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Introduction

OQur vision, as North Lincolnshirebs & tobagat S

the heart of our neighbourhoods, working with communities.

We know that there is a real passion amongst our customers and communities for excellent
services. Working with tenants and residents, listening to them and understanding their
needs is helping to shape our services. We will continue to reach out to, and involve, more
customers to help us deliver excellent, value for money services and to keep improving.

We have made great strides in our first two years and | am excited about what we have
achieved. We have built some solid foundations and key service areas of the company,
enabling us to deliver our Promises to Tenants ahead of schedule.

Our success lies in the strength of our partnerships with customers, tenant and resident
groups, North Lincolnshire Council, our funders and key stakeholders and is a testament to
the commitment and hard work of our Board. | thank them all for their support.

The challenge ahead will be to maintain our continuous improvement programme,
developing long term investment opportunities, whilst retaining the clear vision of delivering
our Promises to Tenants and together creating better homes and stronger communities.

Jane Duncan
Chief Executive




Better Homes, Stronger Communities

OUF SEOIY SO AN .ceiiiiiiiiiiie it 4
C O n te n tS ViSiON and ValUES..........ceeviiiiiiiiiiiiiiee e 5
Corporate ODJECTIVES. ...t 7

Pages



Our story so far

It is two years since North Lincolnshire Homes took over the
ownership and management of around 10,000 properties.

Upon our inception we drew up an ambitious programme to improve
all our housing stock, while delivering a high level of service for our
customers.

Through dedication, hard work and commitment, we continue to
meet and generally surpass targets set.

Better Homes, Stronger Communities

Some of our achievements include:

We are well ahead of target in delivering our £125 million improvement
programme and have already provided 2,464 modern bathrooms, 1,784 modern
kitchens, electrical upgrades to 2,851 homes, 7,937 secure doors, 2,303 efficient
heating upgrades and 3,962 homes have received new windows.
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We have spent more than £1.2 million on disabled adaptations.
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We have been awarded three green lights by the Tenant Services Authority for
our compliance with the regulatory framework.
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We have increased our Ordinary Membership to 140 through active promotion.
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We work regularly with 27 Resident Associations across North Lincolnshire.
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We have introduced our Resident Involvement Menu of Options and actively
promote the many ways our customers can be more involved.

We have established new central teams and individual posts and strengthened
existing teams to support our operational services, including ICT, an Anti-Social
Behaviour team, Human Resources team, Finance team, Business Improvement
Team, PR and Communications team, Community Investment Officer and
Benefits and Welfare Advice Officer.
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We have introduced new ways to invest in staff, including a dedicated training

officer, the introduction of Performance Development Reviews, staff inductions
and new internal communications methods, including monthly Core Briefs and
Staff Bulletins.

We have started a review of IT systems, customer access and our repairs and
maintenance service.
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We have hosted events, including two staff conferences, the first Annual
General Meeting of our Board and our first Financial Inclusion Seminar.
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We have delivered our tenant newsletter Key News quarterly.



Better Homes, Stronger Communities

Our vision is to be at the heart of our

O u r VISIO n neighbourhoods, working with communities

How customers, staff and other organisations feel about us is very

O u r Val u e S important to us. How we do things is as important as what we do.

We aim to demonstrate the following values in all we do.

. Keeping promises

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo
oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

. Listening and taking notice
. Giving value for money
. Looking out for people who are at risk
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. Thinking ahead and planning for the future
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Corporate Objectives

Better Homes, Stronger Communities

We have developed key Corporate Objectives which are central to
achieving our vision and maintaining our values. The objectives were
developed by the Board of North Lincolnshire Homes and take into
consideration the promises made to tenants and our aspirations for the
communities which we serve.

The Corporate Objectives set out the framework for measuring
performance across the organisation.

They will form the basis of team and individual plans as we aim to direct
our organisational and individual activity towards achieving these
objectives.

Our Corporate Objectives are set out below. The plan will be monitored
on a regular basis. A review will take place at the end of the year and
any changes will be built into the next Corporate Plan.

. Delivering excellent services and Decent Homes
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. Working in partnership to develop sustainable communities
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. Customers at the heart of our business

. Organisational development and capacity buiding
.Managmgthebusmess
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Corporate Objectives

Delivering excellent services and Decent Homes
We made promises to tenants that in our first five years we would
deliver a programme of improvement work to ensure all homes met

t h

consider a range of issues our tenants said were important to them.
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Better Homes, Stronger Communities

In delivering excellent services and Decent Homes we will:

Continue to deliver our Capital Works programme to ensure that all homes

meet the Governmentods Decent Standar d
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Develop methods for consultation with our customers over the delivery of
environmental improvement works.
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Commence consultation with leaseholders over t very of improvements to

their properties.
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Invest a further £600,000 each year for the next three years to provide disabled
adaptation facilities to homes that require them.
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Continue to encourage tenants to become Ordinary Members of North
Lincolnshire Homes, increasing the current number of members from 140.
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Continue to work with our partners Mears Group, Bullock Construction and
Anglian in the promotion of a modern apprenticeship scheme.
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Continue to work in partnership to take decisive action to deal effectively with
anti-social behaviour and other types of nuisance.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Plan to provide a greater choice for our tenants in the allocation and letting of
homes.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Working in partnership with North Lincolnshire Council, introduce a Handyvan
scheme to provide low cost gardening and decorating services for customers.
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Make progress towards the i mplementation
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Better Homes, Stronger Communities

In ensuring we are central to supporting strategic activities we will:

C O rp O ra.te O bJ e Ct I Ve S Improve customer access by listening to the feedback of postal and face to face

customer surveys and implement changes.

