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Introduction

Shaping The Future, Shaping The Community

Over the past twelve months, we’ve started to 
see vast changes in the housing landscape. 
As ever, we’ve strived to do our best by our 
customers and since re-locating to our new 
offi  ces at 52 Regent Street, we’ve been in the 
perfect position to do this. 

A year of change, 2014/15 has also seen 
us prepare for the establishment of a new 
formal group structure. City West, along with 
ForWorks construction and Villages Housing 
Association have joined hands to become, 
ForViva. Through ForViva, City West will 
continue to positively impact the communities 
in which we operate and with David Cummins 
at the helm, I’m confi dent we’ll continue to 
work closely with customers and partners to 
help improve lives.

Whilst this report focuses on looking back 
over the performance of the last year, we’ve 
also taken the opportunity to include some 
of our goals for the future. Under ForViva, we 
aim to improve the lives of our customers by 
promoting health and wellbeing, providing 
greater education and training opportunities 
and actively encouraging more sustainable 
employment. Through the ForViva group we 
are fast becoming a forward thinking social 
business, committed to delivering excellent 
services and building safer communities to 
help shape a bright future and enrich the lives 
of our customers.

David Cummins

Managing 
Director

Shaping
the future

Tim Doyle

Group Chief 
Executive

A year 
of change
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Introduction

This Year’s Highlights

Work has continued on another four 
high-rise blocks, making them amongst the 
most energy effi  cient social housing properties 
in the country. 

We’ve launched our Neighbourhood Promises 
which help us to engage with customers every 
quarter to continuously improve communities.

We’ve created local jobs for apprentices 
through our Skills programme, which gives 
trainees the opportunity to build key work skills 
and confi dence before entering the workforce.

Our fi rst purpose built, modern Extra Care 
scheme has opened in Salford and has been 
shortlisted for the Extra Care development of 
the year by Inside Housing magazine. 

Homes have been installed with solar panels 
providing free electricity to over 1,200 
customers during the daylight hours and 
helping to reduce the carbon emissions from 
our housing stock. 

We’ve successfully secured funding through 
our health and wellbeing project to deliver 
simple, easy to follow health plans for our 
customers, starting with Little Hulton. 

These arrows are used to show if we’ve 
achieved the goals we set ourselves in 

last year’s Annual Report.

These icons are used to show how we compare 
to other housing associations in the country.

(Where the statistics are available)

Measuring Performance How Do We Compare?



– 3 –

Introduction

Value for Money

The VfM icon is used to show where we have achieved high quality, but cost 
eff ective services.

Shaping the Future

Look out for our Shaping the Future icon to see what we aim to do 
in 2015/16. 

Customer Involvement

Your opinions and ideas are invaluable to help us improve services.

We devised acorn, which is our approach to customer involvement and our way 
of ensuring customers continue to be at the heart of everything we do.

as involved as you want to be

challenging what we do  

opportunities for all 

representing your community 

nurturing new ideas

Look Out For

When you 
see this 
symbol, 
you know 
we have 
listened and 
acted.

20
15
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Improving and Developing Homes

Building new homes in Salford

The HCA help create successful communities by making more homes and business premises 
available to those who need them. 

We’ve used the very best intelligence on housing demand and supply to make sure plans for 
building new homes are fi nancially viable and gain the support of Salford City Council and the HCA.

Intelligence includes:

 Data on sales

 Rental values

 Waiting list numbers

- Demands for areas and postcodes

were developed with investment from

the Homes and Communities Agency (HCA).

This year alone 199 homes

After the build of 199 new 
homes last year, we’ve planned 
a further 400 new homes for 
rent and shared ownership 
between now and 2018 
Watch this space... 

Coming Soon

20
15

Customers are satisfi ed with 
their new build homes

Customer Survey

68 of 69
98.6%
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Building new homes in Salford

Providing the very best housing is 
essential to our aims and that’s why 
all our new homes are built to Code 
level 3. (This is an environmental 
assessment method for rating and 
certifying the performance of new, 
sustainable homes).

Energy effi  cient homes

We have externally 
insulated 100 of our 
least effi  cient solid wall 
properties saving customers 
up to

£250

We ensure 100% of our eligible homes 
benefi t from aff ordable warmth through 
cavity wall and loft insulations. 

This year we also researched and developed 
new technologies to further improve the 
comfort and effi  ciency of our 
homes. 

Click more for further info. 

on their 
heating bills 
each year. 

