in response to changes in
legislation or regulation
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