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Thank you for taking the time to
read Northwards Housing’s Business
and Delivery Plan 2018–2020.
Our plan sets out what we want to achieve
over the next two financial years, as well as
our longer-term vision and goals. It details the
challenges we face as a social landlord and the
opportunities we can maximise, for the benefit of
the communities we serve in north Manchester.

In 2016, we welcomed the council’s own
independent assessment of how council
housing in the north of the city is managed;
this strongly recommended the retention
of the Arms-Length Management Organisation
(ALMO) arrangement with Northwards Housing.

As an organisation, our vision, values and
objectives link directly to those of Manchester
City Council and The Manchester Strategy: Our
Manchester, as well as the Greater Manchester
agenda for improving lives, contributing to the
wider regional success. We are five years into
our 30 year management agreement with the
council, and remain committed to the delivery of
excellent housing services, service improvements
and providing value for money.

In response to that assessment, our Business
and Delivery Plan aims to be clear about our key
function and future direction.
In terms of finances, in agreement with the
council, we have negotiated a three year
management fee from April 2017 that enables us
to produce a realistic financial plan, dispensing
with the need for an annual business and delivery
plan update. This Business and Delivery Plan
covers the two years 2018/19 and 2019/20.
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We’re really proud of everything we’ve achieved
in our last business plan. You can find further
information in our annual report to tenants.
This plan is produced against a backdrop of
continuing economic austerity, of dwindling public
sector resources and major changes in the welfare
benefits system, all of which continue to have a
major impact on our tenants and the services
we can deliver. Despite the challenges, we have
relentless determination to deliver our vision for the
benefit of the communities of north Manchester.
This plan outlines our key objectives, which
include increasing our rent collection in the face
of challenging welfare reforms and building
much-needed new homes to replace some
of those lost through Right to Buy sales.
We also have an exciting opportunity to
help our tenants into training and employment
thanks to the work of yes, the social enterprise
we helped to create in 2013, which is expanding
its operations this year.
Organisations are only as good as their people,
which is why we’re committed to developing our
own talent in-house. Our employee engagement
survey results show staff are motivated and are able
to do what’s right for the customer. They were also
positive that Northwards is a good place to work,
so we want to build on that over the next two years.
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Finally, we want to continue to develop our
relationships with our partners, locally and
regionally, and continue our collaborative
approach, reaching out across the area to
do what’s best for north Manchester.
For the longer term, Northwards will be playing
an active role in the overall regeneration of the
area, contributing to the plans for the Northern
Gateway development, which stretches from
Victoria Station in the city centre to Collyhurst.
The project is being led through a partnership
between the council and the developer, Far East
Consortium (FEC). It will generate more than
£1billion of investment over the next decade
and provide more than 15,000 new homes.

Sue Abbott
Tenant and chair of the board

Our approach to continuous improvement
and delivering value for money is embedded
throughout this plan.
Our main priority will always be to work with
our partners and colleagues in the council to
manage our neighbourhoods and to maintain
a high standard of service, despite the challenge
of needing to make further financial efficiencies.
Please click on the links throughout this plan
if you want to access more detailed information,
or contact us if you have any questions.

Robin Lawler
Chief executive
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Over the next two years, Northwards will
be operating in the context of significant
political, social and economic challenges.
We must prioritise our resources in response
to the wider and local environment and the
challenges and opportunities they present.

In the background lies the journey towards
Brexit. An economic analysis prepared by
Whitehall officials for the Department for
Exiting the EU (DexEU) concluded that growth
would decline after Brexit regardless of the
terms of Britain’s departure.

In the first part of 2018, employment was rising
and the National Living Wage and National
Minimum Wage rates for under-25s and
apprentices has also increased. However,
concerns remained for household living
standards caused by a freeze on benefits,
which will impact around 11 million families.

According to regional forecasts, every area of
the UK will suffer a decline in GDP.1

There have been unprecedented changes in
the way welfare support is delivered since
the implementation of the Welfare Reform Act
2012. Universal Credit (UC) poses a number of
challenges, not least of which is that a claimant’s
rent is no longer paid directly to their landlord.
Delays in the payment of UC also cause
significant hardship for some of our tenants
and we have seen first-hand the impact of these
changes, with referrals to food banks and the
emotional toll of living on a tight budget.

