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Excellent homes « Quality service » Proud communities

“Everyone is so impressed
with the improvements. We're
over the moon what's been
done so far”

“The tenants felt more
prepared for home
improvements and helped
ensure communities receive
first class customer service.”

“It's going to make a huge
difference to the heat in my
home, and all my neighbours
are looking forward to their
insulation too.”

“We are pleased to announce
Derwentside Homes has
gained all three green lights in
its first Housing Corporation
Assessment.”

“Staff under one roof will
improve efficiency and access
to services for our tenants.”
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Welcome to our first annual report,
which outlines the progress we have
made in delivering our promises to
tenants and sets out our ambitions
for the future.

It is less than two years since we were
established to own and manage
Derwentside District Council’s homes,
but the impact we have made is
already evident. We have already made
significant improvements to homes and
communities across the district.

These improvements were promises
made to tenants; they are pledges that
everyone connected with Derwentside
Homes takes seriously.

The Board is 100 percent committed in
its view that Derwentside Homes must be
dynamic, customer focused and high
performing: in essence, an organisation
we all can be proud of.

We know we can only be a great housing
organisation by working closely with
tenants, staff, local communities and
partners. Our achievements so far prove
that we are on the right track to achieving
this aim.

| am delighted to report that the Housing
Corporation has recently given us a triple
‘green light’ following a review of our
finances, Board, management and
performance. This is the highest
classification possible following such an
assessment and represents a real vote of
confidence in our plans to upgrade our
6,700 properties with £117 million by 2016.

We are continually looking to improve,
innovate and deliver promises from better
homes to tackling anti-social behaviour
and being at the heart of our local
communities.

With the foundations for progress in
place, and significant improvements
already being delivered, we can take
pride in our achievements to date and
look forward to another successful
year for the company and the
communities we serve.
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It gives me great pleasure to report
on the significant progress we have
made since the Councills homes
transferred to Derwentside Homes
in December 2006.

Right from the start, we have set out
to deliver our promises to tenants;

to improve their homes to the
‘Derwentside Standard’, to deliver
better services and to involve them in
everything we do.

AN

We have not just delivered on our
promises, but in some cases we have
bettered them. Many of our homes across
the district have been modernised to a
level which goes well beyond the
Government’s Decent Homes Standard.

| can give my utmost assurance in my
role as Chairman, working with the
Board, that we will continue to deliver
successful outcomes in the future.

This will in turn deliver excellent homes,
quality service and proud communities,
which is what we are all about.

I would like to thank my fellow Board
members, the Management Team,
staff, partners and all our active
tenants who have put in a great deal
of hard work and commitment to help
us achieve our objectives.

Here’s looking forward to another
successful year.




About Derwentside Homes

Derwentside Homes is a not for
profit housing association, set up
to own and manage 6,700 former
local authority homes.

We are based in the North-West of
County Durham with most of our tenants
living either in or around the main towns
of Consett and Stanley or in smaller

villages across the district of Dewentside.

The area used to depend on coal mining
and the steel industry, but both industries

declined in the 1980s, creating a range of
challenges for housing providers and their
partners to address.

We were established on December 4,
20086, following an overwhelming vote in
favour by Council tenants to create the
new housing organisation. The ‘yes’ vote
by tenants means that £117 million will be
invested by 2016 bringing their homes up
to the Derwentside Standard. We are also
committed to regenerating the district and
building stronger communities.

Our Board includes five Council
nominees, five tenant representatives and
five independent people, appointed for
their professional skills and knowledge in
a mix of relevant fields.

Derwentside Homes is a company limited
by guarantee and is registered with both
the Housing Corporation and the Charity
Commission.




Our aims, objectives and vision
for the future

Our vision for Derwentside Homes Our Values

is to provide: = Keep our promises
) = Achieve excellence

“Atfordable, attractive homes < Act with integrity

in strong, safe communities = Listen and respond

where everyone is valued” - Respectindividuals
Our corporate objectives y ' = Offer choice

: = Work in partnership
are not JUSt empty = Encourage innovation and learning
phrases; they underpin = Care about our environment

everything we do
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“Excellent homes, quality

service, proud communities”

Our Corporate Objectives are:
= Keeping our promises

= Putting people first

= Aiming high

- Making a difference

= Growing the business

Meeting our objectives

Our corporate objectives are not just
empty phrases: they underpin
everything we do, and we strive to
meet them every day.

Over the next few pages we outline
some of the ways in which we have
met the bold objectives set for
Derwentside Homes.




Objective 1: keeping our promises

We have made lots of promises to our customers and are determined to deliver them

Customer satisfaction

remains well above target
at 8.4 out of 10

What we have achieved this year

Improving tenantsChomes

During 2007/08 we invested over
£12m and carried out improvements
to over 2,000 homes.