We have installed solar 
photovoltaic panels (PV) on 
over 1,200 properties in order 
to further reduce our customers’ 
energy bills and help reduce 
carbon 
emissions.

We work with NICEIC accredited 
contractors to install internal 
and external wall insulation and 
to off er customers advice on how 
to reduce their energy bills.
For information please contact 
the service centre on: 

0300 123 5522

Improving and Developing Homes
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Improving and Developing Homes

Right First Time repairs

Repairs completed 
right fi rst time

53,056 of 54,597
97.2%

1 2 3

Emergency jobs 
completed on time

6,149 of 6,149
100%

Repairs appointments 
made and kept

30,358 of 30,834
98.4%

100%96% 96%

Miss Khumalo from Worsley

Thank you for fi xing the leak 
on my window so quickly. I was 
pleasantly surprised to see 
the workmen attend and fi x 
the problem so effi  ciently. 
Great job.

Outstanding Extra Care Housing & over 55s accommodation

The doors to our fi rst 
purpose built Extra Care 
scheme have offi  cially 
opened this year with 
staffi  ng and support services 
at Amblecote Gardens 
promoting a vibrant living 
space with a range of activities 
and social opportunities for 
customers. 
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Outstanding Extra Care Housing & over 55s accommodation

As care services for the most vulnerable in our 
communities are stretched, we’re committed 
to providing more high quality services 
and facilities which focus on maintaining 
independence for over 55s. 

Following the success of Amblecote Gardens 
we have invested in works on 12 of our 
sheltered schemes and are in 
the process of developing our 
second Extra Care facility 
in Walkden. 

100% feel improvement 
to health and wellbeing

100% feel more safe 
and secure

90% feel more 
confident

Amblecote Gardens Survey

20
15

When 88 year old Joyce Hayes moved into 
Amblecote Gardens, our extra care scheme 
at Little Hulton, she had little idea of the 
positive impact the decision would have on 
her and her family.

Case Study

Joyce had suff ered with Alzheimer’s for around 
fi ve years, but the passing of her husband last 
year had sparked an acceleration of the disease. 
Since the move, Joyce’s family say that they 
have seen a staggering improvement in her 
condition.

Joyce’s granddaughter Sam said: “We need more 
of these kind of facilities to support people 
like my grandma. She is a really happy 
person now – not just a woman living and 
dealing with her illness.”

Improving and Developing Homes
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Maintaining decent homes

Our improvement works 
service has maintained 100% 
decency since September 
2013 and this year has been 
no diff erent with us 
continuing to improve our 
properties which since 2008 
has included: over 14,300

Electrical Upgrades

42,899
New Windows

24,428
New Composite Doors

9,201
New Central Heating 

Systems

4,781
New Roofs

9,525
New Kitchens

6,125
New Bathrooms

93.7%
373 of 398

Customer Survey

Customers are satisfi ed with 
the improvements service

95%

This year we implemented our ‘Protecting our 
Assets’ initiative which focuses on maintaining 
and improving the homes in our communities. 
Because of this we’ve seen a reduction of costs 
associated with empty properties.

Our team have worked with customers to 
implement a new process for 
re-letting homes more effi  ciently, 
with non essential repairs being 
completed within 21 days of a new 
customer moving in. 

Improving and Developing Homes
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Improvements at a high level

This year we invested in improving our 
high-rise blocks at the Ladywell 
Green development. Since work began 
on the external insulated cladding, 
full internal refurbishments and 
innovative heating 
systems, our 
customers have seen 
reductions in their 
energy costs 
of £470.

Both College Croft and 
Southway high-rise blocks 
have seen works starting, 
which will continue into the 
2015/16 programme. 

20
15

With the success of the Ladywell Green 
improvements, works have also taken 
place at our Barton Village high-rise 
development with the fi fth and 
fi nal block, Mees, to be completed in 
December 2015. 

Improving and Developing Homes
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Building Positive People Relationships

Customer Involvement

sowing the 
seeds for better 

services

Our Customer Involvement strategy  
provides customers the opportunity to 
infl uence decision making and 
work with us to improve services.

At City West we are dedicated to fi nding 
ways for great ideas to shape what we 
do and how we can do it better. That’s 
why we have acorn, our way of showing 
how you can become an Involved 
Customer. 

Involved customers feel they 
have impacted service delivery

Measuring the impact 
of acorn (our Customer 
Involvement Strategy) 
helps us understand 
which methods are 
popular with customers 
and which need to 
be reviewed. 