Nationally, there is less social housing available
and the number of new council homes in the
UK is at an all-time low. Northwards has also
seen a decline in its stock, which now sits at
12,971 homes, mostly due to properties being
sold under the Right to Buy scheme.
The picture nationally is no better, as homes
sold have not been replaced with an adequate
supply of affordable housing, and due to
inadequate investment, we expect this problem
to remain for some time to come.
In 1979, 42% of the UK’s population lived in
council homes. Today, less than 8% of the
population live in social housing, with more
than one million people on the social housing
waiting list.2

1 https://docs.northern-consortium.org.uk/on-the-day-briefing/
2 https://www.theguardian.com/society/2016/jan/04/end-of-council-housing-bill-secure-tenancies-pay-to-stay
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We are operating at the time of a well-documented
housing crisis when, as a nation, we simply aren’t
building enough homes. The number of council
properties nationwide has fallen by 69% since the
introduction of Right to Buy in 1980. In 2017, the
number of council properties in England, Scotland
and Wales reached an all-time low. Social rented
housing has more than halved in the past 20 years
to just two million. It is widely accepted in the UK
that we need to build around 250,000 new homes
a year to keep up with demand.
At the same time, demand for new homes is rising
as the population increases and we’re experiencing
a demographic shift towards an ageing population.
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In 2010, the Government decided that there would
be no new public money for social rent. Instead of
socially rented homes, which are typically available
to families at about 50% of the market rate, the
Government has prioritised the building of
‘affordable’ homes, which can be rented at up
to 80% of the market value.
We await, with interest, the publication of the
government’s green paper on social housing, which
promises a ‘wide-ranging, top-to-bottom review
of the issues facing the (social housing) sector’.
We will be participating in sector-wide discussions
and reflecting on the reviews of the major political
parties, as well as other organisations, such as Shelter.

The housing crisis comes into even sharper
focus through the figures for poverty in the UK.
According to fact-checking charity Full Fact,
some 13 million people are living in absolute
poverty, while 14 million are living in relative
poverty, after housing costs are taken into
account.3
Of all working-age adults who spend more
than a third of their income on housing costs,
almost 30% live in social housing.4

As the council’s ALMO, everything we do at
Northwards feeds directly into the Manchester
Strategy, known as Our Manchester, which is a
strategy for the whole city, not just the council.
The overall vision is for Manchester to be ‘in
the top flight of world-class cities by 2025’.
It provides a framework for actions by partners,
such as Northwards Housing, and other
organisations working across Manchester.

The themes of the strategy are for Manchester
to be ‘thriving and sustainable, highly skilled,
Manchester has one of the highest rates of
progressive and equitable, livable and low
child poverty by local authority area, with
carbon, and connected in terms of transport
35.5% of children under 16 living in poverty,
and digital’. All Northwards’ work links back
according to the most recent HMRC and DWP
to these themes, and our strategies and plans
data from 2014. While the vast majority (67.4%)
strengthen our contribution. For example, we
are living in workless households, the proportion participate in the Our Manchester multi-agency
of children living in poverty and living in
pilot in Higher Blackley. We support local
working households is rising.5 Overall, the
employment opportunities to tackle
numbers are falling, but it is estimated that
worklessness, and we are investing in and
around one in three children in the city
helping to build the digital capacity of those
continues to grow up in poverty.
residents who might otherwise feel excluded.
Poverty is also closely aligned to poor health,
which is another social factor that has an
impact on housing providers like Northwards.
The interdependent relationship between health
and housing is not a new one, and the housing
sector has a strong and visible role in tackling
health inequalities, relieving the burden on the
NHS and reducing costs to the public purse.
Northwards will play a large part in all these
things in the next two years and beyond,
particularly with an ageing population.

We support the tenants of tomorrow by offering
assistance to academies in the area, and take our
responsibilities to achieve a liveable, low carbon
city seriously via our investment programme,
our climate change action plan and through
our commitment to being a platinum carbon
literate organisation. This means all our staff
are supported to complete training to better
understand the impact they have on the
environment. They can also join our cycle to
work or green car scheme.

3 https://fullfact.org/economy/one-in-five-poverty/?utm_source=content_page&utm_medium=related_content
4 Households below average income https://www.jrf.org.uk/data/housing-costs
5 Manchester City Council’s Family Poverty Strategy
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One of our values is ‘Supporting communities
to be successful’ and our focus on communities,
whether that is helping to tackle fuel poverty or
providing direct practical support for community
groups, contributes to bringing the Our
Manchester strategy to life.
Specifically in terms of housing, the city’s housing
strategy, covering the period up until 2021, sets
out broad ambitions and forms the basis of the
housing sector’s contribution to achieving the
aims of the Manchester Strategy.