So far, we have brought 76.31% of
our homes up to standard, and are
well on the way to ensuring that
every home benefits from our £117
million investment programme.
Details of the number of homes

benefiting from improvements
during 2007/08 are shown in the
chart opposite.

We have also introduced Tenant
Liaison Officers to support our work
and build on our successful record
of delivering projects that regularly
exceed expectations.

We have developed effective
working arrangements with our main
construction partners, Frank Haslam
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“During 2007/08 we Invested over

£12m and carried out Improvements

Milan and Windowman UK Ltd.
Both companies specialise in the
refurbishment of local authority
and housing associations
properties.

In partnership with our Tenants'
Forum we have produced a DVD for
tenants, which explains what will
happen before, during and after
improvement works are carried out
to their homes. It will also reassure
tenants that we will help them
throughout the process.

We have helped to set up
“neprocurement”, a consortium for
purchasing building materials and
associated building labour, which
should generate savings and allow
us to complete works to properties
ahead of schedule.

What this means to tenants

* We are providing more modern,
attractive homes in sustainable
communities where people want
to live.

= Customer satisfaction scores
remain well above target at
8.4 out of 10.

* Improvements are being delivered
to the highest quality, on time, on
budget cost and to tenants’
satisfaction.

< There is potential for works to be
completed ahead of schedule.

t

o over 2,000 homes”

Improvements during 2007/08
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Objective 1: keeping our promises

We have made lots of promises to our customers and are determined to deliver them

LOOK OUT FOR

* The continued delivery of
improvements in and around
tenants’ homes.

« Continued tenant consultation
on the choice of items
installed in their homes.

= Work to upgrade our
sheltered courts.

Delivering stronger, safer
neighbourhoods

Our Neighbourhood Services team is
working hard to make our communities
safer by tackling anti-social behaviour
and supporting vulnerable residents.

What we have achieved this year

The Neighbourhood Services team has
dealt with more than 200 breaches of
tenancy conditions in its bid to clamp
down on anti-social behaviour.

We have secured 6 evictions and 11
repossession orders for breach of
tenancy. We have also taken tenants to
court to secure 1 Acceptable
Behaviour Contract and 4 Anti-Social
Behaviour Orders.

Having made a successful application
to the Department for Communities and
Local Government, Derwentside
Homes is signed up to the Respect
Standard for Housing Management.
This underlines our commitment to
making our neighbourhoods safer.

We also work closely with Derwentside
Crime and Disorder Reduction

Partnership and with partners to
reduce anti-social behaviour. The group
works to tackle issues including
underage drinking, litter, vandalism,
fly-tipping, graffiti, drug dealing,
muggings and assaults.

Derwentside Homes has worked in
partnership with the police to close down
a crackhouse. A tenant was served with
an anti-social behaviour notice, giving
police the power to remove the tenant
and board up the property.

We have set up a confidential hotline
for tenants to discuss issues
surrounding anti-social behaviour in
confidence on 01207 693503.

What this means to tenants

* We are delivering on our promises
to tenants that their concerns will be
dealt with effectively.

* Our enforcement action takes
account of the victims’ concerns.
We are able to give more assistance
to victims, through the way we
gather evidence of anti-social
behaviour

LOOK OUT FOR

= A Family Intervention Project,
delivered in partnership with
Derwentside District Council.

= A professional withess scheme to
tackle anti-social behaviour.

< A review of tenancy agreements.

= The introduction of ‘good
neighbour’ agreements

Improving our Services to Older
and Vulnerable People

One of our key promises was to make
great strides in providing high quality
advice and support services to older
and vulnerable tenants.

What we have achieved this year

* We appointed an Older Persons’
Supervisor to improve services for
older tenants.

= Around 300 older and disabled
tenants have benefited from our
gardening services, and more than
370 tenants have a furnished
tenancy, supported by the team.

e Our promise to invest in new aids
and adaptations in tenants’ homes
has been kept — to such an extent
that there is no longer a waiting list
for minor improvements to be
fitted. With more investment in the
service we now have a satisfaction

Crackhouse closure at Langley Park
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“Around 300 older and disabled

tenants have benefited from our
gardening services”

level of 9.3 out of 10, which tells
us that nearly all tenants are more
than satisfied with works carried
out. During 2007/08 we carried
out 570 adaptations at a cost of
nearly half a million pounds.

« We introduced a handyvan service
to assist with minor household jobs
such as fitting curtain rails and
shelves. During the first 12 months
almost 700 jobs were completed in
the homes of elderly and disabled
tenants.

< We consulted on the future of the
sheltered courts. We listened to
tenants’ concerns and views and
developed a strategy for the overall
improvement works required. Plans
for the refurbishment of Magdalene
Court and Haven House are
underway.

What this means to tenants

= Improved services to older
tenants.