Customer Survey

93.6%
102 of 109 92%

Through acorn we make it easy 
for customers to get involved: 
this could be from home, by 
taking part in one off  activities, 
being involved at the centre of 
City West or taking part in regular 
involvement activities within 
neighbourhoods. 

We remain accredited by TPAS 
for demonstrating excellence in 
resident involvement.

as involved as you want to be
challenging what we do
opportunities for all
representing your community
nurturing new ideas
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Building Positive People Relationships

As involved as you want to be 

Encouraging customer inclusion 
and engagement is essential to our 
community model. 

Throughout 2014/15 we interacted 
with customers at a number of 
events, for example through our 
work with the Salford Refugee 
Forum to promote engagement 
and involvement with our 80 
Black Minority Ethnic (BME) 
customers. 

Our Community
Feedback from 80 BME customers at our 
Colours of Friendship event indicated 
that attending regular meetings is not 
something they would like to be involved 
in. That’s why we are planning to launch 
an on-line engagement group, linked 
to our Communities Facebook 
page, in partnership with the 
Salford Refugee Forum. 

Challenging what we do 

Customer Survey

94%
a
c
o
r
nCustomers felt they had 

impacted the City West services

hallenging what we do

102 of 109 92%
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Building Positive People Relationships

Throughout the year our involved 
customers have taken part in a number 
of training events to make sure they 
have the necessary skills to enable them 
to eff ectively infl uence and challenge. 

Universal Credit ✓
Running social events ✓

CIH Conference ✓

Opportunities for all

YEP is our Youth 
Empowerment Panel 
which involves 23 young 
people aged from 13- 24 
years old who help us 
work well with their 
age group.

We now have a parents and 
guardians Facebook account 
where we share hints and tips 
for protecting young people 
from this form of bullying.

Find us on: 
www.facebook.com/Salford
YouthDiscussion

2014/15 saw the fi rst YEP anti-cyber 
bullying campaign of which 1,048 
young people completed our unique 
survey, aiming to raise awareness of the 
consequences of bullying and how to access 
help and support should you fi nd yourself 
aff ected.  
The campaign attracted support and 
publicity from a number of high profi le 
celebrities and had one of the highest 
response rates to a customer engagement 
campaign this year. 
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Representing your community

Our four Local Area 
Panels have granted 
£20,000 of funding to 
community projects and 
initiatives.

Building Positive People Relationships

Our Customer Scrutiny 
Inspectorate (CSI) work with 
us to shape our services 
and Service Excellence 
Groups give customers the 
opportunity to get involved 
and give their feedback.

The accessibility of the website was 
identifi ed as an area for improvement 
and with the help of customers 
plans are in place to make the site 
more customer friendly.

Our Local Area Panel in Irlam have sponsored a number of key 
community projects this year including a junior PCSO project, a 
healthy living initiative by funding an excercise class as well as a 
trip to the Salfordian Hotel in Southport. 
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Nurturing new ideas

1.
How our strategy links and refers 
to business objectives and refl ects 
involvement aims.

Our acorn Customer Involvement 
Strategy was audited independently to assess 
our approach to customer engagement. 
It identifi ed areas of good practice 
including: 

Building Positive People Relationships

2.
The acorn leafl et provided to customers 
challenges the traditional approach to 
informing customers of involvement 
activities. Ranking all involvement 
equally, it actively promotes those 
activities which require less of a time 
commitment.

3.
Staff  within the Service Centre promote 
acorn, where appropriate. An example 
of this is the promotion of activities to 
those customers who call to raise a 
concern about service standards, or to 
make a complaint, as an opportunity for 
those customers to have an impact in 
improving services themselves.

Tenant Leading Change (TLC)

Improving lives for our customers 
is at the heart of everything we do. 
That’s why this year we contributed to 
a Government backed project which 
aimed to review tenant involvement 
for housing providers. This gave us an 
opportunity to share our experiences 
and examples of success such as 
the work undertaken by our Youth 
Empowerment Panel. 
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Building Positive People Relationships

TLC workshops were held this year and 
highlighted that all housing providers are 
experiencing similar challenges in terms 
of increasing and widening engagement 
with their customers. Despite this, we 
evidenced a higher level of success in 
our involvement and engagement 
with young people particularly 
through the use of social media.  

@Engagement

Involvement   

Have 
your say

Awards for making a diff erence

We hosted a Customer Awards 
Ceremony in September where customers 
and City West staff  members submitted 
over 100 nominations to celebrate the 
achievements of customers who make 
a real diff erence in their communities.