These must continue to be central to Northwards’
work, particularly for the Manchester Move
service.
We will contribute to the city’s Community Safety
Strategy 2018–2021 over the next two years,
dealing with anti-social behaviour, domestic
abuse, safeguarding, and other crime prevention
issues in support of the Community Safety
Partnership’s wider priorities.

The council’s housing vision is as follows: ‘We are
creating successful neighbourhoods that are well
connected to areas of future opportunity and
employment, and which attract and retain people
from diverse communities where people feel
secure and can reach their full potential’.

Finally, we will remain active players in the wider
regeneration of the Greater Manchester (GM)
area. We have been a part of the GM Housing
Providers group since its inception in 2010,
as well as a member of Manchester Athena to
improve the life chance of people in the north
west. This has had a significant impact on the
local economy, communities, jobs and more.

The objectives are to increase the quantity of
housing to ensure the right types of housing
are available in the right places, and to raise
the quality and sustainability of homes and
neighbourhoods. Alongside this, the council
wants to enhance opportunities to access homes.

Together with our support for the North
Manchester Strategic Regeneration Framework
(2012–2027) our business will make a difference
to people, strengthening north Manchester’s
role as a residential area and supporting social
cohesion.
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Northwards
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Northwards Housing was established in 2005
as an Arm’s-Length Management Organisation
to manage the council housing in north
Manchester (the area between the city centre
and the M60 in the north). We also manage
areas to the east of the city in Newton Heath
and, in 2011, we began managing
council homes in Collyhurst.

Our vision is a simple one:

We are responsible for 12,971 homes, a mix
of traditional and non-traditional stock on
estates comprising high-rise living, retirement
schemes (including one extra-care high-rise
scheme) and family housing, as well as
maisonettes, bungalows and low-rise
properties. The proportion of council housing
across north Manchester varies considerably
between different neighbourhoods.

Our values help to express our approach
and what matters most from what our
tenants and employees have told us:

Since 2006, we have invested around
£320million improving the housing stock
and achieving the government’s Decent
Homes Standard. This includes an estimated
£80million spent on making properties more
energy efficient to tackle fuel poverty and
reduce CO2 emissions. From setting up our
operations in north Manchester, we began
our mission to deliver a high standard of
service to tenants.

‘We will make a difference in north
Manchester by helping to make it a place
where people choose to live, learn and
work. Affordable, energy-efficient homes
and strong community pride will make
our neighbourhoods thrive.’

• Putting people first
• Supporting communities to be successful
• Spending money wisely
We will always consider the impact our
actions have on people before making
decisions. Our commercial decisions and
services focus on our customers’ needs and
we seek to involve them in everything we do.
We aim to make north Manchester a
thriving, better place, where everyone is
part of the community. We work with others
to do what’s right for people and place.

Working closely with the council, we have
established a track record for delivering
excellent services and achieving value for
money. Central to our work has been the
direct involvement of tenants to help us
shape the service.
15
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We also recognise the value of inclusive,
cohesive and sustainable communities and
take a proactive approach by working with our
partners to develop and implement strategies
to tackle social exclusion.
All of this is consistent with the Our Manchester
strategy and the vision to be a progressive and
equitable city. By listening to residents’ and
employees’ concerns, priorities and ideas, we
support them with the inspiration to make a
difference, providing better, safer places to live.
We achieve value for money by consulting
with tenants and involving employees to help
us make the right choices. In return for the
income we receive from the council and the
rent we collect, we commit to spend our money
on cost-effective services without compromising
on quality. As a not-for-profit organisation,
our commitment is to spend the money wisely
and reinvest any surplus for the benefit of
tenants and all our other customers.
To achieve our vision, we cannot afford to
be complacent. We know there are always
opportunities to improve, which we embrace,
however challenging the national or local
context might be. Our Business and Delivery
Plan sets out our primary focus over the
next two years, including local factors that
influence our approach. We will measure
how successful we are and reflect back
on the progress we make each year when
compiling our annual report to tenants.
17

Standards,
performance and
accountability
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Our board of 12 – comprising four tenants, four
independent members with relevant business
expertise or experience, and four representatives
from Manchester City Council – will continue to
lead the organisation.
The board has a strong strategic focus to
ensure the organisation delivers against the
requirements set out in our management
agreement with Manchester City Council.
As a people-focused organisation, we are keen
to ensure that Northwards Housing continues to
put tenants at the heart of its decision-making.
Supported by specialists who are co-opted on
to the board or its sub-committees, the board
will be open and transparent and continue to
publish its reports on the website.
Following the independent housing options
management review carried out on behalf of
Manchester City Council in 2016, we remain
committed to work with the council to ensure
our governance arrangements are robust and
our succession arrangements comply with
current guidelines and best practice.
We will continue to promote the work
of the board, in particular to attract tenants
who may be interested in becoming future
board members.