= Improved access to aids and
adaptations.

= Help with minor household jobs for
elderly and disabled households.

LOOK OUT FOR

= More improvements to sheltered
courts.

= An advice booklet for older and
disabled customers.

= An older persons’ conference.

= A home relocator service.

Case Study - Sheltered Courts
Improvements

We are progressing with £5 million
plans to radically improve all eight of
our accommodation schemes for
older tenants.

So far, around £500,000 has been
invested in improvements to
communal areas including the
kitchens, disabled facilities and
living rooms.

One such scheme to benefit is
Delight Court in Dipton, where
tenants have had a new computer
room, conservatory, improved
disabled facilities, a larger laundry
room and enhanced shower
facilities.

Delight Court tenant and lifelong
Derwentside resident Sylvia
Pickard said:

“Everyone’s been so
impressed with the
Improvements. | am a
former secretary, and like
to use the computers to
type letters. One of the
residents who has family
in Germany and Canada
uses the computer to stay
in touch with her relatives.

Nancy Johnson added:
“Everything’s been spot
on so far. It's great to use
the conservatory, and one
or two people are always
in there in the morning.”

As part of the improvement
programme, Derwentside Homes
plans to remodel two schemes

— Haven House in Leadgate and
Magdalene Court in Medomsley
—and develop larger flats, with their
own facilities in a move that will cost
around £2.2 million.




Objective 2: Putting people first

We value our customers and staff and embrace equality and diversity by making sure our
services and products are flexible and tailored to meet the needs of individuals

We are committed to
delivering top quality

services to tenants, in a way
that best suits their needs

Involving our tenants

We strongly believe in delivering the
best possible service to tenants. That
means knowing what they want and,
therefore, listening to what they say.

Derwentside Homes’ Tenants Forum
has grown and strengthened
throughout the year. Excellent working
relationships have been developed
within the group, and with
Derwentside Homes’ staff and Board
members.

The group’s role as a sounding board
for local issues has made a huge
contribution to Derwentside Homes,
and has made the organisation more
accountable to its tenants.

A comprehensive programme of events
and initiatives has been delivered
throughout the year, involving hundreds
of tenants and underlining the impact
that tenant involvement has made
across the district.




The Tenants’ Forum has been involved

in a wide range of developments

including:

* helping to set up a ‘Handyvan
Service’ for the elderly and disabled.

= interviewing and appointing a
replacement Tenant Board Member.

« setting standards of workmanship

for improvements to tenants’ homes.

« finalising choices of fixtures and
fittings for bathrooms and kitchens.

= playing a key role in the selection of
new partners for major works.

e creating a Resident Involvement
Statement.

e producing their own newsletter -
Forum Extra - which has been
delivered to every Derwentside
Homes tenant.

= helping organise the Tenants’
Conference.

« developing an action plan for the
next year.

= helping with estate inspections.

= playing a key role in the Sheltered
Courts Sub-Group.

= representing Derwentside Homes
on regional procurement groups.

At our first anniversary event, Forum
Chairman Derek Robson gave a
speech to tenants, staff, board
members and guests about the
success of the previous year.

On a regional level, the Forum has
also hosted a workshop for tenants
from Sedgefield.
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“Tenants must be at

the heart of

Tailoring Services to meet
individual needs
We are committed to delivering top
quality services to tenants, in a way that
best suits their needs. We consulted
widely over the future of neighbourhood
offices and have remodelled the housing
management service in line with
customer preferences to deliver:
< highly resourced front line customer
services accessed primarily by
telephone;
= more staff to deal with anti-social
behaviour and quality of life issues
on estates;
e increased support and advice
for older and vulnerable tenants;

all we do”

» dedicated staff for resident
involvement and community
investment activities on estates.

What we have achieved this year

e Changes to the service have
meant that more time is spent by
our staff out on estates dealing
with the issues that matter to
tenants.

< A greater number of well trained,
knowledgeable staff are now
dealing with tenants’ queries.

< One key point of contact is
available, to deal with an enquiry
first time — allowing for a more
consistent approach to
customer service.




Objective 2: Putting people first

We value our customers and staff and embrace equality and diversity by making sure our
services and products are flexible and tailored to meet the needs of individuals

An interactive website for tenants to
report repairs, queries, complaints,
pay rent and find out what
investment works will be carried out
to your home.

Developing our staff

Derwentside Homes is committed to
providing training and development
opportunities for staff, the Board and
the Tenants’ Forum. It is vital for us to
have the right people with the right
skills in place who are committed to
the values and objectives of the
association to help us to deliver the
promises we have made to tenants.

In February 2008, our staff
conference proved a big hit with
everyone as they were shown how
‘Stepping it up’ at work could see
Derwentside Homes make huge
leaps towards becoming a top
housing organisation. The speakers
clearly demonstrated how top
organisations develop a culture
that fosters innovation, creativity,
learning and continuous
improvement so that staff can
deliver first class customer service
in response to increased customer
expectations.

