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This is the corporate plan summary
for Westlea Housing for the three
years from 1st April 2009.

Westlea Housing was set up in 1995 to take over and improve
the homes previously owned by North Wiltshire District
Council. We achieved charitable status in 2004. Now, as part
of the GreenSquare Group, we look forward to continuing

to provide homes for people with a range of housing needs,
particularly those who cannot afford to rent or buy on the
open market. Regulated by the Tenant Services Authority,
we are independent and not-for profit. As well as taking
care of the 'bricks and mortar’ of over 6,700 homes in North
and West Wiltshire, Swindon and Gloucestershire, we are
committed to working in partnership with others to develop
new homes and services to make our neighbourhoods good
places to live.

A bit more about us

+ At the end of 2008, we owned or managed
6,750 homes across our area of operation

+ Renting a two-bedroom home from us costs about
a quarter of buying a similar property on the open
market in North Wiltshire

+ In 2008, 86% of our residents were satisfied with
the service that we provided

+ We employ approximately 220 staff, including our
own direct labour organisation who provide repair
and maintenance services to our residents

Our aims

As part of GreenSquare Group, Westlea continues
to aim to be:

+ an excellent housing provider;
+ an excellent partner;and
+ an excellent employer.

In order to achieve these high
standards, we have set out our
strategic objectives under the
following headings:

Customer care: We will achieve a year on year improvement
in resident satisfaction with our customer services

Resident involvement: We will further develop
and improve our dialogue with our residents to

+ understand and respond to their needs;
+ shape our priorities;

« receive feedback on our services; and

+ beaccountable

Service excellence and continuous improvement:
We will have achieved top quartile performance in all
key service areas by 2011

Services for vulnerable residents: We will

+ see ayear on year improvement in the quality
of life for our most vulnerable residents;

+ increase the number and quality of homes
and services for older people; and

- offeraccommodation and services that meet
the changing needs of older people

Value for money: We will improve the quality of life of
our residents through efficiency gains in procurement
and management initiatives

Equality and diversity: We will offer a service that is fair and
equal to all, reflecting the diverse needs of the communities
we serve

Sustaining our neighbourhoods: We will continue to deliver
improved quality of life in our neighbourhoods and create
sustainable and pleasant places where people want to live

New homes: We will maximise the new provision and quality
of housing for people in housing need

Investment in our assets: We will continually assess our
assets and take appropriate action to make sure that they
remain sustainable; and make sure that all our homes meet
the Decent Homes standard by 2010

Employee satisfaction: We will see a year on year
improvement in employee satisfaction with Westlea

More detailed information on our specific objectives and
targets can be found at www.greensquaregroup.com/plans



Achievements

Some of our key achievements from 2008/09 were to:

+ Maintain Quality Housing Services (QHS) accreditation » Continue to install showers in all our homes, and
for excellent customer services provide an extra £50k last year to meet resident
+ Launch our new housing management system and phone demand for walk-in showers
system with minimal disruption to service to customers, +  Meet or exceed the Decent Homes Standard in
allowing us to improve our services to customers 96% of homes
+  Publish our fourth residents’ business plan, clearly stating + Achieve 81% staff satisfaction in our staff survey
what our residents would like to see us achieve over the
next year We will also work to deliver the priorities that residents
+ Train nine Westlea residents as mystery shoppers to have set out in their plan for the year as far as we can,
test the quality of our services or have a dialogue with them about constraints, issues
+ Recruit residents to our new Group residents’ scrutiny and alternative options.
panel, to closely examine the quality of our services o ) ) )
and advise on how we can improve them More detailed information on our achievements in the last

. ear can be found at www.greensquaregroup.com/plans
» Enter a partnership to engage young carers and help 4 9 q group P

them access services and activities that they were
previously excluded from

» Achieve a level B rating in our mock Quality Assessment
Framework inspection for supported housing

+ Review our pre-tenancy service in light of ending our
contract with North Wiltshire District Council to run
the waiting list,and plan the move towards a tenancy
sustainment model from April 2009, to help new tenants
settle effectively and well into their new homes

« Start our customer profiling project, to make sure that
we have the most up to date information available on
our customers and their specific needs

» Engage more with our young (under 18) residents, which
has led to the Voice It Project, giving them a say in the
residents’business plan

+ Develop a financial inclusion strategy, which is now
being rolled out across the Group to help our residents
maximise their income and reduce their debt. This
includes assistance such as Citizens Advice Bureau
project workers, a Moneyfriend and an energy
awareness campaign

+ Build 157 new social rent homes and 71 new low

cost home ownership homes in the first three quarters
of 2008/09
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