The board has adopted the National Housing
Federation’s Code of Governance and also
reviews our assurance and risk management
frameworks annually.
The current chair of the board, Sue Abbott, also
sits on the National Federation of ALMO’s board,
which represents 33 ALMOs across England that
manage over 450,000 council homes between
them across 36 local authorities.
We have also pledged our support for the
‘Benefit to Society’ campaign, which seeks
to promote fairness by challenging common
misrepresentations and stereotypes of social
housing tenants, particularly in the media.
In the long term, we consider the challenges
and the opportunities for the business via the
board’s Horizons group, which meets to consider
the implications of changes in the wider social,
economic and political landscape and our
response to threats and opportunities.
We are open and transparent about our
performance. We will continue to publish
performance information on our website and
in our tenants’ newsletter and annual report
to tenants.
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Tenants’ View, our tenant scrutiny panel, meets
regularly and is supported by an independent
mentor. The panel carries out a number of scrutiny
exercises each year and publishes its findings and
recommendations. Tenants’ View will continue to
have a direct relationship with Northwards’ board
and play an important role in providing a positive
challenge and holding the organisation to account
so that we can further improve our services.
In 2018, Tenants’ View reported on the value of the
annual report for tenants and is also proposing
to undertake a more in-depth scrutiny of the
responsive repairs service later this year.
Within the next two years, we will review our health
and safety support service to ensure it continues
to provide value for money and prepare for
legislative changes, such as the changes in data
protection legislation, to ensure privacy is respected.
As a consequence, we will become even more open
and transparent in the way we handle our customers’
personal information.
The organisation’s approach to equality and diversity
is well established and will be reviewed in 2018/19.
We carried out a consultation of our equality and
diversity strategy last year to review our existing
approach. In a more uncertain climate and with
increasing tension nationally, community cohesion
in north Manchester is something we care
passionately about. Along with our partners,
we will commit to play our part in supporting
our communities by continuing to listen to their
experiences, and our services will support and
reflect their needs, aligned to the city’s wider
vision described in the Our Manchester strategy.
20

We will continue our work to be a fair
employer, promoting the development of skills
and the employment of local people. We will
continue our public sector equality duties to
eliminate unlawful discrimination, working with
others to help make our communities safe and
somewhere everyone feels included.
Investment in our workforce is critical to
our ongoing and future success; employee
engagement, partly through feedback and
consultation, is the key to maintaining
professional standards, improving performance
and achieving maximum productivity and value
for money. As holders of the Investors in People
(IIP) Gold Standard, we will be participating in
further newer assessment criteria in 2018 to
identify areas for continuous improvement.
We are very much a people-driven organisation,
so people management matters as we aim to
deliver the best possible outcomes for our
customers. To this end, we will be acting on
the findings of our most recent employee
engagement survey and deploying strategies
for the retention of staff, as well as identifying
opportunities for succession.
Our successful apprentice programme is
supporting 10 more apprentices during 2018
and a further 15 working with our contractors.
Following the publication of our recent gender
pay gap analysis, we will be exploring ways we
can reduce this gap.

Looking to the future, we will ensure our business
retains the skills and attracts the right talent
to move forwards, embracing change and
delivering our vision.
Our management agreement with the council
requires us to report on a number of key
performance indicators (see Appendix 1) and
we are required to account for our performance
against each of these standards on a regular basis.
Over the next two years, we will review the
relevance of the current performance indicators
in conjunction with the council, to ensure we
are measuring what really matters.
In early 2018, we are carrying out a comprehensive
customer satisfaction survey; the last one was
in 2016. We want to know exactly what our
tenants think, and carrying out a survey across all
our housing stock has proven to be an effective
way of understanding what we’re doing well and
where we can do better.
This year, we will be reviewing the performance of
our customer service centre to address some of the
pressures we face, in advance of any longer-term
work to encourage tenants to self-serve online.
We will continue to let our homes as quickly as
possible, building on last year’s success, where
we reduced the number of days our ready-to-let
properties stood empty by almost half.
Our New Tenancy Team will be focused on letting
homes quickly via early viewings and managing
the lettings process with challenging targets.
21