Derwentside Homes continues to
work towards providing job
opportunities for people in the
district. In 2007/8 we appointed two
Trainee Quantity Surveyors and
three apprentice gas
fitters/plumbers.

What this means to tenants

= More queries are dealt with right
first time.

* Measurable service standards
developed in partnership with
customers.

* Improved access to our services.

< Improved telephone answering
service with reduced waiting times
and fewer abandoned calls.

« More time for staff to carry out
home visits.

LOOK OUT FOR

< A major survey to help us
develop a clear understanding
of our customers and their
needs

< A ‘mystery shopping’
programme to monitor the
quality of our customer
service.

e Customer satisfaction surveys.

« Work to achieve a customer
service Chartermark.

« Video links for customer contact.

< Investors In People accreditation

Supporting equality and diversity
One of the best ways to show that you
are committed to putting people first is
by making sure that everyone — tenants,
staff and partners — has equal access to
services and is treated fairly.

This commitment makes it clear that we
must embrace the principles of equal
opportunity and respect for everyone, no

matter what their background. It is this
approach that underpins our Equality
and Diversity Strategy, which proves our
commitment to ensuring equality and
respect in everything we do.

We have identified a number of key

priority areas where we will focus our

attention, including:

e Governance and corporate culture

= Providing services to our customers

= Recruitment and staff development

e Customer and community involvement

e Tackling harassment

= Working with other organisations and
partners
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“We will ensure that everyone working

with us Is passionate about what they
do and Is valued and supported”

Case Study - Tenants' Conference
Involving tenants from across
Derwentside

Our tenants’ conference in 2007 was a
real curtain raiser, and over 200 tenants
from across the district attended the
event.

The award winning theatre company
CragRats delivered the event at the Civic
Centre in Consett, getting the entire
audience involved in the production.

Other special guests included Alistair
Mackintosh, Chief Executive of the
Housing Quality Network, who discussed
the ‘Respect Agenda’, bringing it to life

with his entertaining and passionate style.

The event also included free bingo
and games throughout the day, and
offered a great chance for tenants to
discuss improvements due to be
carried out to their homes and to build
positive relationships with staff.

Derwentside Homes’ Community
Investment Manager Susan Clark
said: “The conference was inclusive,
innovative and interactive.

“At the end of the day
tenants felt more prepared
for home improvements
and helped to ensure the
community receives a first
class customer service
through their feedback.”




The company is determined

services and cost savings
in all its activities.

Objective 3: Aiming high

We aim to be the best in all that we do and strive for excellence in achieving our
performance targets and making best use of our resources

to deliver enhanced

Striving for excellence

We will achieve this by listening and
learning from customer feedback and
complaints, and developing a
performance-driven culture focussed
on continuous improvement.

What we have achieved this year
The company is determined to deliver
enhanced services and cost savings in all
its activities. We achieve savings through
continuous improvement reviews of key
services and by promoting the efficiency

agenda within the culture and
performance framework of the association.

Efficiency Savings

During 2007/08 we delivered efficiency

savings totalling over £1.3m against our

original business plan through a number

of plans and measures including:

« reduced employee costs of £0.959m

= lower interest rates- £0.249m;

= closure of the joiners shop- £0.074m;

« closure of neighbourhood offices-
£0.031m
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“During 2007/08 we

delivered efficiency savings
totalling over £1.3m”

Service Improvements

Repairs and Maintenance

We aim to continually improve our
repairs services, ensuring we
complete all jobs on time and to a
high standard.

We have carried out a fundamental
review of our repairs and
maintenance service to ensure that it
is efficient, provides a value for money
service and delivers a quality product.
This has led to changes in working
practices, higher levels of productivity
and greater tenant satisfaction.

This year, improvements to our gas
servicing service resulted in
satisfaction levels of 9.3 out of 10 and
tenants scored on average 9 out of 10
for repairs carried out to their homes.
The average number of days taken to
complete routine repairs was 9 days.

Lettings

When it comes to letting our homes
we want to ensure that customers
have easy access to our housing
service. That's why we set up a
specialist allocations team, designed
to help many more customers into
new homes and reduce the number of
empty properties in Derwentside as a
result. We have reduced the time that
out properties are standing empty by
almost 50%.

Re-let times have reduced from an
average of 53.9 days in 2006/07 to
30.5 days in 2007/08.

This was as a result of a focused
action plan designed in consultation
with our Tenants’ Forum.

We are also working closely with the
Durham Key Options team to
introduce Choice Based Lettings as
the way in which we will let properties
in the future. We have helped secure
£90,000 of Government Funding in
order to establish a Choice Based
Letting scheme across County
Durham, which will give potential
tenants access to a wider range of
properties from a greater number of
landlords.