Customer awards ceremony 2014

200
customers

Over

38
of which

attended the Customer Awards

The event was planned and 
organised with the support 
of customers from the 
Customer Conference 
Group.

were new to involvement.
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Equality and diversity 

At City West, we like to get to know 
our customers. Every 6 months 
our team ensure we update our 
customer profi ling information 
to keep up-to date with the make-up 
of our communities and individual 
customers’ needs in order to tailor 
our services accordingly. 

Building Positive People Relationships

Through our Service Centre we are 
proactive in identifying customer 
vulnerabilities. Staff  are trained 
to recognise trigger points and are 
empowered to change priorities 
for work to be carried out based 
around a customer’s vulnerability.

At induction, staff  
attend a “soft skills” 
training session, where 
they are shown how 
to listen out for 
customers who may 
be vulnerable and to 
ensure they provide a 
service that meets our 
customers’ needs.

All of these activities played a 
major part in retaining the 
DIBA and CSE accreditations 
during 2014/15.

Our ‘Winter Plan’ exercise 
identifi es all customers aged 
over 75 who are living alone and 
provides an opportunity to identify 
vulnerabilities during a one to one 
conversation.
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Benefi ts Support and Money Advice

This year we’ve continued to enhance 
our support to those customers 
aff ected by the changes to the Welfare 
Reform. From off ering fi nancial 
help, to improving access to 
advice and our online claims 
process, we ensure our 
customers are given the help 
they need and are up-to-date 
on the latest measures. 

Building Positive People Relationships

Our Welfare Reform Offi  cer has 
delivered tailored Universal Credit 
training to all front line staff  and 
involved customers to ensure that they 
are able to assist customers with 
Universal Credit enquiries. 

This year our staff  have become Digital Champions, 
in order to build customer’s confi dence with 
computer and internet use. This helps customers 
save time, navigate through online forms and be 
more aware of money, as well as helping them to 
keep in touch with friends and family.

Customers also have the 
opportunity to complete an ICT 
qualifi cation.
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Building Positive People Relationships

Benefi ts Support and Money Advice

We collected

The total rent arrears at the end
of March 2015 was

In 2014/15 we made 680 
referrals to our Money 
Advisors generating 
£413,000 in additional 
benefi ts for customers 
and £193,000 in additional 
income for City West. 

100%

3.9%

of the rent charged.

(£2,336,600) 100%

Partnerships to support customers

Our dedicated Welfare Reform staff  have 
forged excellent relations with a lottery funded 
project, to help support customers with  
personal budget training. 
We’ll continue to work with Salford Citizens 
Advice to deliver a single city wide debt advice 
service. This is a longer term plan for a 
co-commissioned service 
delivered by CAB and supported 
by Salford City Council, City West 
and other partners. 

Through the Salford Financial Inclusion 
Practitioners’ Group, we’ve continued to work 
in partnership with the Illegal Money Lending 
Team. Here we raise awareness of the 
consequences of illegal lending to our 
customers and signpost the triggers to watch 
out for as well as providing information on 
more aff ordable credit options such as My 
Home Finance and the Salford Credit Union. 

More aff ordable 
credit options 

this way
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Delivering Excellent Services

Compliments, Comments and Complaints

City West welcomes all feedback and we aim to respond as quickly as possible. Here’s a summary 
of this year’s feedback:

828
Complaints

this year (including four 
complaints carried over 
from the previous year)

Complaints
were responded to within 

published timescales

100%
832 of 832Total

Complaints
were resolved informally 
through our Get it Sorted 

process

92.4%
769 of 832

Of the 426 compliments received, the below show the top rated service areas:

“Wanted to compliment the 
operative for his professionalism 

and going the extra mile”

“The Scheme Manager went above 
and beyond” 

“A very caring organisation who 
help people when they are 

truly in need” 

51.6%
220

Responsive Repairs
54

Service Centre
33

Neighbourhoods

12.7% 7.8%
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Delivering Excellent Services

Compliments, Comments and Complaints

Stage at which 
complaints were 
resolved:

Reasons for complaints:

Download the PDF to 
see how we handle 
complaints.

Total 
complaints 

832

1

51
769

11
Informal 

Complaints

Stage One

Stage Two

Ombudsman 
Complaints

Our Customer Complaints 
Performance Panel:

1.  Review our performance in handling 
complaints

2.  Help us improve our processes

3.  Help review and resolve complaints

Contact the Business Excellence Team

T: 0300 123 5522
E: hello@citywest.org.uk

Interested in getting involved?