Value for money
and service
improvement
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We are in year two of a three year financial
business plan agreed with the council
(see Appendix 2). The management fee we
receive from the council is our main source
of income. This will reduce by 1% annually
over the next two years in line with reductions
in rent, which amounts to a decrease of over
£200,000 per year.
We will need to make the most effective use
of our resources and explore the potential for
future efficiencies. We will enter into further
negotiation with the council with a view to
agreeing another three year financial plan
for 2020 onwards.
Our financial position at the end of the
2017/18 financial year was strong and we
are in a position to use some of our reserves
to mitigate the impact of a reduction in
income over the next two years. We’re also
prepared to budget for deficits in future years,
as long as our reserve position remains strong.
The greatest risks financially are those areas
we have less control over, such as employee
costs and the impact of public sector pay
awards, as well as unforeseen or seasonal
fluctuations in repairs expenditure, or void
property turnover.
There also remains uncertainty around the
future funding arrangements for our retirement
services (particularly in terms of the housingrelated support element) which are subject
to government consultation.

In 2017, expenditure on our repairs and
maintenance contract reduced by 2%.
We have also achieved savings by procuring
a new housing IT management system and
bringing our customer service centre in-house.
Given the ongoing income constraints, the
drive to ensure value for money will remain
a top priority over the next two years.
Our approach to value for money will take into
account the housing regulator’s revised Value
for Money Standard (April 2018). Although this
particular standard does not apply to ALMOs,
where it is relevant and appropriate, it provides
clear expectations and outcomes that we will
include in our overall approach.
We will continue to review our approach in
driving efficiencies and provide good quality
services.
We will continue to market-test our contracts,
and while cost is a key factor we will always try
to add social value through our procurement,
such as improving opportunities for local
employment, or reducing our carbon footprint.
Our service reviews are a systematic review of
our current processes with a view to achieving
better value for money, improving our service
and delivering even better outcomes for tenants.
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We have recently completed a review of
the rent recovery service and in 2018, we
will complete the review of our repairs and
surveying service. Over the next two years,
we will be developing our use of technology
further to implement better, more flexible
ways of working for our staff and to enhance
our services.
In particular, we seek to remove some of the
older labour-intensive processes and free up
resources to focus on what matters to tenants.
We will complete our work to implement
a new IT system for the council’s strategic
housing and homelessness service this
year and move to the provision of ongoing
support. Once this work is completed, our
next priority is to improve our online offering
to tenants to support a growing demand for
self-service.

Our Digital First strategy, which complements
the Our Manchester strategy, will help us to
deliver further efficiencies. It has six key
objectives:
• the rationalisation of front-of-house
customer services to support self-service,
and a review of the telephone answering
service to support channel shift
• promoting more efficient ways for paying
rent and reducing those that are no longer
cost-effective
• website improvements to facilitate online
transactions, particularly for repairs
• increased support for tenants who are
digitally excluded
• improving communication with tenants 		
who have ordered a repair
• deploying modern working methods where
appropriate.
We will continue our established approach
to benchmarking Northwards’ costs and
performance with others in the housing
sector, albeit in recent years it has become
far more challenging to achieve a fair likefor-like comparison with others who work
in a similar context and business to ourselves.
Our culture is to continue learning from
others and develop best-in-class services
in consultation with what tenants tell us
matters to them.

25

Asset
management
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This year, in partnership with the council,
we will be delivering 40 brand new affordable
homes for rent (up to a maximum of 80% of
the market rent) in Moston, Harpurhey and
Collyhurst. In addition, we are working with
the council, which has acquired 20 new
houses for shared ownership on the private
development site at Booth Hall in Charlestown.
This scheme offers tenants the choice of buying
a share of the property of between 25 and 75%.
Another positive development is the work
we have been doing with the council, for
which it secured a grant from Homes England,
to build another 75 new build homes in north
Manchester. These homes will be a mix
of shared-ownership properties and
affordable rent.
We are also exploring whether rent-to-buy
might be an option, which not only has the
potential to save tenants money compared to
the local market rent, but has the added benefit
of providing the option to buy the property
after five years. We will be identifying suitable
locations and construction solutions this year
and expect work to start on-site during 2019.
In the longer term, as part of the Northern
Gateway project’s proposal to deliver 15,000
new homes across north Manchester, we will
be working with the council and its partners
on new developments between the Northern
Quarter and Queens Road, including 100 new
council properties, as well as a mix of affordable
rent, private rent and homes for sale.