Rent collection

It is important that we take every
opportunity to maximise our income
so that we can continue to invest in
our homes and services in the future.

This means working with tenants to
ensure that rents are paid on time and
taking firm action against those who
refuse to pay.

During 2007/2008 current rent arrears
rose significantly to £1,158,527. This
is an area in which we intend to
improve our performance and we have
recently launched our ‘Pay to Stay’
rent publicity campaign.

Working with our Tenants’ Forum we
have reviewed our policy and
procedures to develop a more
consistent approach to rent
management. We have provided more
ways for tenants to pay their rent.
There are now seven different ways
that tenants can pay their rent. We are
working closely with support agencies
including Stonham, SHAID (Single




Objective 3: Aiming high

We aim to be the best in all that we do and strive for excellence in achieving our
performance targets and making best use of our resources

Homeless Action In Derwentside) and
the Citizens Advice Bureau to advise
tenants in financial difficulty.

We recognise that many of our
tenants face financial pressures and
are keen to do what we can to support
and help our tenants tackle them. We
have therefore developed our first
Financial Inclusion Strategy which
sets out a 3 year action plan to help
support tenants address financial
issues.

Endorsement

Derwentside Homes’ commitment to
high standards was recognised
recently when it was given three
‘green lights’ by the Housing
Corporation following a detailed
assessment of the company’s
finances, governance and
management. The triple success is
the highest classification possible
following such an assessment.

The findings represent a real vote of
confidence for Derwentside

Homes’ plans to upgrade its 6,700
properties with £117 million
investment by 2016.

The company is performing
to the highest standards
and itis a great platform

from which to move forward
in the future

The report highlighted the Board'’s
strong commitment to involving
tenants. It stated “Derwentside
Homes’ corporate action plan
includes the aim of placing the
customer at the centre of its activities
and resident involvement and
influence that makes an impact”.

The report is excellent news for
tenants and everyone connected with
Derwentside Homes as it recognises
that the company is performing to the
highest standards and it is a great
platform from which to move forward
in the future.

John Carleton, the Housing
Corporation’s Field Director for the
North, said:

"We are very pleased to
announce that Derwentside
Homes has gained all
three green lights in its
first Housing Corporation
Assessment.

“This demonstrates that
they have successfully
met the standards set
across all three key
performance areas
needed to ensure the
guality of the services

they offer to the people
of Derwentside."

What this means to tenants

- Better value for money

= Higher satisfaction levels for key
service areas

= More help for tenants to keep on top
of their rent payments

= A reduction in debt

< Improved performance in re-letting
properties

« External endorsement from the
Housing Corporation that
Derwentside Homes is financially
viable, well governed and well
managed

LOOK OUT FOR

= Changes to the 24 hour call out
arrangements, with early
evening and weekend
appointments being rolled out.

- ‘Pay to Stay’ rent arrears
publicity

= Delivery of our Financial
Inclusion Strategy

= More localised lettings schemes

= Preparation for a regional Choice
Based Lettings scheme

= Incentives for tenants who leave
their property clean and tidy at the
end of their tenancy

= Future Service Improvements
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The company is performing to the

highest standards and it is a great platform
from which to move forward In the future




Objective 4: making a difference

As the biggest landlord in Derwentside with a large workforce, we have a
role to play in the wider community.

With £117 million investment
planned, we have a real

opportunity to make a
difference to people’s lives

We strongly believe that our work is
about more than bricks and mortar.

It is also about opportunity,
community and quality of life.

With £117 million investment planned,
we have a real opportunity to make a
difference to people’s lives.

We are committed to doing everything
we can to make sure that whatever
difference we can make has a

lasting impact.

Investing in local communities
Community investment is not just
about the housing we provide. That is
why we have set up a specialist team
this year to deliver support that meets
the needs of our local communities.

The well-being and prosperity of our
tenants is closely linked to the
success of our business. We will
therefore support our local
communities to ensure they have
every opportunity to thrive.
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“The well-being and prosperity of

our tenants Is closely linked to the
success of our business.”

The aims of the Community Investment

Team are to:

= Work with the community to make sure
that everyone is included, their views are
heard and their needs understood.

= Work in partnership with other agencies
to make sure that needs are met and
support is funded.

= Ensure that the service is well promoted.

= Recognise that the environment and the
home are important to community
well-being.

= Ensure residents can reach their full
potential by creating opportunities for
them to develop new skills and self
esteem.

What this means to tenants

Community Investment will help support
and build stronger communities, which are:
- Healthier

- Safer

- Smarter

= Wealthier

- Greener

= Friendlier

= Cleaner

LOOK OUT FOR

= More community initiatives and
open days.

