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Welcome to the third Westlea
residents’ business plan.

Our residents wanted more say in how we were spending their rent.
They wanted to know they were getting value for money.

And most of all, they wanted to know we were listening.

We were the first housing association to publish a residents’
business plan. While staff gave residents all the information

they needed about the business, the Tenants’ Participation
Advisory Service (TPAS) helped facilitate the process to make sure
we got the real views of our tenants, without management influence.

This project represents meaningful involvement at the highest level,

driving everything we do. We now know our corporate objectives meet
residents’ requirements, and we are accountable for delivery. It also

gives us a way to show residents the financial implications of improvement
so they can decide what is most important to them.

¢ Westlea’s Residents’ Business Plan won the Local Engagement
and Involvement category at the National Housing Federation
(NHF) 2007 Neighbourhood Awards. David Orr, NHF chief
executive, said: “The Neighbourhood Awards are all about
demonstrating that housing associations are more than

social landlords: they go the extra mile. In Westlea’s case this
means bringing the people that matter the most - its tenants

— into the very heart of decision making.”

Front Cover drawing by: Oliver Bridgeman
Back Cover drawing by: Seamus Nickless-Mooney

Residents say priorities for older people
and people with disabilities are:

¢ The increasing needs and numbers of the older population

¢ Helping people with mobility difficulties

¢ Better standards of housing for older people
Sarah Bradbury and

Martyn Matthews are
the Champions

Residents would like Westlea to: _BY ) CEE

e Review spending plans in line with the changing population

e Review and research mobility issues including more parking
spaces and charging points for mobility scooters

¢ Help residents understand the change from warden services
to floating support officers

¢ Provide more small adaptations such as higher power points,

non slip floors, easier taps and walk in showers

v Finding out how many mobility scooter spaces are needed.

v/ By December 2008 94.6% of all properties will reach Decent Homes standards
and 100% by 2010. This includes older persons’ properties.

v The parking strategy prioritises people with disabilities. We have dropped 26 kerbs for
residents’ own hardstandings, four of which were for disabled access; plus one complete
rear access hardstanding.

v Involving residents with disabilities through the Disability Forum
and we are members of the Disability South West scheme.

v Reviewing the aids and adaptations service during 2008.
v Setting a budget for level access showers. What

v In process of consulting all residents of sheltered
schemes about changes in staff and services. WeStlea
are doing \ |

New service implemented from April 2008.




Residents say their “green”
priorities are:

e Saving money on heating and fuel bills

® | ooking at this as a long-term issue
as it cannot be tackled overnight

e Saving water
¢ [mproving recycling and rubbish collection

Residents say their priorities for
management and communications are:

® For communications to be “tip top” through Westlea:
listening; responding; delivering promises
¢ Getting simple and clear information and feedback

¢ Understanding how Westlea runs the business A
. i irley Davies
and decides how to spend money . is the champion for

Management and
Communications

Martyn Matthews . . .
is the Champion ¢ Getting a quick response to queries

for Green issues

Residents would like
Westlea to:

e Work with local councils to improve rubbish collection and recycling storage

e |dentify properties where solar panels, wind turbines, water butts and heat pumps
could be installed and develop a programme

e Review spending on green issues
¢ I[mprove heating and insulation in Westlea homes
e I[mprove the “look” of open spaces

Residents would like Westlea to:

¢ Train more housing officers, customer service advisors
and repairs staff in customer care and technical advice

e Respond to queries more quickly
e Give regular feedback on actions taken and lessons learnt

¢ |Increase frontline staff, so service remains excellent

e Train residents in “mystery shopping” and as tenant inspectors
e Reduce turnover of frontline staff to keep continuity

e Train staff and management in resident involvement

e Have management champions for key areas in this plan

e Evaluate performance and reward schemes for staff

e Keep checking they have the best interest rates

e Keep checking cash flows to see how money is spent

v By the end of April 2008, 200 homes will be fitted with solar heating.

v We will provide water butts on 20% of our new build
and refurbishment projects.

v Reviewing heating and insulation levels, including
electric heating, to develop a plan by December 2008.

v Training staff and residents on how to make the most Wh at

of heating and reduce costs. WeStlea

v Reviewing the grounds maintenance service

with residents during 2008. are doing ‘1

v Involving residents in choosing contractors for repairs
and painting to improve service and reduce costs. Wh at

v Planning to expand customer care training for staff.
v Implementing a new computer system which will WeStI_ea
mean staff can see at a glance what residents need. are dOIng ‘ |

v Providing value for money awareness training.




Residents say their priorities
for building and maintaining
homes are:

¢ Better designed homes with bigger rooms, more space,

Young Westlea Residents say
priorities for them are:

¢ Places to go together with other young people, that are safe and free
from drugs and antisocial behaviour. This is a real problem in winter.
Young people have nowhere to hang out. The most difficult age range

i i £ d a i Janet O’Brien i
storage and extensions to meet the needs of residents : S T is 14 to 17, not old enough for pubs!
* More homes of different sizes Pl % ‘ atWestlea for . : :
oH that o o live in f . I s ; ; ' . ¢ For Westlea to understand: ;::ac:;:::n
omes that are easier 10 five In Tor older people MarhpMatthews - They know money is important and difficult to raise at Westlea for

and people with disabilities | isthe Champion _ ,
p. .p . _ , ' for Maintenance - Land and space are hard to get and is expensive
¢ An efficient and effective repairs service

- Vandalism through boredom does not help their cause!

- Youth culture is seen as threatening to older people; many of whom
have the power to get what they want at the expense of young people

young people

Residents would like Westlea to:

¢ Build more homes to reduce waiting list time using existing and new land
¢ Build more four-bed homes and bungalows as well as homes for single people

¢ |[nclude more walk-in showers, downstairs toilets and adaptations
for people with disabilities

® Review the repairs service with residents
¢ Improve how contractors work with residents

Young people would like Westlea to:

¢ Talk more to young people and be prepared to compromise

e Make more money available for the things young people
need don’t waste money on things not needed

e |isten to our ideas

¢ Investigate providing PODS (Positive Operational Drop-Ins)

- safe meeting places for young people, free of police;

and more basketball, football, skate and biking places

v Renewed nearly 500 bathrooms up to December 2007 and will aim
to do the same in 2008.

v Completed over 110 “Handyhelp” jobs completed since March 2007.
Plus two people on work experience through the Whatever! scheme;
and this service is now available to lone parents.

v/ Running a work placement scheme for 16 — 25 year olds.
27 young people have completed the scheme.

v Drawn up a list of homes to convert from 3 to 4 bedrooms. ) o o )
v Co-funding a partnership with Wiltshire Youth Service for

street-based youth work and holiday projects. Wh t
v Setting up a Youth Forum to listen and respond to a

young people. WeStlea

v Committing to an ongoing youth section in this plan.

i 1
v Running inter-generational neighbourhood projects in are dOIng ‘

key regeneration areas.

v Built 195 homes in the last year. This includes 62 one-bed

flats (including 50 hostel spaces); 30 two-bed flats; Wh at
10 two-bed bungalows; 21 two-bed houses; 10 three-bed

houses; and four four-bed properties for rent. It also WeStlea

includes 39 shared ownership homes and 19 homes for sale.

I 1
v/ Maintaining our excellent repairs service are dOIng ‘

— 5th in the South West