No experience needed, just enthusiasm.

Training will be provided.

The Panel meets every three months.

Customer satisfaction 

Customer satisfaction is at the 
heart of everything we do. 
That’s why this year we asked 
an independent company to 
collect feedback from 227 
customers who made 
a complaint.



– 21 –

Delivering Excellent Services

78.6%

satisfi ed or very 
satisfi ed with the 
way their complaint 
was handled.

* Recorded from transactional surveys

158 of 201

Customers were Customers were Customers were

71.1%

satisfi ed or very 
satisfi ed with the 
outcome of their 
complaint.

143 of 201

94.8%

satisfi ed with the 
overall service 
provided by their 
landlord.

3,658 of 3,857

73% 65% 93%

Standards of service

We have worked with our involved 
customers to review and agree service 
standards to make sure they meet customer 
needs and expectations. The following new 
standards were introduced:

  Keeping customers informed about anti-
social behaviour complaints including the 
reason for closing cases

  Providing a specialist offi  cer to assist 
customers with support needs during gas 
servicing and repair works

  Our re-let standard was reviewed to focus 
on the key areas that are important to 
customers: homes that are welcoming, 
secure, safe, waterproof and practical

Our involved customers work 
with us to inspect empty 
homes each month to ensure 
all homes meet service standards 
including being welcoming, 
secure and suitable for 
our customers.

All our service standards are 
available online and by request.
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Timely and relevant information

Through daily contact with 
our customers along with our 
satisfaction surveys we now hold 
a high number of email addresses 
and phone numbers, as well as 
intelligence on customers’ access 
to the internet and preferred 
method of communication. 

Over 5,500

17,000

5,000

637

5,558

Delivering Excellent Services

Contacting us has 
never been easier. To 
fi nd out the ways you 

can get in touch

Over 

2000
customers have signed up to iHousing, 
the easy way to pay your rent on-line

Over 

11,000
people visit our website each month

Click Here

95%
5,505 of 5,795
of customers are satisfi ed  
with our Service Centre

81.1%
153,602 of 189,353
of service centre calls are 
answered in less than 20 seconds

93%

81%
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Accreditations

We have been re-accredited 
for CSE and DiBA

The CSE assessor said: “with 
the leadership strong in 

commitment and delivery 
of service, the focus remains 

clearly on the quality of 
service to their customers.”

Delivering Excellent Services
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Delivering Sustainable Communities

Your neighbourhood, our promise 

In 2014 we launched our 
Neighbourhood Promise 
which focuses our attention 
on the areas that you would 
like to be improved in your 
neighbourhood. Our team then 
act upon the feedback given to 
improve facilities 
and conditions for our 
customers.

Customers were satisfi ed with their 
neighbourhood as a place to live

3,711 of 3,935
94.3%

85%

Customer Survey

*recorded from transactional surveys

Healthy communities

Following the successful partnership of YEP 

and Healthy Communities Collaboratives 

(HCC) we established a health-focused 

Youth Action Group comprising of 19 

members. The group organised and 

attended a number of events and engaged 

with over 200 young people to raise 

awareness of health issues.
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Delivering Sustainable Communities

Healthy communities

We continued to work in partnership with several external 
organisations such as the Salford Health Bus giving customers 
access to information on health 
and wellbeing issues as well as mini 
health ‘MOTs’ which include checking 
blood pressure, pulse rate, height 
and weight measurement. 

Health Bus

We’ve investigated condensation 
and mould issues within our 
properties and developed 
appropriate long term solutions 
to tackle the root cause of these 
problems, improving the health 
and wellbeing of our customers. 

Integrated communities

This year we have focused on supporting 
people living with Dementia in our 
communities. Over 260 of our staff  
members are ‘Dementia Friends’ who 
attend extra information sessions for advice 
on providing better support for people living 
with Dementia, whilst 11 further staff  have 
trained to be Dementia Champions to run 
information sessions in the community.

For more information visit
www.dementiafriends.org.uk 
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Delivering Sustainable Communities

We aim to develop and run a small 
Dementia Café in the community  – 
this will be supported solely by our 
Dementia Champions.

We have further plans to deliver Dementia Friends 
training with a number of local schools. The Music 
for Memories group meets once a month. Customers 
and residents enjoy meeting friends, socialising, 
reminiscing and joining in a good sing-a-long 
to help exercise their minds and voices with live 
entertainment, guest speakers and refreshments.

