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Welcome to our Annual Keport lor 2006 10 2007

5 @ whistle-stop story of what’s happened
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We hope you enjoy it!

We started back in December 2005 when over 9o percent of council tenants
in the area voted us in to manage their homes.

We’re a not-for-profit organisation, created by tenants and the City Council
to deliver top-notch housing services and to improve tenants’ homes.

We look after tenants’ homes and their improvements on behalf
of the Council. So even though they still own the homes, we act
as the landlord - communicating with residents, working with
partner agencies, collecting rent, making repairs, delivering
home improvements and working with north Manchester’s
communities.

Oneg upon a {img, there were twelve volunteers ...
of twelve volunteers who manage and make decision
hwards does. There are four tenant members,

In just over a year, we have achieved ‘two stars’ with

‘excellent prospects’ in the government’s Audit We are led by the ‘Northwards Board’, a group
Commission Inspection, which has given us access our organisation. They say what Northwards is and what Nort

cgmomeminn: four Council members and four Independent members. _. .
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Looking back over the last year, it’s been
incredibly busy, there’s no doubt about that.
The thing I'm most impressed with is the way
everyone has pulled together to make it happen.
Our staff and tenants have truly gone the extra

e this year. I'm so grateful for that!

’s also been a very
such a new
ars with excellent
t six months

Rde

Definitely... When | look through this report,

I’'m frequently reminded of all the things that have
happened in the local communities in the last year.
People putting their time and energy into making
a difference is so inspiring.

Ro.4im

Well, it’s paid off... and it’s definitely inspired us
to try even harder this year. It’s been a good time
for learning too. We’ve got a whole lot more
planned for the next 12 months and I'd like to
see more tenants getting involved in the future

of Northwards. We need their views and opinig

to move onwards and upwards!

Ade

And Northwards!




When we first started, we made some major promises to all our tenants. The main promise
was to bring all 13,000 homes up to the government’s ‘Decent Homes Standard’ by 2011.
We could only do this as long as we passed the government’s
strict Audit Commission Inspection last year.

Well, we passed the Inspection with a good result of ‘two stars
with excellent prospects’, giving us access to £200 million to
do the job. Here’s how we’ve been getting on in the last year...

“Evexryone who was mvolved iw fittng owyv
nwew _kitehen was just wmaxrvellouns. Owe of
thewm evew fitted wy wew 48wd atter W4

BE pitced the window m the kitehen awd he

r didnt evem have to do that foxr we We

coundne have wished Rox a fdettex sevviee!

Vera Hughes and Pippa

I e






N T e | Nites Fe Joba ot dweald .\ g et
wheellehaix usexs down to the comwmUnity Yoowm
fox ,6-'!\«\943 vow!  Weve .QM}{‘/ Who wond  fevmow
WeCe a stoms thvow Ryowm the <ty cewtve
in this fittfe havew? T just <awvt wait Rox

Y new Jaitehen  wow.

Pat Fahey has lived at Victoria Square for five years
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Right from the very start, we have been determined to help make north Manchester a safe place
for residents and visitors. We have great faith in the area and the people who live here and we’ve
spent the last year building on this. Our aim supports the government’s ‘Respect Agenda’ -

“...to live and work in a place where we value each other, where anti-social behaviour is rare

and dealt with effectively.”

Responsibility, guidance and commitment to residents

Supporting residents and giving them more power

Prevention and early intervention of anti-social behaviour

Specific support for residents, victims and witnesses . .
Protecting people by using fast enforcement on anti-social behaviour

Support to tackle the causes of anti-social behaviour




* In April 2007, the people from ‘Charter Mark’ e We’ve been working with the Police and

came to inspect our services. They work closely other crime prevention agencies at the ‘Crime
with the Prime Minister’s Office to set high Caravans’ this year. The caravans pull up at
standards for excellence in customer service. points across north Manchester, giving the
The work our Neighbourhood Wardens do in local community advice on how to deal with
the community was highlighted as an area crime and prevent it in the future. Our
of real strength. Neighbourhood Services Officers and Wardens
Charter Mark Assessor, Nicola Atkin said in the RS B ITHRUVEE] e E12 SiEls
final report: “The excellent community work of the e Since November 2006, tenants in the warden
Neighbourhood Wardens in helping to create safe patrolled areas of north Manchester have had
and secure communities was well demonstrated the opportunity to get free ‘Property Marking’,
and is an example of Best Practice.” helping to prevent the resale of stolen items.