~ Estate clean-ups, led in
partnership with tenants’ groups.

< Financial Inclusion initiatives

- Employment opportunities

= Consultation with tenants to identify
and develop key initiatives that
support and sustain communities

Case Study - Warmer Homes
Derwentside Homes has linked forces
with GoWarm to bring approximately
6,700 homes up to the Derwentside
Homes Standard with the installation
of insulation.

Tenants are already benefiting from
cavity wall and loft insulation as well as
being offered free ‘green’ advice and
benefits checks.

The project has been established with
£835,000 worth of funding from the
Governments Community Energy
Efficiency Fund. The organisation focuses
on delivering insulation and heating
measures, benefits assistance and
energy advice to home owners in
deprived pockets within 11 areas of the
North East that so far have missed out on
schemes offered by other organisations.

One such resident to benefit from the
initiative is Mrs Annie Guest, who lives at
Clowes Walk in Stanley.

She said: 11 15 going 1o make a
huge difference to the heat in
my home, and all my
neighbours are looking
forward to the installation of
their insulation too!”

Geraldine Wilcox, Chief Executive of
Derwentside Homes, said:

“Linking up with GoWarm is
the next sensible step in our

commitment to these tenants.

‘As well as being better for
the living conditions for our
residents, good insulation
will make their homes
cheaper to run and they will
emit fewer emissions making
them more environmentally
friendly. Our relationship with
GoWarm is a win-win
situation especially for our
tenants as their rents will not
Increase after improvement
works are done.”




Objective 5: growing the business

Ensuring Derwentside Homes is a thriving business in the future is important for us

We aim to build at least 50
new affordable homes for rent

and sale in Derwentside each
year over the next 3 years.

We are already committed to
delivering record investment in our
homes and communities — but we
believe we can achieve even more.

As one of the largest social housing
providers in the region, we can play a
key part in the future of home
provision for years to come. To do
this, we must ensure that the business
is able to grow and develop for the
long term.

Providing Affordable Homes

We aim to build at least 50 new
affordable homes for rent and sale in
Derwentside each year over the next 3
years. To help us achieve this ambition
we joined the Spirit partnership in
September 2007. Spirit is a group of
housing associations operating across
the North of England, working together
to build better quality homes more
cost effectively and efficiently by
sharing best practice, innovation and
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“We can play a key part In

the future of home provision
for years to come”

forging long term relationships with
suppliers.

The partnership consists of Three Rivers
Housing Group, Tees Valley Housing
Group, Two Castles Housing Association,
Coast and Country Homes, Erimus
Housing, Derwentside Homes and
Housing Hartlepool.

Through the Spirit partnership,
Derwentside Homes successfully
secured National Affordable Housing
Programme Grant to develop affordable
homes in Consett and Hamsterley, a
major achievement for a young company.

Positioning and Promotion
Derwentside Homes cannot thrive and
grow in isolation. It must be aware of the
external, political and social environment
in which it operates and needs to
establish good working relationships with
key partner organisations if it is to be
successful in the future.

We therefore need to be in a position to
influence local, regional and national policy
at a strategic level through decision making
bodies and partnerships. We have worked
hard over the last year to ensure that
Derwentside Homes is represented on key
local and regional strategic bodies such as
Derwentside Local Strategic Partnership,
The County Durham Housing Partnership
Board, Northern Housing Consortium and
National Housing Federation.

What this means for tenants
As a not for profit organisation our
success means that tenants will benefit

from any growth in business, which
provides additional funding for home
improvement and tenant services.

LOOK OUT FOR

We have started to explore new
opportunities for growth that
complement our role as a social
housing provider. These provide
innovative plans to reduce the
shortage of social rented housing.
We hope to be able to report on the
success of these opportunities in
the next annual report.

Case Study

New Office

Groundwork for the development of
our new environmentally friendly head
office has started in earnest.

Chief Executive Geraldine Wilcox,
Chairman of the Board Carl Christer
and Chair of the Tenants’ Forum
Derek Robson recently attended a
ground breaking ceremony to mark
the start of work on site for the new
building.

Our new office, near our temporary
HQ at the Greenhouse in Annfield
Plain, will see all our staff housed
under one roof for the first time.

This will help achieve efficiency and
consistency in the delivery of
services. The office will also be tenant
friendly with a drop in cafe area and
internet access. Environmentally

friendly features will include green
roofs, recycled paper insulation,
ground source heat pumps and
improved insulation and energy
efficiency measures.

We have appointed north east
construction company Kendall Cross
to build the new HQ and architects
Browne Smith Baker have designed
the building. The building is due to be
completed by July next year.