Social engagement

We’ve entered a partnership with Redeeming 
our Communities (ROC) to raise the issue 
of loneliness and isolation, engage with 
local stakeholders and recruit volunteer 
befrienders from local churches, with the aim 
of establishing a ROC Care project, initially 
in the Eccles area, that improves the quality of 
life and wellbeing of people who want to live 
in their own homes.

The ROC Care project is just 
one of the ways we are working 
to improve the life of vulnerable 
people in our communities. 
Through partnerships, 
sustainable services and 
volunteers we are working to 
support our residents.

To help reduce the number of customers 
experiencing loneliness and isolation the 
befriending scheme has recruited: 

In Eccles 20 volunteers 
   23 customers

In Irlam  4 volunteers 
   16 customers
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Delivering Sustainable Communities

Customers 
at Amblecote 
Gardens enjoy 
a resident led 
weekly trip 
to Walkden 
Shopping Centre. 

Health & wellbeing partnerships

It is anticipated 
that this project 
will achieve the 
following
4 outcomes...

We’ve successfully secured funding through 
the Health and Wellbeing Board to deliver 
a project in Little Hulton in partnership with 
Salford Health Matters and The Big Life 
Group, delivering and engaging our customers 
in health plans. 

1.
A better understanding of the 
health needs of customers in 
Little Hulton.

3.
Behaviour change of customers in 
Little Hulton with specifi c targets to 
reduce smoking, unsafe alcohol use, 
low mood and obesity.

2.
Increase the use of health and 
social care services by customers in 
Little Hulton.

4.
Improve sustainability of 
communities and neighbourhoods 
within Little Hulton.
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20
15

Delivering Sustainable Communities

A health support worker will work 
with customers to identify their 
individual needs and improve 
wellbeing. 

Aff ordable homes that meet customers’ need

Our enhanced pre-tenancy off er makes 
sure that new customers are let 
properties which best meet their 
needs. We support existing customers 
who need to move to smaller 
properties through transfers and 
mutual exchange. Customers who 
were unable to move due to fi nancial 
reasons have been supported with 
claims for  Discretionary Housing 
Payments.  

To support balanced and sustainable communities 
we’re reaching out to those in housing need.  
We aim to be a landlord of 
choice for those who may not 
have looked to social housing 
previously.

High quality 
housing 

Low costs
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Delivering Sustainable Communities

Community facility mapping

We’re involved in key activities with the Salford 
Strategic Partnership through Salford City Council. 
One of these projects is to promote resources to the 
wider community and to identify gaps in community 
facilities in the areas we work.

Anti-Social behaviour

Customer Survey

92.9%
811 of 873
ASB cases resolved or 
referred for legal action

92%

ASB stands for anti-social 
behaviour and refers to 

actions that harm or lack 
consideration for the 
wellbeing of others.

What is ASB?

ASB complainants satisfi ed 
with the way their complaint 
was dealt with.

ASB complainants satisfi ed 
with the support provided.

ASB complainants felt 
they were kept informed 
throughout the case.

76.7% 72.7% 74.7%
135 of 176 128 of 176 131 of 176
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Ensuring regulatory compliance

Message from the Chair

The City West Housing Trust Board is extremely proud of the 
accomplishments made by the organisation this year and is 
looking forward to the changing landscape to come.

Particular milestones for us include:

•  Our performance, with a considerable proportion of 
targets exceeded.

•  Our continuing investment in our high-rise developments, 
producing some of the most effi  cient social housing 
properties in the country.

•  Our engagement with customers, which has continued 
to strengthen our improved neighbourhoods and overall 
customer satisfaction. 

There are exciting times ahead as this year the HCA approved the new formal 
structure for the company, meaning City West, along with ForWorks & Villages 
Housing Association are now ForViva group members. Group members will work 
with our customers and partners on key issues in their communities, building 
much needed aff ordable properties and off ering customers a positive future 
through training, enterprise and employment opportunities. As a member of 
ForViva, City West will establish better links between health and housing services 
and improve the lives of customers through access to education and working in 
partnership to enable safer communities.



– 31 –

Ensuring regulatory compliance

We continue to set rent to Government guidance

The Government set 
formula in 2014/15 
was based on 
Consumer Price 
Index (CPI) 
Plus 1%

What is CPI? 
Consumer Price Index is a measure 
that examines the prices of 
items associated with the cost of 
living such as housing, food and 
transportation. Changes in CPI are 
used to assess price changes in 
areas such as rent.