Tenants call the Wardens and arrange a home
visit to have their valuable personal property
marked with invisible pens and engraving pens
for all kinds of surfaces. So far, over 414 tenants
have taken advantage of the free service.

e Teenage school children in north Manchester
have been learning about the serious dangers
of off-road bikes this year. Our Youth Strategy
Officer teamed up with the local Fire Service in
October 2006 to run the ‘Too Young to Die’

project. The interactive sessions feature road * Some of our more vulnerable tenants
safety films, group workshops and open receive daily ‘reassurance visits’ from our
discussions. Neighbourhood Wardens.
“It’s all about letting young people know what can Tony Dalton, Neighbourhood Warden Manager:
happen when things go wrong with these awful “These visits are a lifeline for many tenants
bikes. We adopted the no-nonsense approach who may have been burgled or attacked.
and the response has been great.” We reassure them that we’re keeping an
lan Gillett, our Youth Strategy Officer eye out for them and advise on how they

can better protect themselves in the future.”




Our services are what most people know us for — so it’s really important to us that
they are top-notch and tailored to tenants’ needs. Over the last year, we have listened
to what tenants really want. And on their advice, we have made some important
changes in the services we offer and the way we deliver them to tenants.



Rehousing services have changed massively over
the last 12 months across England and Wales.
To help us deal with these changes, we set-up

a brand new ‘Rehousing Team’ in May 2006.

The team are dedicated to giving a complete
rehousing service to current tenants and people
wanting to become Northwards tenants. In the
last 12 months, they have rehoused over

1,700 people.

In April 2006 we recruited and trained six
sharp-eyed ‘Tenant Inspectors’ to prepare us for
the main government Inspection. It’s been such
a great way to keep track of our services; we've
kept the scheme running. They scrutinise our
services every month, looking at things like...
the quality of empty homes, standards of
repairs, the website, the standard of our estates
and communal blocks, how long it takes us to
respond to complaints and much more besides.

In June 2006, we invited a random selection of
300 tenants to become ‘Mystery Shoppers’ — to
test the quality of our services and keep us on
our toes! The ‘Mystery Shopper’ has to have a

genuine reason for contacting us and fills in
a questionnaire about how good the service
was, how long they had to wait for help,

if we dealt with the problem well and

other similar questions. We now do this
every six months and use the results to
keep improving our service.

Six months after we started, we sent every
tenant a ‘Customer Satisfaction Survey’, asking
what they thought of us. The results have
helped us make changes to the way we
deliver our services.

Visitors to our website in the last year will have
seen huge improvements in the way we offer
our services. Tenants can now go online to do
loads of things — like order a repair, report any
problems, pay rent, make a complaint, check
when they’ll get home improvements, get
leaflets in other languages, look for a new
home... and much, much more. And by

May 2007, over 80% of the website had
passed the strict ‘AAA’ standard

for top web accessibility.

Sowme of the awnswers that
tewants gave tofld wus ..

76% were satisfied with the repairs service

41% consider themselves to be disabled

97% usually contact us by telephone

84% said our telephone service was good or excellent

74% said our local area office service was good or excellent
The top two things they value the most in the local community are — living
in a peaceful neighbourhood and living in a safe area.

We are using this information to really improve things further.



We firmly believe that the local environment is just as important as the homes we look after. And in
the last year, we've been blessed to work with tenants and residents who are just as keen to make

north Manchester look its best. We’ve got lots more planned in the future to make the area a really
attractive place where people are proud to live. Here’s what’s been going on so far...
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Carla White, Senior Tenant Liaison Officer fo
‘Wates Construction’



Our ‘Environment Officers’ (EOs) have been
working closely with tenants this year to
improve the look and feel of local
neighbourhoods. They have supported many
projects this year including new brick walls on
the Jolly Miller estate in Harpurhey, and the new
rockery on Acre Top Road in Higher Blackley.

