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West North West homes Leeds – ALMO Annual Review 2009/2010 
 

Governance: 
We have made no changes to our formal governance structures during 2009/10. At our AGM in 2009 
our chair and vice chair were re-appointed to the Board. During the year we experienced three 
independent Board Director resignations. On all three occasions resignations were linked to the 
extensive and competing work commitments for ALMO Board Directors who are also working full time 
within their own professional field. Following an external advertising campaign two of these vacancies 
have been appointed to with high calibre candidates joining the company and the remaining vacancy is 
out to advert. Our Board has met on a monthly basis during the year and Directors have played an 
extensive role in supporting the management team, championing service improvement within the 
organisation through a network of Improvement Action Boards aligned to the Audit Commission 
Inspection Framework. 
 
As part of our internal audit arrangements a Governance Audit was undertaken in the later part of the 
2009/10 and this reported the control environment as good and compliance environment as acceptable. 
An action plan has been developed in response and is reported to the Board quarterly. 
 
We received our Audit Commission housing re-inspection in March 2010 and achieved an improved 2 
star with promising prospects for improvements rating. The findings within the inspection report 
demonstrate a marked level of improvement in the quality of service and the capacity of the 
organisation to deliver further improvements with 83% of service areas receiving higher ratings and the 
remaining receiving a balance of strengths and weaknesses. These areas for improvement related to; 
our need to modernise the warden service and enhance the design and quality of sheltered housing 
stock, the expectation to increase our service levels to leaseholder customers and to further improve 
the quality and efficiency of repairs services. The Board and Senior Management Team’s ambition is to 
direct and support the organisation to deliver excellence and we feel that we are in a strong position to 
continue to improve quality in line with our corporate vision and to tackle future challenges in order to 
achieve the Leeds City Council’s and the company’s strategic objectives.  
 
In order to further strengthen our organisational capacity and competence. Directors and staff have 
each had individual appraisals and a training programme was devised to meet any identified skills and 
training gaps. Training for Board Directors has included topics such as Leeds affordable housing 
partnership, resident involvement, equality and diversity and Director roles and responsibilities. Board 
team development work was delivered through Anthony Collins Solicitors. We have undertaken 
management reviews in all areas of the business and reduced the number of management posts.  A 
number of senior and middle management changes have occurred which have increased our capacity 
to successfully manage change, tackle underperformance, accelerate pace, and heighten standards 
towards excellence. We have also invested significant time in developing the company’s performance 
management systems at all levels, and introduced a culture change programme which included staff 
workshops and action planning, and revising all of the company’s human resources related policies 
including health and well-being and workforce change.  
 
We continued with the use of experienced external ‘critical friends’ to give us an independent 
perspective on our progress in the year and a provisional judgement on our preparedness for re-
inspection. In 2009/10 West North West homes underwent a comprehensive external assessment and 
successfully achieved Customer Services Excellence Accreditation (formerly Customer Excellence 
Chartermark). 
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In addition, we completed corporate projects linked to business continuity, decent homes completion, 
empty property management, gas servicing and the RESPECT agenda and over 100 service plan 
improvements. We completed a large number of customer service related reviews. These included a 
comprehensive review of our service standards, strategy and policy documents and service level 
agreements operated with Leeds City Council. Perhaps one of the most critical reviews took place in 
early 2010 when the organisation reviewed its strategy for supporting vulnerable customers, its policy 
and resources relating to safeguarding and carried out extensive awareness training to over 150 
customer facing staff. 
 
We have pursued further developments in delivering excellent value for money; delivering over 48 VFM 
projects culminating in £3.5m of cashable and non cashable savings during the year and deployed 
resources to strengthen our procurement and contract management skills. Service Improvement 
Groups were established in early 2008 and continued to meet throughout 2009/10. Each Service 
Improvement Group is complemented by a Customer Sounding Board, an important vehicle for tenant 
and leaseholder consultation. Our Directors have participated in governing and guiding service 
improvement through Strategic KLOE Boards and our Board Champion Framework.  
 
We have continued with our focus of improving the levels of attendance at work and implemented a 
comprehensive staff reward and recognition scheme with awards judged by a cross panel of company 
stakeholders including customers, Board Directors and staff themselves. Our results demonstrate a 
12% improvement in staff attendance during 2009/10 and significant improvements across the majority 
of indicators within our annual staff satisfaction survey results.  
 
Business Plan: 
The vision for the Company: “to excel in delivering homes and services which are relevant to our 
customers, meet their aspirations and enhance communities”. 
 
The Critical Issues facing WNWHL in 2009/10 were identified as: 

§ Audit Commission Inspection 2010 – this has now been concluded with a 2 star promising 
prospects rating 

§ The financial model shows a revenue operating deficit of £1.7million in 2009/10 – this has 
been improved upon with a £1.2m pre-audited out-turn deficit at year end. 