City West Board – our members

Team Map

CITY 
WEST 

BOARD

SENIOR 
MANAGEMENT TEAM

OPERATIONS 
GROUP

CUSTOMER 
SCRUTINY

PROJECT TEAMS

SERVICE 
EXCELLENCE 

GROUPS

CUSTOMER 
INSPECTORS

LOCAL AREA 
PANELS
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Ensuring regulatory compliance

Board members:

Co-optee:

Adrian Brocklehurst

Council 
representatives:

John Ferguson

Robin Garrido

Michael Wheeler

Joe Kean

Independent:

Andy Zuntz

Stephen Reuben

Claire Harris

Helen Jones

Tenant:

Lynne Alderson

Dr Roz Fox

David Lamb

Carol Mawers

Executive members:

Managing Director of 
City West Housing Trust:

David Cummins

Registered Offi  ce:

52 Regent Street, Eccles 
M30 0BP

Group Director of 
Customer Services:

Paul Carhart

Group Director of 
Finance and IT:

Mike Parkin

Group Chief Executive:

Tim Doyle

Group Deputy Chief 
Executive:

Colette McKune

Decision making is by collective consensus and all Board Members act in the best interests 
of City West and have equal responsibilities and liabilities, representing the Board as a whole 
and not their individual constituent groups.

4 council members
(1 co-optee)

4 independent members 4 tenant members
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We deliver services in line with the Regulatory Framework 
for social housing in England
We reviewed our Compliments, 
Comments and Complaints policy and 
procedure putting the customer at the 
centre and reduced the procedure 
by 15 days. The process now has clear 
steps to follow which allows us to react 
to the customer’s needs by extending 
deadlines if the resolution takes a few 
more days to implement.

Ensuring regulatory compliance

Gas Safety

We have taken legal action against those who 
refuse entry to their homes for safety standards. 
This service has been independently 
validated and is recognised as a standard of 
best practice within the sector.

13,879 of 13,879100% Properties have a valid 
gas safety certifi cate
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Corporate Social Responsibility

High-rise investment programme

Customers now feel safer in their homes

82%
Barton Village and Ladywell Green customers 

say their homes are ‘good or excellent’ 
following the improvement works.

This is up from

before the works began

39%
Due to the improvements made, we’ve 
found customers are socialising more by 
inviting their friends and family to visit 
more often. With fuel bills now lower 
than average our customers are 
saving £470 a year, meaning more 
money to spend how they want.
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Corporate Social Responsibility

Environmental Improvement Works

of customers say the appearance 
of their neighbourhood is ‘good 

or excellent’ since we’ve provided 
off  street parking to ease traffi  c.

This is up from

before the works began

84% 26%

Homes have new boundary 
walls and side fences

476

Don’t Keep It Under Your Hat

child minding 

child minding 

work from home

work from home

buying and selling on line

buying and selling on line

gardener

gardener

enthusiasm

enthusiasm

gardener

extra income

extra income

extra income
extra income

self-employment

self-employment

determination

determination my hobby

my hobby

my hobby

my hobby

mobile hairdressing  

mobile hairdressing  

business idea

business idea

business idea

painting & decorating

painting & decorating

mobile mechanic 

mobile mechanic 

mobile mechanic 

my skills

my skills

my skills

motivation

motivation

motivation

beautician 

beautician 

beautician 

beautician 

gardener my skills

Don’t keep it under
your hat

38
Customers received help 
developing their business 

ideas to decide if they could 
successfully work for themselves.
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Corporate Social Responsibility

Our grants helped 13 businesses 
to start trading. 
Phil Clemens from Salford used his 
grant to buy kitchen equipment 
and started his own catering 
business “Eye Sing on the Cake” 
which creates celebration cakes.

Employment schemes

Our Skills Programme has provided

apprentices or trainees with construction skills training

34
We also created local jobs with 15 trainees 
from Salford employed by City West Works.

We’ve started a Work Preparation 
Scheme which has supported over 
30 customers to build key work skills, 
improve their confi dence and help 
them enter the workforce. We ensure 
we target the local community when we 
employ staff  and over 50% live within 
West Salford.

We live and 
work in Salford
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Corporate Social Responsibility

Prince’s Trust Team Programme

young people took part in 
the Prince’s Trust Team 

Programme
A challenging and rewarding 12 week 

programme of residential, work experience 
and community work

24

“Ask me what I wanted to do with my 
life 12 weeks ago and I would have 
been clueless, but from the skills and 
experiences I’ve learnt through this 
course I’ve decided I want to work with 
people through care or support work.” 
Participant Graduation Speech

Dig for Dinner

6 week competition 
to grow salad and/or 
vegetable in growbags.