We will be looking at involving our tenants
in upcoming consultations about all these
proposals this year, including a revised
masterplan for the area, which is being
developed as part of the new Collyhurst
Strategic Regeneration Framework.
The capital programme for the next two years
is around £43m with £37.5m already committed
for work on site or due to start in 2018/19, and
a further £5.5m for new schemes in year two,
which are yet to be approved.
Our biggest investment over the next few
years is the delivery of improved fire safety
measures to all our high-rise blocks in support
of the council’s decision to install domestic
sprinkler systems. Subject to approval, we
are also exploring the possibility of installing
sprinklers in our retirement schemes. We cannot
compromise on fire safety. Following an internal
restructure within our property services
directorate, along with a number of changes
that have already been implemented, we will
be reviewing our fire safety management plan
in 2018. We are delivering further measures in
response to our systematic and comprehensive
review of fire risk assessments.
We will be consulting and involving tenants
and leaseholders throughout the process and
in advance of any of the improvement work.
We are also keen to minimise disruption and
achieve value for money, so where possible,
we aim to package routine work, such as
rewiring, so it is done at the same time as other
improvement work, including any additional
fire safety measures.
27

28

We are keen for all our other investment
work in the area not to be overshadowed
by the important fire safety measures we
are implementing. While there is always
the possibility our programme could change,
possibly as a result of the findings of the
public inquiry into the Grenfell Tower fire
in London or the final report on building
regulations and fire safety, we are planning
to carry out further work in some of our
high-rise blocks, including the renewal of
kitchens or bathrooms (if they haven’t been
replaced since 2002). The replacement of
windows at the Victoria Avenue high-rise
properties in Blackley has also been
prioritised.
Our longer term plan over the next 10 years
or so (subject to funding) is to renew the
kitchen or bathroom (whichever room hasn’t
already been renewed) in all the properties
we manage.
We will be installing individual gas boilers
in our cottage flats that share a communal
boiler, to give tenants better control over
their heating use.
We are also bidding for European Regional
Development Fund (ERDF) funding in
conjunction with Procure Plus and other
housing providers and currently have a bid
under consideration that will enable us to
install more renewable energy, in particular
ground-source heat pumps, which supports
the city’s vision of a liveable and low
carbon city.

We will be continuing our energy advice work
helping tenants to save money by switching energy
suppliers and advising them on the best use of their
solar PV panels or renewable heating systems.
We will continue our strategy of creating new one
bedroom flats in seven of our high-rise blocks,
where it is possible to do so, by converting some
of our two bedroom properties when they
become vacant, provided they have an adjoining
bedsit property that is not in use. This is to meet the
demand for this type of property and it also makes
them more affordable to let to smaller households.
Rather than relying on a single contractor, all our
investment work will be carried out using the
Procure Plus framework, drawing on different
contractors to ensure we achieve value for money.
In 2018, we will be seeking to recover from the
disruptive start to the council’s contract with
Mears for repairs and maintenance. We are not
complacent, so we will be looking for overall
improvement in our repairs and empty homes
performance to maximise value for money.
At the end of 2019, we will be reviewing the cost
of our planned maintenance work with the council
and this may include consideration on whether
reprocurement is a preferred option.
Maintaining our excellent performance for gas
servicing will remain a top priority, even against
a potential background of national changes in
regulation.

29

Our services
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To a large extent it’s ‘business as usual’ for
our core service of estate management.
The operating environment will continue to
be very challenging and more complex, none
more so than when it comes to dealing with
anti-social behaviour (ASB) and supporting
our communities, whether that’s around
safeguarding or community cohesion.
We will remain focused on providing a
high standard of service.
In the past 12 months, we’ve increased
recycling in some of our high-rise blocks,
retirement schemes and other properties
with shared waste collection facilities. This is
to assist with changes in waste collection
arrangements and we’ve decided to continue
this work in 2018/19.
We will, of course, continue to support
established tenants’ and residents’ associations
across north Manchester. Involving residents,
be that at community events such as fun days,
or through more formal means and ad-hoc
events, is helpful to us and we are open to
new ways of involving tenants, particularly
through social media.
At a local level, we are keen to continue to
support community groups via the Eric Hobin
Community Sponsorship Fund, which provides
grants for local activities and projects.