§ Current financial projections suggest that, from 2013, WNWHL will no longer be able to 
financially sustain itself.  – The Futures Review has now been initiated by LCC and 
WNWhL have a viable revenue projection to the end of our Management Agreement Term 
2013. 

§ To attain 100% annual gas servicing and gas safety check to reflect legal requirements – 
improvements have been achieved and at year end we can now demonstrate top quartile 
performance in gas servicing performance and controls.  

§ Our Performance Management Framework has been reviewed at operational level to 
incorporate local performance data – the performance system has been enhanced and 
there are now local performance indicators set for every service area of the business 

§ We will improve the management and service delivery of the sheltered housing service, if 
we are successful in winning the tender. We will identify outdated schemes for renewal or 
redevelopment – in light of no alternative provider coming forward, an option appraisal led 
by the Board has reviewed its 2008 decision not to submit a tender and a modernisation 
improvement plan his being implemented in advance of the contract award and 
implementation date of November 2010.A programme of sheltered housing scheme option 
appraisals has been developed with decisions being made during 2010. 

§ We will contribute to the regeneration of West and North West Leeds by working in 
partnership with the Council and other strategic bodies on specific programmes; including 
the West Leeds Gateway, the Little London PPFI scheme, PPFI Lifetime Neighbourhoods 
and Fairfield’s Northern Challenge Bid – this is ongoing partnership work which has been 
reported to the Board at frequent intervals.  
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§ We will align available resources to strategic priorities and particularly focus on actions that 
improve the health, well being, safety and cohesion of communities and neighbourhoods in 
West North West Leeds – see later sections on performance. In 2009/10 over £300,000 of 
expenditure was delegated for Area Panel prioritisation. 

§ We will ensure that decisions made on the use of capital resources, deployed through the 
capital investment programme, reflects a sustainable future for social housing in West 
North West Leeds by taking into account the projected housing needs analysis – review 
completed. See Decent Homes Section. 

§ We will use our Customer Profile data to compare the current provision of social housing in 
West North West Leeds to the diverse needs of all its customers and communities. This will 
take into account housing needs specific to multicultural and faith community groupings, 
the elderly, the disabled, the vulnerable and those most at risk. It will use the analysis to 
inform its asset management strategy and the how it spends the capital resources at its 
disposal – examples of use of customer profile to determine business decisions in evidence 
through Board Reports and positively commented upon within the Audit Commission’s 
inspection findings. 

 
A review of our 2009 Business Plan was completed in July 2009 and a further fundamental review is to 
commence in July 2010 for approval by the Council in March 2011.  
 
In 2009/10 the Board approved a future 3 year audit programme which will increase levels of assurance 
in key risk areas such as responsive repairs and has extensive levels of coverage within all business 
areas. 
 
Our Capital Resources of £24m have all been committed and although a final outturn position is 
awaited the capital budget has been carefully monitored and managed and we anticipate coming in on 
budget on close down of accounts for the 09/10 year. 
 
Performance and Performance Management 
At the year end 2009/10 our performance highlights the following when compared to the other Leeds 
ALMO and BITMO. 

▪ We are the highest performer in 7 of 14 indicators: these relate to rent loss from voids, 
former tenant debt – collection rate and average debt, proportion of properties untenanted, 
urgent repairs completed on time, gas servicing and satisfaction with repairs 

▪ We are the second best performers in 3 of 14 indicators 
▪ We are third performer in 2 of 14 indicators 
▪ We are lowest performer in 2 of 14 indicators these relate to relet times and non urgent 
repairs completed on time. 

 
We have 2 indicators demonstrating top quartile performance (% of homes non-decent and urgent 
repairs completed on time) and none lower quartile. 
 
Within our Audit Commission inspection 2 of our services received the highest ratings – resident 
involvement and gas servicing. Our performance on relet times has been poor due to our decisions to 
bring back into use a significant number of long term voids during the year. This backlog has now been 
substantially reduced and indicative figures for the first month of 2010/11 demonstrate best 
performance within the City. 
 
Our income management performance demonstrates that the level of in-year rent and arrears collection 
continues to improve however due to high levels of historical debt progress in moving away from lower 
quartile performance remains relatively slow. We routinely undertake audits to ensure staff are vigilant 
and consistent in pursuing rent payments and debt and we support tenants through our partnership with 
Citizens Advice Bureau, our in house benefit advice team and our promotional campaigns. 
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Over the year a key internal target relating to complaints handling performance has significantly 
improved to 85%. In the last year the Board have routinely scrutinised gas servicing and fire safety 
performance. Subsequently controls and performance has significantly improved. WNWhL now 
manage the gas contract directly and we have employed internal audit to verify performance and 
systems every quarter. Our Tenancy Enforcement and Tenancy Support Teams identify any tenancies 
that require early intervention and pre-service checks for vulnerable customers. 
 