31 school children and 
42 parents grew over 
500 food items. 
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Corporate Social Responsibility

The children learnt:
“How to grow food from scratch”A

B

C

D “Importance of healthy eating”

“How diff erent foods grow and look”

“How to grow food cheaply”

Cyberbullying campaign

Our Youth Empowerment 
Panel (YEP) raised 
awareness of cyberbullying 
and available support.
Its social media campaign 
attracted 40,000 Twitter hits, 
including backing by celebrities 
and public fi gures.

Young people took 
part in the event to 
share their cyber 
bullying stories 
through the social 
media photo collage.
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Corporate Social Responsibility

Mustard Tree

We worked with the Mustard Tree charity to 
provide second-hand furniture, food parcels 
and training in Eccles and Little Hulton.

£12,191

223
worth of vouchers were issued to

new tenants to buy furniture

One customer said 
“The vouchers helped me 
to get a bed and other 
furniture. Without these 
vouchers it would be 
impossible”

We continue to work with the Mustard Tree 
to help and support the new food club, 
which replaced the Little Hulton food bank.

Healthy Communities Collaborative Youth Action Group

Our Healthy Communities Collaborative Youth Action Group raised 
awareness of free NHS health checks, which include checks 
for cancer and cardiovascular disease.

These volunteers conducted 65 conversations to raise awareness 
of health checks, 202 lifestyle risk assessments with 
40 - 74 year olds and 64 conversations raising 
awareness of cancer signs and symptoms and 
available screening programmes. 
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Corporate Social Responsibility

Our Enterprise Team helped clean and paint 
the newly opened Mustard Tree shop. Our 
Action Weeks have improved the appearance 
and safety of neighbourhoods and promoted 
the following services to customers:

• Christmas parties at sheltered schemes
•  Providing Christmas parcels to 

vulnerable and older customers
•  Maintenance works at the 

  Salfordian Hotel
•  Improvement works to St Pauls school 

in Walkden

Get Involved Find Time (GIFT)

Staff  raised

£25,768 2,200
£21,891

for charity

hours to support 
charity and community 

events

Staff  raised Staff  volunteered

is sponsoring two puppies to 
become the next generation 

of qualifi ed guide dogs

Annual Green Statement

1,267 homes

We have installed PV panels, 
commonly known as solar 
panels, into

These provide free electricity for 
customers during daylight hours.
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Corporate Social Responsibility

We monitor offi  ce waste recycling levels and 
this has increased from 90% to 95% since 
relocating to the new offi  ce.
City West Works has introduced more electric 
vehicles to support the green agenda and 
new electrical charging points have been 
included in the Regent Street offi  ce to meet 
the fuel needs of any future expansion.

Our new head offi  ce on Regent Street, Eccles, 
has been independently rated as ‘very good’ 
for its environmental performance. 

This is based on:
Design
Construction and operation
Carbon emissions
Water quality
Energy use
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VfM and Financial Report Summary

Financial Report Summary

Total turnover ReservesHousing property assets

£62.81M
2014/15

£59.17M
2013/14

£99.53M
2013/14

£58.84M
2013/14

£137.75M
2014/15

£67.28M
2014/15

What Value for Money (VfM) means to City West

more effi  ciencies than our target.
(Actual: £569,000, Target: £519,603)

We delivered over

40,000
VfM is a clear priority for City West 
that underpins everything we do. 
We have a strong track record 
of delivering VfM, achieving high 
levels of effi  ciencies and year on year 
improvements in performance and 
customer satisfaction.

View our Value for Money 
statement summary
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VfM and Financial Report Summary

Financial Report And Accounts 2014/15

View our fi nancial 
information on income 
and expenditure, 
including our Value for 
Money statement.



We are a                   group member

City West Housing Trust Limited is a Community Benefit Society registered with the PRA, registration number 30483R 
at 52 Regent Street, Eccles Salford M30 0BP. Registered with the Homes and Communities Agency L4528.

LARGE PRINT, AUDIO AND BRAILLE 
FORMATS CAN BE REQUESTED BY 

PHONE OR EMAIL 

0161 605 7260 

Français

Polski0300 123 55 22

www.citywesthousingtrust.org.uk

hello@citywest.org.uk

TO FIND OUT MORE ABOUT CITY WEST
OR ANY OF OUR SERVICES
PLEASE CALL US OR VISIT OUR WEBSITE...