“The best part of my job is working with local
tenants. Most people have a genuine desire to live
in a nice area, and it’s my job to encourage that
and help it happen.”

Michael Tetteh-Lartey, Northwards’
Environment Officer

It’s no surprise to us that our tenants always
come up smelling of roses in the two major
city-wide gardening contests — the annual

‘In Bloom’ competition and the ‘Manchester
Gardening Competition’. Six of our tenants
won 1st and 2nd prizes for their efforts in the
‘Manchester Gardening Competition 2006’.
And in the ‘Northwest in Bloom 2006’
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Wendy Theaker, Sheltered Warden,
Sir Robert Thomas Court

competition, our tenants won seven prizes
out of a possible ten, competing against the
whole of the city.

In April 2006 we gave each of our three

‘Area Panels’ a pot of cash to spend on

making improvements to the local environment.
The Wilton panel created raised flower beds
and new steel fencing in various parts of
Cheetham Hill. The Riverways panel built secure
fencing and improved parking in Newton Heath
and play facilities in Moston. The Fourways
panel installed new fencing in Dam Head Park,
extra parking in Crosslee and road surfacing

at Somerton Court in Blackley.

The staff and tenants at our ‘Retirement
Housing’ schemes have really gone the extra
mile with their green-fingers this year, giving the
gardens and entrances to the courts a full floral
face-lift. And throughout 2006, some of the
schemes started working closely with the
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Council’s ASBAT team (Anti Social Behaviour Action Team)
giving some of the lads on ‘community service’ the chance
to paint the exterior railings and have a general tidy-up.

There are now over 30 ‘Tenant and Resident Associations’
running across the Northwards area, with hundreds of
tenants and residents running environmental projects in
their own neighbourhoods. The Dam Head and Crosslee
associations in Higher Blackley are a great example of
how this has worked in the last

year... In September 2006

they set up the ‘Friends of

Dam Head Park’ group /
together and have already i

fundraised over £50,000 y
to transform the park
from a muddy wasteland
to a family-friendly park.




Managing and improving homes in north Manchester isn’t the only thing we do. We’ve known from the
very start that dynamic people and active communities are at the heart of thriving areas. Without this,
it really is just bricks and mortar. Over the last year, our tenants and staff have teamed up with even

more people, organisations and charities - all helping to keep north Manchester alive and kicking!
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Since the mid 1800s, when Irish settlers came to Manchester to escape the hardships of famine, north
Manchester has become a popular home to thousands of people seeking a fresh start. It still proves
to be one of the most diverse areas of the northwest — with large communities representing different
ethnic groups, faiths, ages, abilities and persuasions. We’re proud to work alongside such a wide

variety of people and we’re always improving the way we do this.
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Tara Kelly, Northwards Equality & Diversity Officer
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Seema Kohli, Customer Services Manager






We believe there is a big difference between saving money and value for money. Our aim will
always be to get the best possible services for customers, at the best possible price — without
cutting corners.
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Ways to get ™ toneh

e Drop us a line (no stamp needed) — Customer Services,
FREEPOST Northwards Housing HQ

e Visit our website — www.northwardshousing.co.uk

e Give us a call - 0161 953 2662

« Textphone for deaf or hard of hearing — 0161 953 2526
e Send an email - info@northwardshousing.co.uk______ L

e Send a text message — 07786200334 (make sure you
give your house/flat number and postcode)

« Fillin the praise and complaint forms at the back
of the tenant handbook — -

_e Visit your local housing office. They're open— —

“Monday to Friday from 9am-4pmM
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Pour recevoir ces informations dans d’autres langues, en Braille, en gros caractéres,
ou sur bande sonore, priére d’appeler le numéro de téléphone ci-dessous.
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Kurdish

_ A
Si aad u hesho macluumaadkaani oo ku qoran lugad kasta, tan indhoolaha, daabacaad
balaaran ama cajal ku duuban fadlan telefoonka hoos ku qoran:

Somali
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Urdu
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Viethamese

| Vietnamese |
0161 953 2662
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