Our relationships with the community are
very important to us, so we will be looking
at maintaining our mutually supportive
relationship with partners such as Mustard
Tree and the Chatterbox Project, as well
as local schools, including Manchester
Communication Academy and The Co-operative
Academy of Manchester.
Our rent recovery teams and money advisers,
who offer debt support and advice, will continue
to provide a service for tenants from our three
neighbourhood offices.
Following the latest service review in 2017,
we have made a number of internal structural
and procedural changes.
One of our key priorities over the next two
years is to reduce the level of rent arrears in
the business, we have recently increased the
number of legal case managers to help us
achieve this. By far the most challenging area
for the organisation is the changes to the
benefit system as a result of welfare reform,
in particular the introduction of Universal Credit.
We estimate up to 50% of tenants in the
Northwards area who were previously in receipt
of full housing benefit could be affected.
In addition, there are many more working
households, some of which receive benefit
to top-up low income.
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The work we do supporting tenants to claim
benefits to which they are entitled is important,
but there will be a much greater focus on making
sure tenants are prioritising their rent payments.
The work to embed a ‘rent first’ culture is already
underway and is particularly challenging when you
factor in the increases in the cost of living combined
with the benefits freeze and wage stagnation over
the past four years.
When we let our properties, we will continue to
carry out ‘affordability checks’ and offer advice
and support to ensure tenancies can be successfully
sustained. We are also active members of GM Poverty
Action and participate in the project board for the
council’s Family Poverty Strategy 2017–22.
Earlier this year, we started working with
the council on a comprehensive review of its
housing allocations policy, and this will continue
throughout most of 2018. Over the next two years,
we will continue to manage Manchester Move,
the citywide choice-based lettings scheme,
and provide a rehousing service for Northwards
Housing tenants.
Following the introduction of the Homeless
Reduction Act 2017, we will be working even more
closely with the council and other partners to help
prevent and reduce homelessness. As members
of the GM Homes Partnership, we also support
the delivery of their Social Impact Bond to reduce
entrenched rough sleeping in our city.
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We have secured additional funding until March
2019 to continue delivering the Housing Options
for Older People (HOOP) project, which supports
older people to make the right choices about
their future housing need and aspirations.
We will also be working closely with local health
services to help people sustain tenancies and
to support people leaving hospital who need
extra care.
During 2016, we began delivering minor
adaptations and most of the major adaption
work to our properties and other homes owned
by the council. We are in a position to deliver the
service more efficiently than the council and it
has proven to be a more cost-effective decision.
Following further integration with Northwards’
rehousing service last year, the service continues
to meet tenants’ needs and deliver value for
money.
There are a variety of ways for tenants and the
wider public to access our services; these have
been established over many years.
In 2018, we are planning to improve our online
service offer so that visitors to our website will
be able to access services at a time that is more
convenient to them, 24/7. This includes booking
and rescheduling repair appointments and
downloading rent statements, as well as a
number of other transactional services over time.

We know that an increasing number of our
customers choose to access online services via
their mobile device, so this will always be our first
consideration.
Our Digital First Strategy sets out the business
case and key objectives for developing modern,
efficient and more cost-effective services, and
our ambition is to use customer intelligence to
provide more tailored services that are more
relevant to tenants’ needs.
Following changes in the data protection law,
we are reviewing and implementing our customer
insight strategy in 2019.
The priority for our telephone service over the
next two years is to continue to provide a high
standard of service. Our customer service centre
aims to resolve most queries at the first point
of contact and minimise the need for repeat calls.
We will keep our processes under review
and develop our technology to deal with calls
efficiently, automating customer satisfaction
feedback as well as rent payments, with the aim
of providing the best customer experience.
In the long term, we will review our key
performance indicators for telephone call
handling to take account of the way customers
are choosing to access our services, so we can be
confident that we are measuring what matters.
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Our digital inclusion work will continue to
be focused on helping our tenants develop a
level of digital literacy so they can benefit from
a range of services, not just those provided by
Northwards Housing.
We know that at least half of our tenants already
have access to the internet, and while this is lower
than the national figure, it is closer to the number
of tenants choosing to access the internet who
live in social housing.
Our aim is to engage with tenants in ways
familiar to them and to promote the other
benefits of being online too, such as looking
for work, shopping, claiming benefits and online
discounts and learning and engaging with others
so they feel socially and financially included.
Our team of volunteer Digital Champions will
continue to play an invaluable role in helping
us to achieve our goals.
Although the number of tenants choosing to
visit our housing offices is small in comparison
to the overall number of homes we manage, we
recognise that face-to-face communication is both
necessary and desirable for tenants and our staff.
We will be monitoring the footfall at our offices
over time to ensure we are spending money
wisely and delivering services that provide
value for money.