Performance Information

as at 31st March 2008

Who we housed 2007/08

Waiting list/homeless nominations 421

Transfer applicants 147

Total lettings 568

Re-lets by household type Total %

Single older person (aged 60 or over) 90 15.8
Older Couple (at least one aged 60 or over) 68 12.0
Single adult (aged 16-59) 148 26.1
2 Adults (both aged 16-59), no children 32 5.6
One adult with at least one child <16 119 21.0
Two (or +) Adults & at least one child <16 69 12.1
Other 42 7.4

Number of homes and average rents for existing tenants as at
31st March 2008 (based on 48 weeks)

Bedrooms Homes Weekly Rental (£s)

5 bedrooms 2 66.23

4 bedrooms 49 64.70

3 bedrooms 2244 59.99

2 bedrooms 3820 54.92

1 bedroom 542 49.15
Bedsit 56 49.36
Total 6,713
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Time
Less than 1 week
1 to 2 weeks
3 weeks
5 weeks
10 weeks
20 weeks

30 weeks

40 weeks

Mean

Total

70
146
138
162

47

30.8 Days

Average time to re-let properties (all lets) during 2007/08

%

12.3
25.7
243
28.5
8.3
0.7

0.2

Type of Arrears

Current tenants’ arrears

Former tenants’ arrears

Arrears at 31st March 2008

1,158,527
181,564

1,340,091

% of receivable rent




Performance Information

as at 31st March 2008

Tackling Nuisance and Anti-Social Behaviour

New cases in year

Number of evictions for ASB

Number of demoted tenancies for ASB
Number of deferments from re-housing for ASB

Number of incidents of racial harassment against tenants

Monitoring Complaints

Complaints received
Complaints responded to within timscale

Number of complaints referred to
Independent Housing Ombudsman (IHO)

2007/08

2007/08

98
96 (98%)

1 (not upheld)




Decent Homes

As at 31st March 2007 71.2% of our
homes met or exceeded the Decent
Homes Standard. This means that
we are on track to ensure all of our
homes meet the Derwentside
Homes Standard by 2010. At 31st
March 2008 76.3% of our homes
met or exceeded the national
standard.
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Repairs Analysis (completions against targets) 2007/08

Emergency repairs
Urgent repairs

Routine repairs

Average cost per unit 2007/08

Management

Maintenance

£822
£659




as at 31st March 2008

FINANCIAL SUMMARY

Financial Information

Income and Expenditure Account for the year ended

31st March 2008

Turnover
Less: Operating costs

Operating surplus
Surplus on sale of properties
Interest receivable and other income

Interest payable and similar charges

Surplus for the year

2008
Year
£'000

21454
-11,805

9649

891
733
-661

10612

2007
4 Months
£'000

6212
-3897

© 2315

404
52
-113

2658

Non-accountants' guide

Money received from rents and service charges
What we spend on providing our service, repairs etc

Money we get from Right to Buy/Acquire sales
Interest earned on money we invest
Interest paid to the bank on money we borrow

Money we have available to spend on home
improvements, service improvements, new
homes etc.




BALANCE SHEET AT 31ST MARCH 2008

2008 2007
Year 4 Months
£'000 £'000
Tangible fixed assets
Housing stock 16142 4202
Other tangible fixed assets 158 0
16300 4202
Current assets
Debtors 1949 1031
Stock 89 145
Cash invested and at the bank 14247 4289
16285 5465
Creditors: amounts falling due within 1 year -6006 -2622
Total assets less current liabilities 10279 2843
Other assets > 1 year old 3365 5127
Total assets less current liabilities 29944 12172
Creditors: amounts falling due more than 1 year 17200 10200
Income and expenditure reserve 12744 1972
Company's funds 29944 12172
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Non-accountants' guide

The amount our properties cost after allowing for wear and tear
The amount computers and other office equipment cost after
allowing for wear and tear.

Rents and other monies outstanding and due to us
Value of spare parts held for use by our repairs team
Money we have available to help pay for future home and
service improvements, new homes etc.

Money which we owe to others i.e. suppliers, builders etc

Our surplus in the pension fund and other long term assets

Amounts we owe on loans we have taken to improve our

homes

Surpluses we have made to date to be used on improving
our houses




Financial Information

as at 31st March 2008

Where does our money come from? £'000
General housing 17734
Sheltered housing 529
Supported housing 90
Service charges 485
Water rates we collect 1822
Income from garages 445
Income from leased properties i.e. shops 20
Other services / income 329
Interest received 733

22187
What do we spend it on? £'000
Housing services 847
Housing and administration overheads 4418
Maintenance to properties general housing 4170
Maintenance to sheltered housing 280
Maintenance to supported housing 20
Water/sewerage and environment 1763
Improvements to our properties 12154
Depreciation 168
Others 139
Interest paid 661

24620
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Our financial and legal partners

Funders and Bankers Lloyds TSB Bank

Funding Adviser Tribal Treasury Services
Legal Adviser Pinsent Masons

External Auditors PricewaterhouseCoopers LLP
Internal Auditors TIAA Ltd

Valuers Savills Chartered Surveyors



Derwentside Homes
Board of Directors

The Board meets

around eight
times a year

Derwentside Homes is governed by
a Board of 15 non-executive
directors, who oversee the
management and direction of the
organisation.