Capital Programme and Decency: 
We have delivered a £24m programme of investment works this year and attained customer 
satisfaction of 100% with completed works.  
We ended the year at a non-decency position of 13.87%. 
We continue to have multiple capital essential investment needs across a high proportion of our stock 
which are over and above the decency definition or where new requirements, for example in improving 
fire safety specifications, are needed.  
The organisation used its extensive stock condition information to identify that we have approximately 
700 properties still in need of an investment plus approach to meet customer expectations and improve 
living conditions. These works predominantly feature within our system built housing stock. During 
2009/10 we worked with Leeds City Council to ensure a small scale programme of whole house 
improvements to 5M type defective housing stock could be delivered. 
  
Diversity: 
We have been assessed by the Council’s Equality Unit as achieving Equality Level standard 4, and 
Domestic Violence levels 1 & 2. We have also received the Disability 2 ticks award. We routinely report 
our Diversity Performance Framework and targets for the company to the Board and our key issue 
relates to under-representation of minority groups within the Board and Area Panels which we are 
seeking to address through ongoing recruitment drives.  
 
369 staff had undertaken the Grassroots Diversity Workbook exercises. Domestic Violence, Community 
Safety, Child Protection and Vulnerability Strategies and Policies are all in place and our diversity 
training plan objectives have all been delivered.  
 
We achieved 83.38% of Customer profile data. We set up a Diversity Staff Group and a network of 
Diversity Champions throughout the business. We also received an independent assessment from 
Housing Diversity Network measuring our compliance with the standards set out in the CRE Code of 
Practice for Racial Equality in Rented Housing. We received positive comments on our response to the 
code and have developed an action plan to be delivered in 2010/11 addressing areas of identified 
weakness.  
 
We have continued our partnership with Leeds Ahead to develop our corporate social responsibility 
approaches and deliver on our commitment to volunteering within our community. Our 2009/10 
included World of Work days within our local primary schools, Youth DreamScheme initiatives, Reading 
Mentoring for year 5 and 6 primary school pupils and Worker of the Week school initiatives focused on 
reducing the carbon footprint. Other positive examples of our new initiatives to improve the quality of life 
and service quality for customers include: 
 

§ Grayson Crest Improvements. The major improvement work carried out at Grayson Crest 
has delivered huge benefits with an estimated total of £10,000 energy efficiency potential 
savings to customers within the block. This item has been widely publicised through local 
and national press, was recently a featured on Calendar News and recently won a national 
construction award.  

§ New Youth Web. We have now set up a younger persons website to promote our activities 
amongst our younger customers and potential customers of the future. The website offers 
lots of useful information about WNWhL as well as around issues which are important to 
younger people and is designed to complement our website. 
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§ Gardening scheme for elderly / vulnerable customers. The criteria for being included in 
the scheme are that the customer is elderly or vulnerable and does not have other family 
members to help them. Initially this is a pilot scheme, with a view to offering customers a 
‘low cost’ gardening option in the near future.   

§ New Leaseholder Fact sheets. The fact sheets are designed to replace, with up to date 
information, items in the original Leaseholder handbook which was published in 2008. 
Offering better information for our Leasehold customers. 

 
Resident Satisfaction:  
We are very proud of the fact that we have the highest level of customer satisfaction in the city. A 
recent survey undertaken placed our overall Customer Satisfaction Level at 78% with the gap between 
satisfaction levels of minority customer groups narrowing. The same survey showed an increase in 
satisfaction across all areas of customer contact, and also across all areas of Repairs and 
Maintenance, with Satisfaction with the Overall Repairs service increasing to 78%. 
 
We also carry out a number of service level surveys to gauge satisfaction and collect feedback for our 
most important services. These reports are linked with customer profile data to enable us to report on 
satisfaction across diversity strands and identify the demographic of respondents. These surveys have 
enabled us to identify satisfaction trends and gauge customer opinion on proposed service 
improvements. Highlights include: 
 

§ We have maintained Satisfaction with the Sheltered Service year on year at 90%. 

§ Monthly Satisfaction with the Adaptations Services currently stands at 94%. 

§ The average of monthly Satisfaction with the Gas Service is 93%. 

§ We have increased Satisfaction with Leaseholders from 55% in 2008/09 to 76.9%. 

§ The average of monthly Satisfaction with the Income Management Service stands at 
94%.  
 

 
 
 
 
 
 
 
 
 
 
 
 
 