At the same time, some of our employees will start
to work even more effectively as we develop more
flexible and efficient ways of service delivery.
At the end of 2017, we began an exciting new
project and became the first social landlord in
Manchester to help deliver the new Community
Links for Health service, known as ‘Be Well’.
This is a ‘social prescribing’ service, which provides
people with individual support and helps them
to improve their health and wellbeing; it also
covers everything from advice about healthy living
to practical support, such as finding employment.
Northwards has been commissioned by Greater
Manchester Mental Health NHS Foundation
Trust to deliver the programme across north
Manchester over the next two years. We will be
monitoring the service and measuring the impact
of our community link workers, as well as an
employment adviser at yes.
Over the next two years, we will continue to
provide financial and ‘in kind’ support for yes,
which is about to expand further by setting up
a new base in Collyhurst.
If you have any comments about our Business
and Delivery Plan, or you would like to be involved
in supporting Northwards Housing, please get
in touch using the contact details on page 39.
We would be delighted to hear from you.
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Appendix 1
Key Performance Indicators help us keep track
of our performance. Here’s what we measure. . .
Customer service centre
No
NHL211
NHL203
NHL207
NHL208

KPI
Customer service centre % of calls answered within 20 seconds
Satisfaction with customer service centre handling (from telephone survey)
Customer service centre % of calls answered (excluding abandoned calls)
Customer service centre % of calls abandoned (where the customer chooses
not to wait for the call to be answered)

Repairs and maintenance
No
NHL815
NHL816
NHL817
NHL801

KPI
% of appointments kept
% of work orders completed on time
% of jobs completed on first visit (based on tenant reply response)
% of satisfaction with repairs (based on tenant reply response)

Gas servicing
No
NHL806
NHL806b
NHL807
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KPI
% of properties where gas servicing carried out within 12 months at period end
Number of properties serviced after the due date within the period
Number of properties without a gas safety certificate after 14 months at period end

Home improvements
No
NHL158
NHL301
KPI9

KPI
% of homes ‘non-decent’
Average score out of 10: satisfaction with home improvements
% of improvement work completed within timescale

Rent and lettings
No
BV212
NHL701
NHL902a

KPI
Average void re-let time
Rent collected (excluding arrears)
% of void rent loss

Neighbourhood services/general
No
PI909
NHL99
NHL100

KPI
% of satisfaction of new tenants with their new home
% of written responses to councillors and MPs within five business days
Complaints responded to within 10 days of being made including written
responses

Customer satisfaction
No
BV74a (NI160)
PI101
NHL201
PI102
PI103
PI104
NHL106
NHL808

KPI
% of satisfaction of new tenants with overall service provided
% of satisfaction with the way Northwards deals with anti-social behaviour
% of satisfaction with your neighbourhood as a place to live
% of satisfaction with the overall appearance of your neighbourhood
% of satisfaction with cleaning of internal communal areas
% of satisfaction with the cleaning of external areas
% of overall satisfaction of the retirement housing tenants
% of satisfaction with repairs after investigation
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Appendix 2
Financial information
Two year budget strategy: 2018/19 to 2019/20
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Description

2018/19

2019/20

Supervision and management fee

(20,117,289)

(19,916,116)

Other MCC revenue funding

(1,612,838)

(1,618,000)

Capital income

(2,855,582)

(2,897,634)

Donations

(5,500)

(5,500)

Charges for services and
other income
Bank interest

(878,648)

(887,768)

(15,000)

(15,000)

Income from yes

(305,322)

(311,428)

Service charges (Whitebeck)

(97,000)

(100,000)

Grant and energy income

(30,486)

(30,486)

Total income
Pay costs

(25,917,665)
12,595,327

(25,781,933)
12,847,233

Premises

890,579

879,079

Transport

254,695

249,653

Supplies and services

2,686,919

2,652,570

Contracts

864,890

864,890

SLAs

1,016,675

971,675

Repairs and maintenance

7,960,912

7,740,040

Total expenditure

26,269,997

26,205,140

Net expenditure

352,332

423,207

Contact us for more information
If you would like to know more about Northwards Housing’s Business and
Delivery Plan for the next five years, you can contact us via our website
www.northwardshousing.co.uk or email us: info@northwardshousing.co.uk.
You can also write to us at Northwards Housing, Hexagon Tower, Crumpsall Vale,
Blackley, Manchester M9 8GQ.
We are always keen to hear from customers who would like to get involved with
Northwards Housing as a volunteer, and we have a range of opportunities to suit
your interests and availability. Please get in touch to find out more.
You can also contact us on Twitter and via our Facebook page, or sign up to our
e-way service via our website to receive regular news and e-bulletins direct to
your email address.

Find us on Facebook

@NorthwardsMCR

We’re
onon
WhatsApp
– 07852 182 224
We’re
WhatsApp
(this number does not accept calls)
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