Our Board is made up of five Council
nominees, five tenant representatives
and five independent people,
appointed for their professional

skills and knowledge in a mix of
relevant fields.

Together, the Board Members of
Derwentside Homes use their skKills,
experience and knowledge of the
district to make the best decisions for
tenants and for the future of
affordable housing in Derwentside.
Board members are all unpaid
volunteers.

The Board meets around eight times
a year. Board members are bound by
obligations that include a requirement
to uphold the company’s values and
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“Derwentside Homes Is

governed by a Board of 15

objectives, support its policies, take
collective responsibility for its
decisions and respect confidential
information.

The day-to-day operations of
Derwentside Homes are managed by
Chief Executive Geraldine Wilcox,
working with a team of four Directors.

The management team is responsible
to the Board of Directors for the
efficient running of all aspects of our
business.

They lead more than 200 staff from
the company’s temporary
headquarters at The Greenhouse,
Greencroft Industrial Park, Annfield
Plain, Stanley, Co Durham.

Name

Appointed Function

non-executive directors”

Employment Status

Carl Christer

Denise Taylor

Glynis Benson
Brenda Clark
Ann Manley
Ann Parker
Jill Te-Aho
David Llewellyn
Olga Milburn
Bob Alderson
Watts Stelling
Amy Redpath
Mark Davies
Jim Rafferty

Karen Stoker

2006 Council Member - Chair

2006 Independent Member -
Vice Chair

2006 Tenant Member

2006 Tenant Member

2006 Tenant Member

2006 Tenant Member

2007 Tenant Member

2006 Council Member

2006 Council Member

2007 Council Member

2006 Council Member

2006 Independent Member

2006 Independent Member

2006 Independent Member

2006 Independent Member

Healthcare Specialist Advisor

Human Resource Officer

Retired

Retired

Retired

Insurance Industry Employee
Unemployed

Supply Teacher

Tenancy Support Worker
Retired

Retired

Local Government Employee
Solicitor

Managing Director

Chartered Accountant

Geraldine Wilcox
Chief Executive
Keith Tallintire

Steve Melvin

Samantha Gibson

Tony Cooke

Director of Finance and Corporate Services

Director of Development and Property Services

Director of Housing and Community Services

Assistant Director of Corporate Services

Management Team Appointed

2006

2006

2006

2006

2006




Derwentside Homes
Tenants’ Forum

Derwentside Homes Tenants’
Forum exists to give tenants the
opportunity to get involved in
reviewing our services, which
particularly affect their lives.

The Forum has been heavily involved
in a number of issues surrounding
Derwentside Homes, for example
repairs and maintenance, estate

management and customer services.

Its members continually work hard
towards improvement to services,
which are delivered to all tenants.

The Forum meets every month and is
open for all tenants to join.

For more information please contact
Susan Clark, Community Investment
Manager on 01207 693581.

Tenants’ Forum Committee Members

Derek Robson
Madeline Cowen
Chris Willis

Stan Berry

Peter Bragan

Eddy Croney

George Lumley
Margaret O’Connelley

Molly Rutherford

Its members continually Norma Scott

improvement to services

work hard towards

Reuben Soulsby

Pat Turnbull

Chair — East Stanley

Vice Chair — Annfield Plain
Secretary - Blackhill

Forum Member — White-le-Head
Forum Member — East Stanley
Forum Member — The Dene
Forum Member - Lanchester
Forum Member - Langley Park
Forum Member — Annfield Plain
Forum Member - Blackhill
Forum Member - Crookgate

Forum Member — Delves Lane




Contact Derwentside Homes
Customer Services
08458 505 600

Contact the Freephone Number
0800 783 9295

Visit the Website
www.derwentsidehomes.co.uk

Email
customer.services@derwentside
homes.co.uk

Derwentside Homes Ltd
Greengates House

Amos Drive

Greencroft Industrial Park
Stanley

County Durham
NHa 7VE
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How to contact us

If you require this document in
another language or format please
call customer services, who will be
happy to help.

This report can also be downloaded
at www.derwentsidehomes.co.uk
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Text Box
Derwentside Homes Ltd
Greengates House
Amos Drive
Greencroft Industrial Park 
Stanley
County Durham
DH9 7YE


Tel: 08548 505 600 or

Freephone: 0800 783 9295

Email: customer.services@derwentsidehomes.co.uk
Website: www.derwentsidehomes.co.uk

Registered in England and Wales with the Housing Corporation
Company Registration 5484129
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