Working in partnership for sustainable T T O P P TP TP LR TP LUPTPTLPLLPLD
. Following our first STATUS survey, seek to improve tenant satisfaction levels
communities

from 75% by developing and implementing a plan of action.
One Of Our priorities is to ensure We are eStainShed aS a key player 0000000000 0000000000000000000000000000000000000000000000000000CCCIROIOIONOIONOROIONIOROIONIEOIOIEOICOIEOIOICODS

in promoting sustainable communities in North Lincolnshire. Develop and strengthen our rellatlonsh|p with contractors to ensure better
partnering arrangements, quality and value for money for our customers.
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Provide welfare support and better benefits advice for existing customers to
assist in maximising the income of tenants in receipt of benefits and grants.
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Strengthen relationships with young people, providing support to sustain
tenancies.
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Refine our caretaking service to meet the needs of the company and customers.

Assisted by the Barclayés community fund,
neighbourhoods to support corporate and Local Strategic Partnership objectives.
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Develop future opportunities to promote North Lincolnshire Homes through new
and emerging PR and communication methods.

Strengthen our relationship with North Lincolnshire Council in all the areas we
work together.
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Bid for the continued provision of the Col

Be represented on the Local Strategic Partnership and Safer Neighbourhood
Executive and Area Boards.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Strengthen our relationships with other North Lincolnshire agencies eg. Multi
Faith Partnership, Rural Housing Enabler Project, Humber Housing Board,
Health and Social Services providers to increase benefits for our customers.
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Better Homes, Stronger Communities

Corporate Objectives

Customers at the heart of our business In ensuring that our customers remain central to our business we
We will be a customer-focused organisation which embraces a will:

listening and learning culture and which recognises the diverse

needs of our communities.

Implement our Resident Involvement Strategy to ensure customers remain at
the heart of the business.
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Broaden the opportunities for customer consultation and resident involvement.

Continue to monitor the Resident Involvement Statement to ensure we deliver
for our customers.
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Work towards achieving Tenant Participation Advisory Service accreditation.
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Continue to support and promote Community Voice.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Promote the Resident Involvement Menu of Options to encourage more
customers to become involved in the future development of the organisation.
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Consider the key principles of our regulators, the Tenant Services Authority,
with regard to tenant and resident involvement and adopt best practice.
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Implement a revised complaints policy to provide a more coherent process.
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Actively engage with leaseholders to implement improvements to the service.
Review and refresh the tenantsod newsl ett el

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Continue to work with Resident Associations and other customer groups.
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Corporate Objectives

Organisational development and capacity
building

We will be an organisation which attracts, motivates, retains and
trains its staff to deliver our objectives and realise their personal
development potential.

Better Homes, Stronger Communities

In developing our organisation and investing in our people, we will
build North Lincolnshire Homesb®
deliver excellent services and embrace potential new business. To
achieve this we will:

Devel op this yeards operational, te
organisational objectives, as set out in the Corporate Plan.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Continue Governance and Board development action plans through the Board
appraisal process.
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Embed the new staff appraisal system into the organisation to support
individual learning and development plans.
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Deliver the 2009/10 training plan, arising from Performance Development
Reviews and provide excellent training opportunities for our staff.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Review and refresh our staff consultative group.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Implement and monitor progress of actions arising from the 2008 Staff Survey.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Hold our third Staff Conference and team awards event.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Continue to develop and deliver the Core Brief and Staff Bulletin as a method
of internal communications.
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Ensure regular Joint Consultative Committee meetings are held.
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Provide an enhanced induction course for all new employees.

©0000000000000000000000000000000000000000000000000000000000000000000000000000000000000

Deliver a Management Development Programme for all managers.
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Better Homes, Stronger Communities

CO rpo rate O bj eCtiveS In managing our business, now and into the future we will:

Managing the business

We must maintain sound business platforms, supported by robust
systems and procedures. We will continue to develop a range of
business support services and be ready to respond to new
business opportunities.

Maintain a robust Treasury Management Strategy and review mechanism.
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Maintain our Business Plan monitoring, VAT shelter reclaim and relationship
with the Communities and Local Government to access gap funding.
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Continue to strengthen our internal and external audit plans and the work of our
Audit Committee.
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Strengthen our letting process and reduce the number of empty properties
further.
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Review our repairs and maintenance service and implement suggestions for
improvement to produce better outcomes for our customers.
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With the appointment of an Assistant Director of Regeneration, progress our
improvement programme plans to incorporate asset management and
customersd experiences.
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| mprove the processes in our delivery

homes.
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Consider the outcomes of our Customer Access Survey and Review and
implement a revised system to better meet the needs of our customers.

Provide employment opportunities for existing and new staff which will continue
to shape our business and enable us to be a high quality service provider.

Embed our new central support teams, including Finance, ICT, Human
Resources and Business Improvement, into the organisation to support our
operational work.
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